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Important Disclosures
This presentation and the accompanying oral presentation contain forward-looking statements, including, among other things, statements regarding our growth prospects; our ability to attract and retain customers to use
our products; our ability to innovate and provide a superior customer experience; our ability to successfully expand in our existing markets and into new markets; and our ability to effectively manage our growth and future
expenses. The words such as “may,” “should,” “will,” “believe,” “expect,” “anticipate,” “target,” “project,” and similar phrases that denote future expectation or intent regarding our financial results, operations and other
matters are intended to identify forward-looking statements. You should not rely upon forward-looking statements as predictions of future events.
The outcome of the events described in these forward-looking statements is subject to known and unknown risks, uncertainties, and other factors that may cause our actual results, performance, or achievements to differ
materially, including: (i) adverse changes in general economic or market conditions; (ii) our ability to adapt our customer service platform to changing market dynamics and customer preferences or achieve increased market
acceptance of our platform; (iii) our expectation that the future growth rate of our revenues will decline, and that as our costs increase, we may not be able to generate sufficient revenues to achieve or sustain profitability;
(iv) our limited operating history, which makes it difficult to evaluate our prospects and future operating results; (v) our ability to effectively manage our growth and organizational change; (vi) the market in which we operate
is intensely competitive, and we may not compete effectively; (vii) the development of the market for software as a service business software applications; (viii) our ability to sell our live chat software as a standalone service
and more fully integrate our live chat software with our customer service platform; (ix) our ability to integrate We Are Cloud SAS with our existing corporate operations, to sell our analytics software as a standalone service
and to integrate our analytics software with our customer service platform; (x) breaches in our security measures or unauthorized access to our customers’ data; (xi) service interruptions or performance problems associated
with our technology and infrastructure; (xii) real or perceived errors, failures, or bugs in our products; (xiii) our substantial reliance on our customers renewing their subscriptions and purchasing additional subscriptions; and
(xiv) our ability to effectively expand our sales capabilities.
The forward-looking statements contained in this presentation and the accompanying oral presentation are also subject to additional risks, uncertainties, and factors, including those more fully described in our filings with
the Securities and Exchange Commission, including our Quarterly Report on Form 10-Q filed with the Securities and Exchange Commission on May 5, 2016. Further information on potential risks that could affect actual
results will be included in the subsequent periodic and current reports and other filings that we make with the Securities and Exchange Commission from time to time.
Forward-looking statements represent our management’s beliefs and assumptions only as of the date such statements are made. We undertake no obligation to update any forward-looking statements made in this
presentation to reflect events or circumstances after the date of this presentation, to reflect new information or the occurrence of unanticipated events, or for any other reason, except as required by law.
This presentation and the accompanying oral presentation include certain non-GAAP financial measures as defined by the Securities and Exchange Commission rules. These non-GAAP financial measures are in addition to,
and not as a substitute for or superior to measures of financial performance prepared in accordance with GAAP. There are a number of limitations related to the use of these non-GAAP financial measures versus their
nearest GAAP equivalents. For example, other companies may calculate non-GAAP financial measures differently or may use other measures to evaluate their performance, all of which could reduce the usefulness of our
non-GAAP financial measures as tools for comparison. As required by Regulation G, we have provided a reconciliation of those measures to the most directly comparable GAAP measures, which is available in the
Appendix.
This presentation and the accompanying oral presentation include a number of operating metrics that Zendesk uses to evaluate its business, measure performance, identify trends, formulate business plans, and make
strategic decisions. These operating metrics include the number of paid customer accounts for its customer service platform and live chat software, dollar-based net expansion rate, monthly recurring revenue represented
by its churned customers, and the percentage of its monthly recurring revenue originating from customers with more than 100 agents. Please see the Appendix for details regarding the definition and calculation of these
operating metrics.
This presentation utilizes certain trademarks and service marks for reference purposes. All such trademarks and service marks are and remain the property of their respective owners.
Any unreleased services or features referenced in this or other presentations, press releases or public statements are not currently available and may not be delivered or released on time or at all. Customers who purchase
our services should make their purchase decisions based upon features that are currently available.
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Annual Revenue
Revenue expanded at 91% CAGR since 2011

Quarterly Revenue ($ in Millions)
Year/year revenue growth remains strong at 62%

GAAP and Non-GAAP margins
Delivering on scale commitments / Operating margins improve year/year

Please see Appendix for reconciliation of non-GAAP to GAAP financial results.

Cash flow
Focused on cash flow as a key metric for sustained growth

Total Addressable Market
Focused on revenue growth while scaling operations to profitability

Addressable market
Enterprise Market Attributes
Large global market
Market share of providers is highly fragmented
SaaS is growing as a percentage of the total
Large installed base of legacy premised-base
solutions

SMB Market Attributes
Large market opportunity, millions of SMBs globally
Greenfield opportunity - email replacement
Self-service, low-touch online try-to-buy model
Source of future large customer opportunities

Enterprise
(500+ employees)

Addressable SMB
(3- 499 employees)

2020 and Long-term
Focused on revenue growth while scaling operations to profitability

*Historical results, 2020 Model and Long Term Target Model are non-GAAP and exclude share-based compensation and related expenses, acquisition related expenses and amortization of purchased intangibles. See Appendix for reconciliation to most
comparable GAAP measure for 2012, 2013, 2014, and 2015. Reconciliations of non-GAAP measures to the most directly comparable GAAP measures for the 2020 Model and Long Term Target Model are not determinable without unreasonable effort
**These objectives are forward-looking and subject to significant business, economic, regulatory, competitive and other risks and uncertainties, many of which are beyond our control. Actual results may vary and variations may be material. See Appendix and our
Form 10-Q filed on May 5, 2016 for information on risks and other factors that may affect our actual results. Nothing in this presentation should be regarded as a representation that these goals will be achieved and the we undertake no duty to update these
goals.

