
Kapture Customer 
Helpdesk Platform 



Businesses known for Exceptional 
Customer Support      Us



B2B/B2C/D2C SaaS based omnichannel service automation 
platform for conglomerate companies to offer 

Delightful Customer Support



Creating Happy 
Customer Experiences

Kapture automation makes your customer service 
more efficient.

Improve  CSAT scores upto 27% with a customer 
support platform that enables superior customer 
experiences.

Make your customer service more intelligent & 
contextual.



A Simplified 
Support Solution

Increased customer retention, agent productivity, 
improved FCR.

Integration with all major platforms. 

Omnichannel Support on all platforms (Phone, Chat, 
Email, Facebook, Twitter, Insta, WhatsApp, and more)

Customer Service Digitally Transformed!



Please help me with the order statusHi need to place replacement request

A complete package for all 
your business processes Let your customers reach out to you through their 

preferred platform. Agents get entire customer 
history on a unified dashboard..

Collect Feedback, enquiries, escalation etc.
Different workflows for different types of customers, 
make it easier to onboard customers and collect 
data, track and log all interactions.

Manage complex processes with Kapture’s assisted 
agent interface, or machine learning-chatbot 
through messaging platforms like Facebook, 
WhatsApp, or Website and Customer facing App.

Omnichannel Support 



  Orders History

    Customer details

Profile & Prioritise Customers

Orders
ORDER ID TOTAL AMT STATUS

668236 21:02:25 300 TAS

CREATE ID

With seamless integration with e-commerce website, 
you can view customer and orders in details and take 

actions from the platform 

Powerful Integrations 



Powerful Ticketing - Dashboard
View each ticket in detail

With Kapture, agents can spend more time on solving problems, handling more customer queries instead of indulging in manual tasks and juggling between multiple platforms



Customer 360 (everything about the customer in a single screen)

Customer 
Information:  Fetched 
real time from  
internal database via 
API  integration

Order/transaction/service Details:

API integration with the order management system/ecommerce backend (shopify, 
magento etc) to  fetch real-time order details and relevant details like delivery status, 
delivery executive details, transit  details etc against each customer

Past conversationsComplete allocated ticket view



Smart Ticket Routing
Kapture Automatically Routes Tickets/ 
Queries to Agents that are most suited to 
handle the issues.

Zone-wise Assignment
Ticket lands in a specific queue based on 
customer city so that agents are better 
able to help with knowledge of the local 
language, region-specific issues, etc.

Round Robin
Automatically allocate chat queries to 
available agents so that every customer is 
attended to in a timely manner. Round-robin 
ensures productive agent performance by 
evenly assigning chats to all active agents in 
the queue.

Skill-based Assignment
Automate your workflow so that tickets are 
assigned based on requirements such as, 
agent expertise, cross-skills, volume of tickets, 
etc. This helps to maintain agent productivity 
and cost effectiveness.



Rule – Based Escalation
Track agents response time for each ticket

Custom Escalation Criteria
Set up an escalation management system to track both agents 
and customers. Create rules based on various criteria to escalate 
any tickets that breach the conditions.

SLA Management
Ensure agents are responding to tickets and completing 
tasks on time with predefined rules. If an agent exceeds 
response time, Kapture automatically triggers notification to 
team leads.



Ticket Filters and Auto Allocations
Auto Assign/Filter ticket based on certain criteria



Self-serve Portal 
Help is just a click away 
A well-stocked self serve platform, enabled 
with chatbots, FAQs and much more to help 
your customers help themselves



Knowledge is Power

A well-stocked Knowledge Management 
System, create multiple portals for 
Employees and Customers.

Let employees share Knowledge Base 
articles, videos etc., with customers

Provide your employees with a 
knowledge base that they can 
depend on



The Differentiators

Exponential improvement in First Call Resolution (FCR)

ML & NLP powered contextual  ticketing platform:
Intelligently assign, prioritize, categorize and escalate based on agent skill, customer query type 
(differentiating the discovery, buying and support stages), customer type, channel of enquiry etc 

Predictive Ticket escalations:
Using metrics such as customer, product or SKU, agent performance histories to predict an 
escalation

Hybrid chatbot:
AI enabled autonomous and assisted chatbot for both non-human and swift human interactions

Problem Solvers:
We work very closely with our partners and 
clients to solve real business problems. We are 
an agile, customisable platform with an 
incredible tech talent pool always in tandem with 
our partners and clients.

Turning Solutions into Reality:
We are the perfect knowledge partners, turning 
your recommendations based on years of 
arsenal including knowledge banks, tried and 
tested methodologies, process flows, case 
studies etc into a reality.

Case in Point:
Wipro pulled off Exxon Mobil’s deal with the 
help of Kapture while other competitors 
entered with legacy platforms. 
Kapture’s agility helped Wipro turn their out 
of the box recommendations into a reality.

Direct savings (~30%) on license fee

Long term cost savings based on utilisation (~10%) on human capital expenditure

Intelligence

Cost

Best Business Partner



Turbo charge API Integrations

Integrate with 1000+ 
platforms

Deeper API integrations that interface real-time information and 
help you stay ahead of the curve.  

Empower 
Self-Serve

Increase product
Functionality 

Rest

Third party 
developer

Mobile & 
Web

Applications

Machine 
Learning/AI

Backend 
system



Thank You


