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Quick Facts

ATTRIBUTE VALUE

Company Zendesk

Domain zendesk.com

Industry Customer Service Software / CCaaS

Size ~5,700 employees (post-5% reduction in Mar 2024)

Stage Mature (private equity-backed since 2022)

Decision Complexity Complex (multi-stakeholder, enterprise GTM)

Confidence High

Company Overview

Zendesk is a customer service and engagement software company founded in 2007, now operating as a

private company following its 2022 acquisition by a consortium of private equity firms. The company has

aggressively pivoted toward AI-powered customer service, acquiring Forethought (Mar 2026) and Local

Measure (May 2025) to build out its agentic AI and CCaaS capabilities. At Relate 2026 (May 2026), Zendesk

launched its Autonomous Service Workforce platform and introduced outcome-based pricing—a pay-only-

for-verified-resolutions model—signaling a strategic bet on AI-driven service automation and a departure

from traditional seat-based licensing.

Business Pains & Operating Pressures

PAIN POINT EVIDENCE (SOURCE + QUOTE) SEVERITY

Margin pressure amid

slower growth

"Q4 2023 earnings release – revenue up 5% YoY, but margin pressure

highlighted; company pledged $100M two-year AI investment." [Source:

Research data, Feb 2024 earnings]

🔴 High

Workforce reduction /

cost discipline

"Zendesk cuts 5% of workforce (≈300 employees) citing slower growth and a

need to focus resources on AI." [Source: CRN, Mar 2024]
🔴 High

Competitive Intelligence
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PAIN POINT EVIDENCE (SOURCE + QUOTE) SEVERITY

Integration complexity

post-acquisition

Two major acquisitions in 12 months (Local Measure, Forethought) require

platform consolidation, GTM alignment, and cultural integration. Inferred —

verify

🟡

Medium

Competitive pressure

from AI-native entrants

Forethought acquisition explicitly framed as defensive move to add "self-

learning AI agents for chat, email & voice." [Source: Research data, Mar 2026

announcement]

🟡

Medium

Pricing model transition

risk

Shift to outcome-based pricing (Jan 2026 rollout to Enterprise) introduces

revenue unpredictability and requires new sales enablement. Inferred — verify

🟡

Medium

Buying Triggers

TRIGGER SIGNAL (HOW TO DETECT IT) TIMING URGENCY

Acquisition integration

underway

Two acquisitions (Local Measure, Forethought) in 12

months; need to unify competitive positioning, battle cards,

and sales enablement

May 2025 –

present
🔴 High

New product launch

(Autonomous Service

Workforce)

Relate 2026 announcements (May 2026): Agent Builder,

Omnichannel AI agents, Copilots, outcome-based pricing
May 2026 🔴 High

AWS strategic collaboration
Joint go-to-market with AWS announced May 2026;

requires updated partner/competitive intelligence
May 2026

🟡

Medium

Leadership focus on AI

differentiation

$100M two-year AI investment pledged (Feb 2024); CEO

Tom Eggemeier driving AI-first strategy
Ongoing

🟡

Medium

Decision-Maker Map

NAME TITLE PRIORITY NOTES

Tom

Eggemeier
Chief Executive Officer High

CEO since Oct 2022; driving AI-first transformation and

acquisition strategy. LinkedIn

Mark McGuire Chief Financial Officer High
CFO since 2022; owns margin pressure, cost discipline, and

ROI on AI investments. LinkedIn

Not found

publicly

VP/Head of Competitive

Intelligence
Medium

Role likely exists given acquisition activity and competitive

pressure — verify via LinkedIn

Not found

publicly

VP/Head of Product

Marketing
Medium

Key stakeholder for battle cards, positioning, and GTM

enablement — verify via LinkedIn
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Current Go-To-Market Activity

DIMENSION EVIDENCE

Sales motion
Enterprise SLG (sales-led growth) with self-serve tier for SMB. Outcome-based pricing rolled

out to Enterprise customers (Jan 2026). [Source: CMSWire, Jan 2026]

Target ICP & personas

Customer service leaders, CX executives, IT buyers at mid-market and enterprise companies.

Messaging emphasizes "AI-powered service," "autonomous agents," and "outcome-based

pricing."

Core messaging &

taglines

"Autonomous Service Workforce," "Outcome-Based Pricing," "AI agents for chat, email & voice,"

"Copilots," "Agent Builder." [Source: Relate 2026 announcements]

Acquisition channels
Flagship annual conference (Relate), strategic partnerships (AWS), direct enterprise sales,

product-led trials for SMB.

Pricing & packaging
Shift to outcome-based pricing (pay-only-for-verified-resolutions) for Enterprise; traditional

seat-based tiers still exist for lower segments. [Source: Research data, Jan 2026]

Recent campaigns /

positioning shifts

Major pivot to "agentic AI" positioning at Relate 2026; AWS co-marketing; emphasis on

"autonomous" and "outcome-based" language.

Their Language (verbatim phrases from their public content)

Customer Sentiment Signals

No verbatim public software reviews (G2, Capterra, TrustRadius, Reddit, etc.) were provided in the research

data. The following is a placeholder.

THEME QUOTE (VERBATIM) SOURCE

Not found publicly n/a n/a

Sentiment skew: No public reviews surfaced in research. Flagged for A18 vendor review.

How they describe their work: "Autonomous Service Workforce," "AI-powered contact-center

transformation," "self-learning AI agents," "outcome-based pricing," "pay-only-for-verified-resolutions"

•

How they talk about competitors: Not found publicly•

Industry jargon they use: "CCaaS," "agentic AI," "Copilots," "Agent Builder," "Omnichannel AI agents,"

"Knowledge Graph," "Action Flows"

•

Recurring phrases / brand vocabulary: "Autonomous," "outcome-based," "AI agents," "Copilot,"

"Knowledge Graph," "Relate"

•
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Hiring-Signal Roadmap Inference

No specific job postings or hiring data were provided in the research. The following is inferred from news and

announcements.

SIGNAL EVIDENCE (ROLE TITLES + COUNTS) INFERRED BET (3–6 MONTHS)

AI/ML

investment

$100M two-year AI investment pledged (Feb 2024);

acquisitions of Forethought and Local Measure

Inferred — Heavy investment in AI agent and

CCaaS capabilities

GTM

realignment

Outcome-based pricing rollout; AWS strategic

collaboration

Inferred — Sales enablement and partner

GTM motion shift

Org signals
5% workforce reduction (Mar 2024); two acquisitions in

12 months

Inferred — Cost discipline + integration

focus; possible churn in mid-level roles

Hiring velocity: Contracting (5% reduction in Mar 2024), but strategic hires likely in AI and GTM roles post-

acquisition. Verify via LinkedIn/Greenhouse.

↓↓↓ ENGAGEMENT LAYER ↓↓↓

Personalized Hooks

Hook 1: Based on Recent News/Activity

"With Forethought and Local Measure now under the Zendesk umbrella, your competitive landscape has

shifted overnight. We deliver done-for-you competitive intelligence dossiers on the new players and

incumbents in your space—typically in 3–7 days—so your GTM teams aren't flying blind during

integration."

Hook 2: Based on a Named Pain Point

"Margin pressure and a 5% workforce reduction mean every dollar and every hour counts. Our battle

cards and competitor dossiers give your sales and product marketing teams decision-maker-ready

intelligence without adding headcount or DIY research cycles."

Hook 3: Based on Competitive or Market Situation

"Your Relate 2026 launch put 'Autonomous Service Workforce' on the map—but so did a dozen AI-native

competitors. We map competitors, prospects, and partners across the GTM data landscape so your

team knows exactly who's gaining ground and where."
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Discovery Question Bank

# QUESTION WHY THIS LANDS

1

"How are you equipping your sales team to position against AI-native

competitors now that Forethought and Local Measure are part of

Zendesk?"

Directly tied to acquisition integration

pain and competitive pressure.

2

"With the shift to outcome-based pricing, how is your competitive

intelligence keeping pace with new entrants who may undercut on price

or positioning?"

Addresses pricing model transition risk

and GTM realignment.

3
"After the workforce reduction last year, who owns competitive

intelligence and battle card creation today?"

Surfaces org gaps and resource

constraints post-layoff.

4
"How are you tracking how AWS partners and competitors are responding

to your new strategic collaboration?"

Tied to AWS partnership and

partner/competitive landscape.

5
"What's your current process for updating decision-makers on

competitive moves—especially with two acquisitions in 12 months?"

Highlights integration complexity and

decision-maker enablement.

6
"How confident is your product marketing team in the accuracy and

freshness of your current battle cards?"

Opens door to discuss done-for-you

intelligence and 3–7 day delivery.

Recommended Approach

Entry point: VP/Head of Competitive Intelligence or VP/Head of Product Marketing (verify via LinkedIn);

CFO Mark McGuire for budget/ROI conversations

•

Best channel: LinkedIn (Tom Eggemeier and Mark McGuire both have public profiles); follow up with

email

•

Timing: Now—acquisition integration and Relate 2026 launch create immediate need for updated

competitive intelligence

•

Expected objections: 1. "We handle competitive intelligence internally." → Counter: "With two

acquisitions and a 5% headcount reduction, is your team resourced to keep pace?" 2. "We already have a

CI vendor." → Counter: "How quickly can they deliver dossiers on Forethought's and Local Measure's

former competitors—now your competitors?" 3. "Budget is tight." → Counter: "Our done-for-you model

means no new headcount; 3–7 day delivery means faster time-to-value."

•

Sample · Sales Intelligence proof points that resonate:•

Map competitors, prospects, and partners across the GTM data landscape•

Battle cards and dossiers on public B2B vendors and buyers•

3–7 day delivery, done-for-you•
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Action Items

1. [ ] Identify and verify current VP/Head of Competitive Intelligence and VP/Head of Product Marketing via

LinkedIn

2. [ ] Draft personalized LinkedIn outreach to Tom Eggemeier and Mark McGuire using Hook 1 (acquisition

integration angle)

3. [ ] Prepare a sample battle card or dossier on a Zendesk competitor (e.g., Intercom, Freshdesk, or an AI-

native entrant) as a leave-behind

4. [ ] Monitor Zendesk careers page and LinkedIn for new GTM or CI hires post-acquisition

5. [ ] Set calendar reminder to follow up after next major Zendesk announcement or earnings release

Generated by Sample · Sales Intelligence Prospect Intelligence | 2026-05-31

Deep Research

Key Personnel

Financial Profile

METRIC VALUE SOURCE

Estimated Annual

Revenue
$1,587,800,000 Prospeo

Target Revenue $3 Billion by 2027 Electro IQ

AI Annual Recurring

Revenue (ARR)
$200M in 2025; Targeting $400M–$500M by 2026

Built In, The AI

Economy

Estimated Valuation $5,080,900,000 Prospeo

Revenue per Employee $214,000 Prospeo

Revenue by Region US: 51.03%, EMEA: 29.23%, APAC: 10.01% Electro IQ

Tom Eggemeier - Chief Executive Officer (CEO) (Source: The AI Economy, Zendesk Newsroom)•

Craig Flower - Chief Operating Officer (COO) - Appointed February 3, 2026 (Source: Zendesk Press

Releases)

•

Mikkel Svane - Co-founder and former CEO (Source: The AI Economy)•

Emma Acton - Vice President of Marketing, EMEA (Source: Prospeo)•

Mozhdeh Rastegar-Panah - Senior Director, Product Marketing (Source: Zendesk Blog)•

Adrian Boerstra - VP Strategic Services (Source: Faye Digital)•
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METRIC VALUE SOURCE

Investors
Accel Partners, Partech, IN-Q-TEL, Fujitsu, Tenity, Stanford, Northmill,

Singapore Economic Development Board, IrishAngels
Tracxn

Competitive Intelligence

Competitors * Enterprise/Mid-Market CX: Salesforce (Service Cloud / Agentforce for Service), Microsoft

Dynamics 365. (Source: Salesforce, Pylon) * SMB/Ticketing Alternatives: Freshworks (Freshdesk), Help

Scout, Zoho Desk. (Source: Salesforce, Pylon, Front) * Modern/B2B/Omnichannel Support: Pylon, Intercom,

Front, Missive. (Source: Pylon, Front, Missive) * Ecommerce Support: Gorgias. (Source: Missive) *

ITSM/Service Desk: SolarWinds Service Desk. (Source: SolarWinds)

Known Clients * Global Brands: Staples, Polaris, Freshly, Standard Beverage, Lush, Stio, Lumen, Bentobox.

(Source: Zendesk Sell, Zendesk Blogs, Front) * Indian Market (Top Brands): Cars24, Dream11, Plum,

Unacademy. (Source: Electro IQ) * Total Customer Base: Over 160,000 customers across 160+ countries;

20,000 organizations currently using Zendesk AI. (Source: Electro IQ, Built In)

Partners & Integrations * Microsoft: Expanded integration for secure, AI-powered employee service

solutions (Nov 2025). (Source: Zendesk Press Releases) * AWS: Strategic Collaboration Agreement to deliver

AI-Powered Contact Center Transformation (Dec 2025). (Source: Zendesk Press Releases) * Telephony/E-

commerce: Out-of-the-box integrations with 90+ telephony providers; deep integrations with Shopify,

BigCommerce, and Magento. (Source: Zendesk Help, Missive) * Messaging: Slack, Microsoft Teams,

Discord, Telegram, WhatsApp. (Source: Pylon, Zendesk Blog)

Acquisitions (Recent) * Forethought: Completed March 26, 2026 (Self-improving AI Agents). (Source:

Zendesk Press Releases) * Unleash: Acquired December 18, 2025 (AI-first employee service). (Source:

Zendesk Press Releases) * HyperArc: Acquired July 14, 2025 (GenAI-Powered Analytics Platform). (Source:

Zendesk Press Releases) * Local Measure: Acquired May 20, 2025 (AI-Powered Voice). (Source: Zendesk

Press Releases) * Unnamed Berlin AI Startup: Acquired in 2024 (Service automation/chatbots). (Source:

Electro IQ)

Additional Intel

Workforce & Headcount Data * Total Employees: 7,318 - 7,327 globally as of December 2025 (12.3% YoY

growth rate). (Source: Revelio Labs) * Employee Demographics: Average salary is $117.3k with an average

tenure of 2.2 years. Over 80% of employees contributing to the global workforce are focused on/located in

India. (Source: Revelio Labs, Electro IQ) * Workforce Instability: Reports indicate targeted layoffs in 2025

and earlier reductions accompanying expansion moves, suggesting uneven headcount trends across

locations. (Source: Built In)

Product & Pricing Strategy * AI-First Transition: Zendesk is heavily pivoting to an "AI-first" operating

cadence, launching the "Zendesk Resolution Platform" and "AI Dynamic Pricing Plan" (Outcome-Based

Pricing where businesses pay for real results delivered by AI agents). (Source: Zendesk Newsroom, The AI

Economy) * Suite Pricing (Annual): Suite Team ($55/agent/mo), Suite Growth ($89/agent/mo), Suite
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Professional ($115/agent/mo), Suite Enterprise ($169/agent/mo), Enterprise Plus ($249/agent/mo). (Source:

Zendesk Pricing) * Sales CRM (Zendesk Sell) Pricing: Sell Team ($19/mo), Sell Growth ($55/mo), Sell

Professional ($115/mo), Sell Enterprise ($169/mo). (Source: Zendesk Sell) * Add-ons: AI Copilot is priced at

$50/agent/month; Quality Assurance is $35/agent/month. (Source: Zendesk Pricing)

Market Positioning & Vulnerabilities * Strengths: High ease of use, fast deployment, massive proprietary

CX dataset for AI training, and strong omnichannel capabilities. (Source: Zendesk, Salesforce) *

Weaknesses/Pain Points for Users: Clunky automation workflows for complex B2B needs, high costs as

usage/features scale, reliance on third-party integrations that fragment the rep experience, and a steep

learning curve for smaller teams without technical resources. (Source: Pylon, Faye Digital, Salesforce)

Deep Research (Tavily Advanced)

Key Personnel

Financial Profile

METRIC VALUE SOURCE

Estimated Annual

Revenue
$1,587,800,000 Prospeo

Target Revenue $3 Billion by 2027 Electro IQ

AI Annual Recurring

Revenue (ARR)
$200M in 2025; Targeting $400M–$500M by 2026

Built In, The AI

Economy

Estimated Valuation $5,080,900,000 Prospeo

Revenue per Employee $214,000 Prospeo

Revenue by Region US: 51.03%, EMEA: 29.23%, APAC: 10.01% Electro IQ

Investors
Accel Partners, Partech, IN-Q-TEL, Fujitsu, Tenity, Stanford, Northmill,

Singapore Economic Development Board, IrishAngels
Tracxn

Tom Eggemeier - Chief Executive Officer (CEO) (Source: The AI Economy, Zendesk Newsroom)•

Craig Flower - Chief Operating Officer (COO) - Appointed February 3, 2026 (Source: Zendesk Press

Releases)

•

Mikkel Svane - Co-founder and former CEO (Source: The AI Economy)•

Emma Acton - Vice President of Marketing, EMEA (Source: Prospeo)•

Mozhdeh Rastegar-Panah - Senior Director, Product Marketing (Source: Zendesk Blog)•

Adrian Boerstra - VP Strategic Services (Source: Faye Digital)•
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Competitive Intelligence

Competitors * Enterprise/Mid-Market CX: Salesforce (Service Cloud / Agentforce for Service), Microsoft

Dynamics 365. (Source: Salesforce, Pylon) * SMB/Ticketing Alternatives: Freshworks (Freshdesk), Help

Scout, Zoho Desk. (Source: Salesforce, Pylon, Front) * Modern/B2B/Omnichannel Support: Pylon, Intercom,

Front, Missive. (Source: Pylon, Front, Missive) * Ecommerce Support: Gorgias. (Source: Missive) *

ITSM/Service Desk: SolarWinds Service Desk. (Source: SolarWinds)

Known Clients * Global Brands: Staples, Polaris, Freshly, Standard Beverage, Lush, Stio, Lumen, Bentobox.

(Source: Zendesk Sell, Zendesk Blogs, Front) * Indian Market (Top Brands): Cars24, Dream11, Plum,

Unacademy. (Source: Electro IQ) * Total Customer Base: Over 160,000 customers across 160+ countries;

20,000 organizations currently using Zendesk AI. (Source: Electro IQ, Built In)

Partners & Integrations * Microsoft: Expanded integration for secure, AI-powered employee service

solutions (Nov 2025). (Source: Zendesk Press Releases) * AWS: Strategic Collaboration Agreement to deliver

AI-Powered Contact Center Transformation (Dec 2025). (Source: Zendesk Press Releases) * Telephony/E-

commerce: Out-of-the-box integrations with 90+ telephony providers; deep integrations with Shopify,

BigCommerce, and Magento. (Source: Zendesk Help, Missive) * Messaging: Slack, Microsoft Teams,

Discord, Telegram, WhatsApp. (Source: Pylon, Zendesk Blog)

Acquisitions (Recent) * Forethought: Completed March 26, 2026 (Self-improving AI Agents). (Source:

Zendesk Press Releases) * Unleash: Acquired December 18, 2025 (AI-first employee service). (Source:

Zendesk Press Releases) * HyperArc: Acquired July 14, 2025 (GenAI-Powered Analytics Platform). (Source:

Zendesk Press Releases) * Local Measure: Acquired May 20, 2025 (AI-Powered Voice). (Source: Zendesk

Press Releases) * Unnamed Berlin AI Startup: Acquired in 2024 (Service automation/chatbots). (Source:

Electro IQ)

Additional Intel

Workforce & Headcount Data * Total Employees: 7,318 - 7,327 globally as of December 2025 (12.3% YoY

growth rate). (Source: Revelio Labs) * Employee Demographics: Average salary is $117.3k with an average

tenure of 2.2 years. Over 80% of employees contributing to the global workforce are focused on/located in

India. (Source: Revelio Labs, Electro IQ) * Workforce Instability: Reports indicate targeted layoffs in 2025

and earlier reductions accompanying expansion moves, suggesting uneven headcount trends across

locations. (Source: Built In)

Product & Pricing Strategy * AI-First Transition: Zendesk is heavily pivoting to an "AI-first" operating

cadence, launching the "Zendesk Resolution Platform" and "AI Dynamic Pricing Plan" (Outcome-Based

Pricing where businesses pay for real results delivered by AI agents). (Source: Zendesk Newsroom, The AI

Economy) * Suite Pricing (Annual): Suite Team ($55/agent/mo), Suite Growth ($89/agent/mo), Suite

Professional ($115/agent/mo), Suite Enterprise ($169/agent/mo), Enterprise Plus ($249/agent/mo). (Source:

Zendesk Pricing) * Sales CRM (Zendesk Sell) Pricing: Sell Team ($19/mo), Sell Growth ($55/mo), Sell

Professional ($115/mo), Sell Enterprise ($169/mo). (Source: Zendesk Sell) * Add-ons: AI Copilot is priced at

$50/agent/month; Quality Assurance is $35/agent/month. (Source: Zendesk Pricing)
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Market Positioning & Vulnerabilities * Strengths: High ease of use, fast deployment, massive proprietary

CX dataset for AI training, and strong omnichannel capabilities. (Source: Zendesk, Salesforce) *

Weaknesses/Pain Points for Users: Clunky automation workflows for complex B2B needs, high costs as

usage/features scale, reliance on third-party integrations that fragment the rep experience, and a steep

learning curve for smaller teams without technical resources. (Source: Pylon, Faye Digital, Salesforce)
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