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Safe Harbor

This presentation includes forward-looking statements, including, among other things, statements
regarding Zendesk’s future financial performance, its continued investment to grow its business, and
progress towards its long-term financial objectives. The words such as “may,” “should,” “will,” “believe,”
“expect,” “anticipate,” “target,” “project,” and similar phrases that denote future expectation or intent
regarding Zendesk’s 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.
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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 Zendesk’s actual results, performance,
or achievements to differ materially, including (i) adverse changes in general economic or market
conditions; (ii) Zendesk’s ability to adapt its products to changing market dynamics and customer
preferences or achieve increased market acceptance of its products; (iii) Zendesk’s ability to
effectively expand its sales capabilities; (iv) Zendesk’s ability to effectively market and sell its products
to larger enterprises; (v) Zendesk’s expectation that the future growth rate of its revenues will decline,
and that, as its costs increase, Zendesk may not be able to generate sufficient revenues to achieve or
sustain profitability; (vi) the intensely competitive market in which Zendesk operates and the difficulty
that Zendesk may have in competing effectively; (vii) Zendesk’s ability to introduce and market new
products and to support its products on a shared services platform; (viii) Zendesk’s ability to integrate
acquired businesses and technologies successfully or achieve the expected benefits of such
acquisitions; (ix) Zendesk’s ability to effectively manage its growth and organizational change,
including its international expansion strategy; (x) potential breaches in Zendesk’s security measures or
unauthorized access to its customers’ data; (xi) Zendesk’s ability to comply with privacy and data
security regulations; (xii) the development of the market for software as a service business software
applications; (xiii) potential service interruptions or performance problems associated with Zendesk’s
technology and infrastructure; (xiv) real or perceived errors, failures, or bugs in its products; (xv)
Zendesk’s substantial reliance on its customers renewing their subscriptions and purchasing additional
subscriptions; and (xvi) Zendesk’s ability to accurately forecast expenditures on third-party managed
hosting services.

The forward-looking statements contained in this presentation are also subject to additional risks,
uncertainties, and factors, including those more fully described in Zendesk’s filings with the Securities
and Exchange Commission, including its Quarterly Report for the quarter ended March 31, 2019 and its
Annual Report on Form 10-K for the year ended December 31, 2018. Further information on potential
risks that could affect actual results will be included in the subsequent periodic and current reports
and other filings that Zendesk makes with the Securities and Exchange Commission from time to time.

Forward-looking statements represent Zendesk’s management’s beliefs and assumptions only as of
the date such statements are made. Zendesk undertakes no obligation to update any forward-looking
statements made in this presentation to reflect events or circumstances after the date of this
presentation or to reflect new information or the occurrence of unanticipated events, 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, dollar-based net expansion rate, and the percentage of its annual recurring revenue from
Zendesk Support originating from customers with more than 100 agents on Zendesk Support. 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.



Zendesk is leading
CRM innovation

Rising customer expectations drive high demand

across all organizations globally
Expanding family of customer experience products fuels growth

The Sunshine platform approach, open and on the cloud,

is th e future of CX

Consistently deliver high-growth and scale
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Mikkel Svane, Founder, CEO

THE FUTURE OF CUSTOMER EXPERIENCE

Adrian McDermott, President of Products
Shawna Wolverton, SVP Product

PLATFORM & PRODUCTS FOR THE FUTURE OF CUSTOMER EXPERIENCE

Tom Keiser, COO
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Welcome
to the Showcase.
Ain't no conference

DEREEE 1200

ATTENDEES
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zendesk

EMPLOYEES

3,000+

HEADQUARTERS

San Francisco

PAID CUSTOMER ACCOUNTS

145,000+

GLOBAL OFFICES

1/

Y/Y REVENUE GROWTH
IN Q1-2019

40%

% OF ARR FROM 100+
SUPPORT AGENTS

40%

COUNTRIES

160+

LANGUAGES

30+



The best customer experiences are built with Zendesk
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NEW LOOK

Stanl
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Decker

vext

Australian Government

Digital Transformation Agency

TESCO

%) SQUARESPACE

Gympass

asg

technologies™

CASIO

DOLLAR SHAVE CLUB

FREGH

gofundme

@ Ingersoll Rand

Inspiring Progress™



oX

increase

More
customers
want to engage

Annual unigue requesters

2014 2015 2016 2017 2018

Annual unique requesters reflect the number of unique requestor IDs within a customer
ccount and have not been de-duped across multiple customer accounts or de-duped across years.



Interactions
on therise

Annual solved tickets

2.0B
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1600M

1400M
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2014

2015

2016
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2.0B

2018

oX

increase
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Self-service
skyrockets

Knowledge base
article views

4B

3B

2B

1B

0B

2014

2015

2016

2017

2018

13X

increase




What's exceptional today will be mundane tomorrow
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Multibillion-dollar journey

ANNUAL REVENUE

$100M

Today*

May 2014*
IPO

*Annual revenue run rates for May 2014 and today
*Reached $100M annual revenue run rate with 3/31/14 quarterly results and exceeded $700M annual revenue run rate with 3/31/19 quarterly results.

FUTURE
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2007 2014
Founded IPO
One product Two products

CHAT

2016

Rebrand

Multiproduct
Support
Chat
Talk
Guide

A

®
2018

Transformative
Launches

Suite
Sell

Sunshine

4
The Zendesk Suite

support chat talk guide

2019+

LEADING CRM
INNOVATION



KEY GROWTH DRIVERS

Expanding TAM

driven by market trends

and Zendesk's broader
reach in CRM

Product innovation

opens up adjacent
markets and new
opportunities

ENT

SMB

Enterprise & SMB

momentum is strong
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Sunshine sets you free

e AWS

Open and flexible Developer friendly Lives in the
public cloud



CAR
BATTERIES

POWER DRILL
USAGE

onnecting data of every kind

N

LEGAL
REQUIREMENTS

4

REPAIRS

PURCHASE
HISTORY

039481

SERIAL
NUMBERS

SERVICE
PARTNERS

SOFTWARE
USAGE
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DELIVERY
HISTORY

_

WARRANTIES

AGENT
ESCALATIONS
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FILM
SCHEDULES
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5 1,000+ customers
. fipped the switch
o
Consumer Entertainment Internet of Sharing Software

products things economy

More than a thousand customers have turned on access to explore Sunshine.



A%
The Zendesk Suite THE SUITE

w o =~ 2 Omnichannel

Return question

SUPPORT
Yeah for sure! You do this, this and this.
a Thanks,
Sam
3 Hey there — | had a quick question about the sizing of CHAT

the wool sweaters and | need some help.




OF ALL
SMARTPHONE
USERS NOW USE
MESSAGING APPS




Zendesk acquires Smooch
L
We put

aring
on it! d
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Messaging open for business

SOCIAL EMBEDDED

- 9:41 AM < 3 () 4
g 0 ®

(514) 622-1057 >

Acme Hotel Co. Acme Food Co.

| am totally in love with this

month's subscription box &

evllev)

Which basket do you

Today 5:38 PM Acme Hotel Co. recommend for a family of 47

We're so glad to hear Sarah! Certainly, here's an
We do put alot of @ into it handpicked selection of the
best things to do in Boston.

Aﬁﬁl{:/%{je??rame

-

| strongly recommend our
Family Basket. It’s made
just for people like you.

: ‘Subscribe

Scandinave Getaway Brewery Tou

O M A) @ | el P Learn more
Learn more |

@ Check availability Che
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OUR GROWTH IS FUELED BY OUR PRODUCT INVESTMENTS

Powering every
customer-facing
conversation for our
customers

® Messaging

&y  Omnichannel

Redefining CX
through our open
CRM platform

Sunshine

Extending our
footprint in support
and beyond

AP

be

Explore
Sell

Support

Leveraging smarter,

faster technologies to
enable better CX

Answer Bot/Al

A Guide



‘ INTERACTIONS ARE BECOMING CONVERSATIONAL

Powering every
customer-facing conversation
for our customers

- Messaging

dy Omnichannel



Start messaging

SOCIAL WEB AND MOBILE MULTI-PARTY

Switch channels,

stay tuned Create more natural Bring everyone in

conversations



INTRODUCING

Socidl
Messaging for
the Zendesk

Suite

WHATSAPP BUSINESS IN ZENDESK CHAT

>

Chats Chats ©

My Open chats v OPEN Current conversation Past cony 2 Mark as

//‘;

A @ Fa:.:w an Topo! | o . _ . June Robe
Hi last week | ordered a Sil... This is the start of your current conversation with June Robertson. ; L5 1528 9998
e Mark it as Pending when you're waiting for their reply, or mark it as Solved when
=
‘ the conversation IS compiete.

2 minutes ago
@ June Robertson
. Hi, | am staying at the FS

& June Robertson
o 48R Thiis van Loon St ; Hi, | am staying at the JH in Palo Alto and learned
L) that your property uses WhatsApp for chat?

T

A\
A\

| The Jun Hotel me

11236 Agent Laurie
JUNE 5, 2018 ua That is correct!

# Messages to this chat and calls are now secured with
end-to-end encryption, Tap for more info.

Agent Laurie marked this chat as m
Hi. | am staying at the JHin Palo Alto and

learned that your property uses WhatsApp Agent Laurie went offline and left this chat @ From Whatsapp, Can
for chat? 48 P Singapore

That is correct!
June Robertson

Amazing. | think you are one of the first in the

. ) . . :
world! Amazing. | think you are one of the first in the world!

That's very kind of you!

You got a reply! This chat was automatically marked as [elZ-L8¥

Please let us know if we can assist you with
any question about our property

JUNE 6, 2018



ZENDESK AGENT WORKSPACE

Powers the Suite for omnichannel conversations with customers

CONVERSATIONAL INTERFACE CUSTOMER CENTRICITY

C] Chat with Maggle Chung End chat 9 Maggie Chung

® Active now - ® via Whatsapp
mchung@work.com

Conversations v +1 (415)123-4567

™~

A\
Okay, thank you. Bye! ® (GMT+08:00) Beijing
@

English

Session restored

Maggie Chung via whatsapp 9:00 AM

Me again! Can you email me my latest order receipt? | lost mine

To: mchung@gmail.com

Hi Maggie. Here's the info you requested. Looks like youra... > 0| Chat with Maggie Chung

Active now

Maggie Chung via whatsapp < 1 minute ago

3 Agent Joe via email 9:08 AM 4 interactions
&

| got the email, thanks! Refund Policy

5 mins ago

Refund for bag order

Whatsapp Email
Feb 12 - 7 comments

OMNICHANNEL

COMPOSER
Where is my bag?

Nov 5, 2017 - 5 comments




. 31% i
Web and mobile
messaging is 6155 il

growing rapidly

MESSAGING

Source: Zendesk usage data

*As measured by the number of active web widgets in the past 30 days.



Bring everybody in

MULTI-PARTY MESSAGING

Sorry about, Adrian.
Here's $10 off your
next order

We substituted
your pot stickers
for springrolls

You're right out
front. l'll buzz

you up.

FOOD DELIVERY
SERVICE

Hey it's Adrian.
| can’t find
your apt.

RESTAURANT CUSTOMER

DELIVERY PERSON



l INTERACTIONS ARE BECOMING CONVERSATIONAL

CONNECTED IS IMPROVING CX

Redefining CX through our
open CRM platform

Sunshine



should be
open, flexible,
and powered

by connected
customer dato

Source: The Zendesk Customer Experience Trends Report 2019

70%

of customers expect businesses to have context
on their prior interactions so they don’t have to
repeat themselves



Get a complete view of your customer experience

N
\¥ 4
Helios P
Maintenance required

@ Twitter
() Helios API
Diagnosis

Battery failure, please replace
Interactions ©' Scooter Manager

® Maintenance required

W
Reservation start §? X

Reservation made

Plan upgrade to Helios Pro
' BBl BATTERY LIFE

Events

dy Capture every customer interaction,
like shopping cart or web activity

LIMITED AVAILABILITY (BETA)

LIMITED AVAILABILITY (BETA)

Profiles

Build complete customer
profiles with information from
internal and third-party apps

AVAILABLE TODAY

Objects

Store and connect new data
sources, from purchase history
to asset management



Enhancing the customer experience with better context

! ter " t o e ! ter
: e o~ 5 =
@ Order Details
e = A Device Information
°©
MANAGE CUSTOMER ORDERS TRACK ALL CUSTOMER BE PROACTIVE WITH
AND PRODUCTS INTERACTIONS CONNECTED DEVICES
Connect data about products Track interactions across store, Use Sunshine to create proactive
services, warranties and returns website and mobile app all experiences triggered by data from

through Sunshine their assets or connected devices.



100%

of Zendesk customers have been
migrated to cloud infrastructure

5 QWS

Sunshine being built on AWS
gives us alegup

{=m)

Q.

Scalable Reliable Flexible

AR
Secure Compliant Developer

Friendly



Developers love building on Zendesk

y 4

72

222k

36k

# OF ENGAGED DEVELOPERS APIS APPS AND INTEGRATIONS

Using Developer portal and Support customers have Public and private
Slack group integrations with APlIs app installs



We'll continue to enhance our
Sunshine Platform in 2019

— 5 AWS
\-/‘7

a»

MAKE IT EASIER TO GET DATA
IN AND OUT

Build AWS connectors to enable
new use cases and leverage
strategic partnerships for easier
data integration

ZENDESK

DO MORE WITH
SUNSHINE DATA

Extend Sunshine to other
product areas, starting with
reporting on Custom Objects
in Explore

CREATE WORLD-CLASS
DEVELOPER EXPERIENCES

Engage developer community with
improved portal and apps
marketplace; better content,
training, and events; and expanded
point-and-click functionality



INTERACTIONS ARE BECOMING CONVERSATIONAL

CONNECTED CUSTOMER DATA IS IMPROVING CX

‘ ANALYTICS ARE DRIVING OBJECTIVE DECISION MAKING

Extending our footprint in
support and beyond

A" Explore



Share Schedule Edit More ~

Customer Insights Dashboard

Select a date Where are our customers from? When do customers reach out?

Mon Tue Wed Thu Fri Sat Sun

Users 1
Select a CSAT range 10

50
® e

40
0 30

20
Total Users Engaged with Supp... 10 - .
. =

Copenhagen Dublin Melbourne San Francisco

2'1 40 Location
7.0% A

QanNWbhbODNO

What do our customers need help with?

Satisfaction Score

Category
Bug with the App
0 Compilaint::Late pickup
9 4 O /0 Comptaint::Unfriendly Driver
* complaint__lost_item
Other
Payments::Complaint
Payments;:Refund
Privacy
: refund
CSAT Survey Completion % Shipping
Shop::Question about an item
Shop::Returns

shop__refund
12.8% o

o
N
o
le]
w0
o
o
B
o
(=}
o
o
o
o
o
o

Tickets

Satisfaction Table

Using the filters you can tegale the



>

Scalability and Availability

Improvements

Sharing and Collaboration

Improvements

Real-Time Dashboards

2L Real-Time Monitor

Recently updated tickets

30

New

24

8 On-Hold

Chats in Queue

1020

Calls in Queue

0

120

@ Open

28

Agent Status

/2

Online

Agent Status

47

Online

33

Available

32

Available

Tickets created every 10 minutes (past 1 hour)

23

@ Pending

28]

@ Unsolved

Wait Time

o3

Average

Wait Time

013

Average

1:20

Longest

Uio2

Longest

CSAT

38.4%

Live Calls

28

V -4.21%



INTERACTIONS ARE BECOMING CONVERSATIONAL

CONNECTED CUSTOMER DATA IS IMPROVING CX

‘ ANALYTICS ARE DRIVING OBJECTIVE DECISION MAKING

. ALIGNED SALES AND SUPPORT TEAMS CREATE BETTER SERVICE

Extending our footprint in
support and beyond

A" Explore

~ Sell



N

Sales
performance

Dashboards

Surface, learn from, and act
on your sales data.

My Dashboard

Revenue by: Pipeline, this month >

Revenue Goal Attainment by: Owner, last month >

4 Back to old dashboard

My Dashbeard

New Deals by: Month, this year >

Revenue Goal Attainment last month >

$67.96K $40.08K

Forecast this month >

- Goal Pending Forecast B Revenue

Pipeline Coverage next month >

$61.47K

$157.09K




Extending our footprint in
support and beyond

A" Explore
" Sell

Fs  Support

INTERACTIONS ARE BECOMING CONVERSATIONAL

CONNECTED IS IMPROVING CX

ANALYTICS ARE DRIVING OBJECTIVE DECISION MAKING

ALIGNED SALES AND SUPPORT TEAMS CREATE BETTER SERVICE

SOLVING PROBLEMS REQUIRES A TEAM EFFORT



COLLABORATION ADD-ON

Involve teams outside your support org to help solve problems

Side conversations 1

SIDE CONVERSATIONS
Ticket #1125 Side conversations 1 OVER SLACK

HI Jonn, yes we ao!

Communicate with teams
outside Zendesk using Slack

.."-- # tickets-finance >

How much does a shipment to California cost?



INTERACTIONS ARE BECOMING CONVERSATIONAL
CONNECTED IS IMPROVING CX
‘ ANALYTICS ARE DRIVING OBJECTIVE DECISION MAKING

TEAMS CREATE BETTER SERVICE

Leveraging smarter, faster

teChnOIogies to enqble ‘ SOLVING PROBLEMS REQUIRES A TEAM EFFORT
better CX

Answer Bot/Al IS MAKING CX BETTER



Answer Bot
everywhere

Automatically respond

conversational
customer quer
channel

y 1o
esinevery

WEB WIDGET

O

APIS

&
(g

SLACK

MOBILE

z3nstaging -

VIIKE

=a Jump to...

& All Threads

Channels

# answerbot

# customer-service
# general

# random
Direct Messages
+ Invite People

Apps

+ Add Apps

£

Wl ATRT = 10:20 @ 7 0 92% )

#customer-service

Add :"."_‘[_‘il,

CHEF-COOKED,
HEALTHY MEALS

‘DELIVERED T0 YOU
Q)

esh + Healthy « Convenient

# customer-service

You created this channel today. This is the very beginning of the # customer-service channel.

& Setapurpose + Addanapp &K Invite others to this channel

=4 Mike 1032 pv

joined #customer-service.

+ | What is the knowledge capture app and how do | use it?




Ease of resolutionis 1 8M
the #1 fCIC'tOI‘ thCIt Answer Bot resolutions
influences CSAT
356K
Agent hours saved
For the best teams, Al
is used to drive faster 4 500
and more seamless vears given back to
customers

support experiences
through self-service

Source: The Zendesk Customer Experience Trends Report 2019




Leveraging smarter, faster

technologies to enable
better CX

Answer Bot/Al

A Guide

INTERACTIONS ARE BECOMING CONVERSATIONAL

CONNECTED IS IMPROVING CX

‘ ANALYTICS ARE DRIVING OBJECTIVE DECISION MAKING

TEAMS CREATE BETTER SERVICE

‘ SOLVING PROBLEMS REQUIRES A TEAM EFFORT

IS MAKING CX BETTER

. SELF-SERVICE HAS BECOME THE PREFERRED CHANNEL



Customers
increasingly
turn to self-
service for
support

How do you typically resolve your
issues with a company?

“ GEN Z
B MILLENNIALS
B GEN X
80% B BABY BOOMERS
60%

40%

20%

PHONE A SEARCH CHAT SOCIAL
CALL ENGINE OR MEDIA
FAQ/HELP
CENTER

Source: The Zendesk Customer Experience Trends Report 2019



A

Keep knowledge up-to-date

ed for publishing Revisions
Content Cues

e detings Article verificaton :

A wthicatn | ad an App : H
Create article for support topic: Can Help Get A New Flight Need s verification B hehe SUBMIEIOF review

Aty Bt sebissTentic)

n v Help Center H \ . . °° Q E /
. . i - Sk A 3 e " = = = v > </>
You received 40 tickets over the last 60 days about "Can Help Get A New Flight",

Schedule publishing
in to the temptation and read your horoscope in the
[ omers are talkina about: h? Sure, we all have. For most of us, it's a curiosity, an
X ay our day will be like based on the sign of the zodiac that
¢ Unverifiec bs we forget that this little diversion is actually part of an
Assigned to me

by that has had a powerful effect on many cultures dating

All articles pU b“&h
status new flight missed state departure delay reschedule time airline

Needs verificati

B Unpublish article
I o g 1L foadnad Py 8 aciedloawad
_ _ e Published 30 Yy Is a dea art to ay. tis easy to find astro ogy al vocates
View tickets

e newspaper and on television trying to convince us that - 11T 111 1 o
e Approved for publishing 10 c = .
ture and help cure our ills by exploring the mysteries of

How Do Create A Weak Reference To Object

Category
Mac OS

Content Cues Article Events: Verification Article Events: Publishing
Update the best content and Keep content up-to-date with Schedule content to be
archive the worst an assigned owner and published in advance
scheduled verification



Deliver multi-brand, product and service experiences

COMVUNI TY

Theming Enhancements
Uniquely brand knowledge
base levels with multiple
templates and easy integration

with GitHub

Get started

Comenzar Preguntas

Search Enhancements
Provide strong search
functionality for better results

Flexible Hierarchies
Organize knowledge soiit's
easy for customers to find
exactly what they need when
they need it



FUELING OUR GROWTH TOMORROW

Powering every
customer-facing
conversation for our
customers

® Messaging

&y  Omnichannel

Redefining CX
through our open
CRM platform

Sunshine

FUELING OUR GROWTH TODAY

Extending our Leveraging smarter,
footprint in support faster technologies to
and beyond enable better CX
A" Explore " Answer Bot/Al
fs  Support A Guide

. Sell



Organizations
transforming
their customer
experiences

O

O

O

MARC CABI

VP, Strategy &

Head of Investor
Relations

NORM
GENNARO

SVP, Worldwide
Sdles

TOM

KEISER

Chief Operating

Officer

COLLEEN
BERUBE

Chief Information

Officer

O

4z

zendesk



GOMEZ , . . o
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Chief Financial o O chll.n.g t obea
Officer 5 o multibillion-dollar

revenue company

W
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WE ARE SCALING TOBE A
high-growth, multibillion-doliar
, i, revenue company




Multibillion-dollar journey

ANNUAL REVENUE

$100M

Today*

May 2014*
IPO

*Annual revenue run rates for May 2014 and today
*Reached $100M annual revenue run rate with 3/31/14 quarterly results and exceeded $700M annual revenue run rate with 3/31/19 quarterly results.

FUTURE



DELIVERING HIGH GROWTH AND SCALE

REVENUE IN $ MILLIONS FREE CASH FLOW IN $ MILLIONS

4 7 % $806 $60

CAGR
(2014 - 2018)

$599 $36
$18
$430
$313
$-2
$209
$127
$-22
$-28

2014 2015 2016 2017 2018 2019FE* 2014 2015 2016 2017 2018 2019 E*

*Midpoint of guidance provided on April 30, 2019. These objectives are forward-looking and subject to significant risks and uncertainties. See the Safe Harbor for additional information.
2014-2015 reflect ASC 605. 2016-2019 reflect ASC 606.
Free cash flow is a non-GAAP measurement. See appendix for discussion of non-GAAP measurements.



2014 2015 2016 2017 2018




INVESTING IN GROWTH WHILE ACHIEVING OPERATING LEVERAGE

REALIZING LEVERAGE IN
DRIVING GROWTH WITH S&M AND G&A

INNOVATION IN R&D

Non-GAAP Non-GAAP Non-GAAP
Research and Development Sales and Marketing General and Administrative

2014 2015 2016 2017 2018 2014 2015 2016 2017 2018 2014 2015 2016 2017 2018

*2014-2015 reflect ASC 605. 2016-2018 reflect ASC 606. See appendix for non-GAAP
reconciliation and discussion of non-GAAP measurements.



THE ZENDESK SUITE
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MULTIPRODUCT IS FUELING OUR GROWTH

ARR from
logos with:

2 products > 1.5x growth*
3 products > 4.0X growth*

4+ products > 157 ARR mix
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1 Single Product B 2Product .. 3Products M 4+Products “Growth comparison for Q119 vs. QT'17.



Support ARR from customers with 100+ Support agents

Enterprise
customers are 100+ AGENTS } .
fueling our growth 40%
Q12019
- Enterprise ARR growth faster
than average growth rate

- Small & midsized ARR growth 40%  40%  40%
remains strong I N .
—
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and growing /

25% /
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See appendix for a description of this operating metric.




LAND-AND-EXPAND STRATEGY DRIVING HIGH GROWTH

Dollar-Based Net Expansion Rate

120%
119% 119% 119%
118b /— H'Bb_ HS%
116%
115b—
Ql'l7/ Q2'17 Q3'17 Q4'17 Q1'18 Q2'18 Q3'18 Q4'18 Q1'19

See appendix for a description of this operating metric.



LONG-TERM RPO REFLECTS PROGRESS IN SIGNING LONG-TERM AND STRATEGIC DEALS

In Q1-2019

RPO grew 54% y/y

. Short-term +4/7% vy/y
. Long-term +83% y/y

Remaining Performance Obligation (RPO)

in $ millions $441
$407

$360

- -

$287

Q1'18 Q2'18 Q3'18 Q4'18 Q119
. Short-term RPO B Long-term RPO



STRONG GLOBAL GROWTH AND REACH

REVENUE GROWTH BY GEOGRAPHIC AREA REVENUE MIXBY GEOGRAPHIC AREA

Outside the US +41% 48% Outside the US

160+

COUNTRIES AND
TERRITORIES

Us  +39% o
N S
EMPLOYEE MIX
48% Outside the US

52% | us

For the quarter ended March 31, 2019

compared to the quarter ended March 31, 2018
P quarer ' For the quarter ended March 31, 2019



EXPANDING IN ADJACENT

CUSTOMER EXPERIENCE MARKETS

"
“
zendesk

estimates
>$20B opportunity

Sources: IDC Semiannual Software Tracker Forecast 2018H2 Release on 16-May-2019, Customer Service Applications, Co
Center Applications, Sales Force Productivity and Management Applications, and Marketing Campaign Management




Path to multibillion-dollar revenue
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FRAMEWORK FOR PLANNING

Accelerated High Mature
Growth Growth Growth
Annual Revenue ey 30% _ 35% <30%
Growth
Annual Non-GAAP
Operating Margin 1% - 3% 3% -5% 5%

Improvement

Please see appendix for a discussion of Non-GAAP financial measures.



KEY GROWTH DRIVERS

Expanding TAM

driven by market trends

and Zendesk's broader
reach in CRM

Product innovation

opens up adjacent
markets and new
opportunities

ENT

SMB

Enterprise & SMB

momentum is strong






Zendesk is leading
CRM innovation

Rising customer expectations drive high demand

across all organizations globally
Expanding family of customer experience products fuels growth

The Sunshine platform approach, open and on the cloud,

is th e future of CX

Consistently deliver high-growth and scale
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APPENDIX

RECONCILIATION OF NON-GAAP FINANCIAL MEASURES

Non-GAAP Results
{In thousands)
The following table shows Zendesk’s GAAP results reconciled to non-GAAP results.

Yearended December 31, Yearended December3 |1, Yearended December31, Yearended December3 1, Yearended December3 |1,
2018 2017 2016 2015 2014
Reconciliation of gross profit and gross margin
GAAP gross profit S 417,491 5 302,743 ) 218.944 S 141,584 S 81,002
Plus: Share-based compensation 14,835 9,040 7,045 4. 541 2,464
Plus: Employer tax related to employee stock transactions 1,036 530 383 175 29
Plus: Amortization of purchased intangibles 3,789 3,209 3,362 1,890 1,167
Plus: Amortization of share-based compensation capitalized in 1,487 1,774 1,821 1,065 402
Plus: Acquisition-related expenses 152 - — — —
Non-GAAP gross profit S 438,790 S 317,296 S 231555 S 149255  _S 83,064
GAAP gross margin 70% 70% 70% 68% 64%
Non-GAAP adjustments 3% 4% 4% 3% 3%
Non-GAAP gross margin 13% 14% 4% 1% 87%
Reconciliation of operating expenses
GAAP research and development b 160,260 b 115,291 S 91,067 b 62,615 S 36,403
Less: Share-based compensation (41,3635) (29,970) (27,083) (19.414) (10,918)
Less: Employer tax related to employee stock transactions (3,884) (1,971) (1,559) (415) (129)
Less: Acquisition-related expenses (2,333) {843) : — —
Non-GAAP research and development 3 112,676 3 82,307 ) 62,425 S 42, 786 3 23336
GAAP research and development as percentage of revenue 27% 27% 29% 30% 29%
Non-GAAP research and development as percentage of revenue 19% 19% 20% 20% 20%
GAAP sales and marketing b 291,668 S 211,918 S 161,653 S 114,052 S 77.875
Less: Share-based compensation (37,882} (24,279) (22,693) (14,759) (10,680)
Less: Employer tax related to employee stock transactions (2,158) (1,164) (1,342) (474) (314)
Less: Amortization of purchased intangibles (975) (495) (418) (346) (303)
Less: Acquisition-related expenses (1.259) (750) — — —
Non-GAAP sales and marketing S 249,394 3 185,230 S 137,200 S 98,473 3 66,578
GAAP sales and marketing as percentage of revenue 49% 49% 52% 55% 61%
Non-GAAP sales and marketing as percentage of revenue 42% 43% 44% 47% 52%
GAAP general and administrative S 103,491 S 81,680 S 64,371 S 47,902 S 32,869
Less: Share-based compensation (25,401) (21,263) (16,608) (13,842) (8,077)
Less: Employer tax related to employee stock transactions (1,837) (1,184) (586) (387) (113)
Less: Acquisition-related expenses {3.073) (566) — {998) (649)
Non-GAAP general and administrative 3 73,180 S 38,667 3 47,177 S 32,675 3 24,030
GAAP general and administrative as percentage of revenue 17% 19% 21% 23% 26%
Non-GAAP general and administrative as percentage of revenue 12% 14% 15% 16% 19%
Reconciliation of operating loss and operating margin
GAAP operating loss 5 (137,928) b (106, 146) b (98.147) S (82,985) ) (66, 145)
Plus: Share-based compensation 119,483 84,552 73,429 52,556 32,139
Plus: Employer tax related to employee stock transactions 8,915 4,849 3,870 1,451 585
Plus: Amortization of purchased intangibles 4,764 3,704 3,780 2,236 1,470
Plus: Acquisition-related expenses 6,819 2,159 — 998 649
Plus: Amortization of share-based compensation capitalized in 1,487 1,774 1,821 1,065 402
Non-GAAP operating income (loss) S 3.540 S (9. 108) S (15.247) S (24679 _3S {30,.900)
GAAP operating margin (23%) (25%) (31%) (40%) (52%)
Non-GAAP adjustments 24% 23% 26% 28% 28%
Non-GAAP operating margin 1% (2%8) (3%} (12%) (24%)
Computation of free cash flow
Net cash provided by operating activities b 78.620 S 42 228 b 24,560 S 5,333 S 2,090
Less: purchases of property and equipment (35,323) (16,396) (20,647) (22,989) (21,665)
Less: internal-use software development costs (7.005) (7.521) (6,310) (4,705) (8,013)

Free cash flow 3 36,292 3 183311 3 {2.397) S (22.361) S (27.588)

2014-2015 reflect ASC 605. 2016-2018
reflect ASC 606.



Appendix - About Non-GAAP Financial Measures

To provide investors and others with additional information regarding Zendesk’s results, the following non-GAAP
financial measures were disclosed: non-GAAP gross profit and gross margin, non-GAAP operating expenses, hon-
GAAP operating income (loss) and operating margin, non-GAAP net income (loss), non-GAAP net income (loss)
per share, basic and diluted, free cash flow, and free cash flow margin.

Specifically, Zendesk excludes the following from its historical and prospective non-GAAP financial measures,
as applicable:

Share-based Compensation and Amortization of Share-based Compensation Capitalized in Internal-use Software:
Zendesk utilizes share-based compensation to attract and retain employees. It is principally aimed at aligning their
interests with those of its stockholders and at long-term retention, rather than to address operational performance
for any particular period. As a result, share-based compensation expenses vary for reasons that are generally
unrelated to financial and operational performance in any particular period.

Employer Tax Related to Employee Stock Transactions: Zendesk views the amount of employer taxes related to its
employee stock transactions as an expense that is dependent on its stock price, employee exercise and other
award disposition activity, and other factors that are beyond Zendesk’s control. As a result, employer taxes related
to its employee stock transactions vary for reasons that are generally unrelated to financial and operational
performance in any particular period.

Amortization of Purchased Intangibles: Zendesk views amortization of purchased intangible assets, including the
amortization of the cost associated with an acquired entity’s developed technology, as items arising from pre-
acquisition activities determined at the time of an acquisition. While these intangible assets are evaluated for
impairment regularly, amortization of the cost of purchased intangibles is an expense that is not typically affected
by operations during any particular period.

Acquisition-Related Expenses: Zendesk views acquisition-related expenses, such as transaction costs, integration
costs, restructuring costs, and acquisition-related retention payments, including amortization of acquisition-related
retention payments capitalized in internal-use software, as events that are not necessarily reflective of operational
performance during a period. In particular, Zendesk believes the consideration of measures that exclude such
expenses can assist in the comparison of operational performance in different periods which may or may not
include such expenses.

Amortization of Debt Discount and Issuance Costs: In March 2018, Zendesk issued $575 million of convertible
senior notes due in 2023, which bear interest at an annual fixed rate of 0.25%. The imputed interest rate of
the convertible senior notes was approximately 5.26%. This is a result of the debt discount recorded for the
conversion feature that is required to be separately accounted for as equity, and debt issuance costs, which
reduce the carrying value of the convertible debt instrument. The debt discount is amortized as interest
expense together with the issuance costs of the debt. The expense for the amortization of debt discount and
debt issuance costs is a non-cash item, and we believe the exclusion of this interest expense will provide for a
more useful comparison of our operational performance in different periods.

Income Tax Effects: Zendesk utilizes a fixed long-term projected tax rate in its computation of non-GAAP
income tax effects to provide better consistency across interim reporting periods. In projecting this long-term
non-GAAP tax rate, Zendesk utilizes a financial projection that excludes the direct impact of other non-GAAP
adjustments. The projected rate considers other factors such as Zendesk's current operating structure,
existing tax positions in various jurisdictions, and key legislation in major jurisdictions where Zendesk
operates. For the year ended December 31, 2019, Zendesk has determined the projected non-GAAP tax rate
to be 21%. Zendesk will periodically re-evaluate this tax rate, as necessary, for significant events, based on
relevant tax law changes, material changes in the forecasted geographic earnings mix, and any significant
acquisitions.

Zendesk provides disclosures regarding its free cash flow, which is defined as net cash from operating
activities, less purchases of property and equipment and internal-use software development costs. Free cash
flow margin is calculated as free cash flow as a percentage of total revenue. Zendesk uses free cash flow, free
cash flow margin, and other measures, to evaluate the ability of its operations to generate cash that is
available for purposes other than capital expenditures and capitalized software development costs. Zendesk
believes that information regarding free cash flow and free cash flow margin provides investors with an
important perspective on the cash available to fund ongoing operations.

Zendesk has not reconciled each of free cash flow and free cash flow margin to net cash from operating
activities for the year ending December 31, 2019 because Zendesk does not provide guidance on the
reconciling items between net cash from operating activities and each of free cash flow and free cash flow
margin as a result of the uncertainty regarding, and the potential variability of, these items. The actual amount
of such reconciling items will have a significant impact on Zendesk’s free cash flow and free cash flow margin
and, accordingly, a reconciliation of net cash from operating activities to each of free cash flow and free cash
flow margin for the year ending December 31, 2019 is not available without unreasonable effort.



Appendix - About Non-GAAP Financial Measures

Zendesk does not provide a reconciliation of its non-GAAP operating margin guidance to GAAP operating margin for
future periods beyond the current fiscal year because Zendesk does not provide guidance on the reconciling items
between GAAP operating margin and non-GAAP operating margin for such periods, as a result of the uncertainty
regarding, and the potential variability of, these items. The actual amount of such reconciling items will have a
significant impact on Zendesk’s non-GAAP operating margin and, accordingly, a reconciliation of GAAP operating
margin to non-GAAP operating margin guidance for such periods is not available without unreasonable effort.
Zendesk’s disclosures regarding its expectations for its non-GAAP gross margin include adjustments to its
expectations for its GAAP gross margin that exclude share-based compensation and related expenses in Zendesk’s
cost of revenue, amortization of purchased intangibles primarily related to developed technology, and acquisition-
related expenses. The share-based compensation and related expenses excluded due to such adjustments are
primarily comprised of the share-based compensation and related expenses for employees associated with
Zendesk’s infrastructure and customer experience organization.

Zendesk does not provide a reconciliation of its non-GAAP gross margin guidance to GAAP gross margin for future
periods because Zendesk does not provide guidance on the reconciling items between GAAP gross margin and
non-GAAP gross margin, as a result of the uncertainty regarding, and the potential variability of, these items. The
actual amount of such reconciling items will have a significant impact on Zendesk’s non-GAAP gross margin and,
accordingly, a reconciliation of GAAP gross margin to non-GAAP gross margin guidance for the period is not
available without unreasonable effort.

Zendesk uses non-GAAP financial information to evaluate its ongoing operations and for internal planning and
forecasting purposes. Zendesk’s management does not itself, nor does it suggest that investors should, consider
such non-GAAP financial measures in isolation from, or as a substitute for, financial information prepared in
accordance with GAAP. Zendesk presents such non-GAAP financial measures in reporting its financial results to
provide investors with an additional tool to evaluate Zendesk’s operating results. Zendesk believes these non-GAAP
financial measures are useful because they allow for greater transparency with respect to key metrics used by
management in its financial and operational decision-making. This allows investors and others to better understand
and evaluate Zendesk’s operating results and future prospects in the same manner as management.

Zendesk’s management believes it is useful for itself and investors to review, as applicable, both GAAP
information that may include items such as share-based compensation and related expenses, amortization
of debt discount and issuance costs, amortization of purchased intangibles, and acquisition-related
expenses, and the non-GAAP measures that exclude such information in order to assess the performance of
Zendesk’s business and for planning and forecasting in subsequent periods. When Zendesk uses such a
non-GAAP financial measure with respect to historical periods, it provides a reconciliation of the non-GAAP
financial measure to the most closely comparable GAAP financial measure. When Zendesk uses such a non-
GAAP financial measure in a forward-looking manner for future periods, and a reconciliation is not
determinable without unreasonable effort, Zendesk provides the reconciling information that is
determinable without unreasonable effort and identifies the information that would need to be added or
subtracted from the non-GAAP measure to arrive at the most directly comparable GAAP measure. Investors
are encouraged to review the related GAAP financial measures and the reconciliation of these non-GAAP
financial measures to their most directly comparable GAAP financial measure as detailed above.



Appendix - About Operating Metrics

Zendesk reviews a number of operating metrics to evaluate its business, measure performance, identify
trends, formulate business plans, and make strategic decisions. These include the number of paid
customer accounts on Zendesk Support, Zendesk Chat, and its other products, dollar-based net
expansion rate, and the percentage of its annual recurring revenue from Support originating from
customers with 100 or more agents on Support.

Zendesk defines the number of paid customer accounts at the end of any particular period as the sum of
(i) the number of accounts on Support, exclusive of its legacy Starter plan, free trials, or other free
services, (ii) the number of accounts using Chat, exclusive of free trials or other free services, and (iii) the
number of accounts on all of its other products, exclusive of free trials and other free services, each as of
the end of the period and as identified by a unique account identifier. In the quarter ended June 30,
2018, Zendesk began to offer an omnichannel subscription which provides access to multiple products
through a single paid customer account, The Zendesk Suite. All of the Suite paid customer accounts are
included in the number of accounts on all of Zendesk’s other products and are not included in the
number of paid customer accounts using Support or Chat. Existing customers may also expand their
utilization of Zendesk’s products by adding new accounts and a single consolidated organization or
customer may have multiple accounts across each of Zendesk’s products to service separate
subsidiaries, divisions, or work processes. Other than usage of Zendesk’s products through its
omnichannel subscription offering, each of these accounts is also treated as a separate paid customer
account.

Zendesk’s dollar-based net expansion rate provides a measurement of its ability to increase revenue
across its existing customer base through expansion of authorized agents associated with a paid
customer account, upgrades in subscription plans, and the purchase of additional products as offset by
churn, contraction in authorized agents associated with a paid customer account, and downgrades in
subscription plans. Zendesk’s dollar-based net expansion rate is based upon annual recurring revenue
for a set of paid customer accounts on its products. Zendesk determines the annual recurring revenue
value of a contract by multiplying the monthly recurring revenue for such contract by twelve. Monthly
recurring revenue for a paid customer account is a legal and contractual determination made by
assessing the contractual terms of each paid customer account, as of the date of determination, as to the
revenue Zendesk expects to generate in the next monthly period for that paid customer account,
assuming no changes to the subscription and without taking into account any platform usage above the
subscription base, if any, that may be applicable to such subscription. Monthly recurring revenue is not
determined by reference to historical revenue, deferred revenue, or any other GAAP financial measure
over any period. It is forward-looking and contractually derived as of the date of determination.

Zendesk calculates its dollar-based net expansion rate by dividing the retained revenue net of
contraction and churn by Zendesk’s base revenue. Zendesk defines its base revenue as the
aggregate annual recurring revenue across its products for customers with paid customer
accounts as of the date one year prior to the date of calculation. Zendesk defines the retained
revenue net of contraction and churn as the aggregate annual recurring revenue across its
products for the same customer base included in the measure of base revenue at the end of the
annual period being measured. The dollar-based net expansion rate is also adjusted to eliminate
the effect of certain activities that Zendesk identifies involving the consolidation of customer
accounts or the split of a single paid customer account into multiple paid customer accounts. In
addition, the dollar-based net expansion rate is adjusted to include paid customer accounts in the
customer base used to determine retained revenue net of contraction and churn that share
common corporate information with customers in the customer base that are used to determine
the base revenue. Giving effect to this consolidation results in Zendesk’s dollar-based net
expansion rate being calculated across approximately 102,200 customers, as compared to the
approximately 145,600 total paid customer accounts as of March 31, 2019.

To the extent that Zendesk can determine that the underlying customers do not share common
corporate information, Zendesk does not aggregate paid customer accounts associated with
reseller and other similar channel arrangements for the purposes of determining its dollar-based
net expansion rate. While not material, Zendesk believes the failure to account for these activities
would otherwise skew the dollar-based net expansion metrics associated with customers that
maintain multiple paid customer accounts across its products and paid customer accounts
associated with reseller and other similar channel arrangements.

Zendesk does not currently incorporate operating metrics associated with its legacy analytics
product, its legacy Outbound product, Sell, its legacy Starter plan, free trials, or other free services
into its measurement of dollar-based net expansion rate.

For a more detailed description of how Zendesk calculates its dollar-based net expansion rate,
please refer to Zendesk’s periodic reports filed with the Securities and Exchange Commission.
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Zendesk’s percentage of annual recurring revenue from Support that is generated by customers with

100 or more agents on Support is determined by dividing the annual recurring revenue from Support for paid
customer accounts with 100 or more agents on Support as of the measurement date by the annual recurring revenue
from Support for all paid customer accounts on Support as of the measurement date. Zendesk determines the
customers with 100 or more agents on Support as of the measurement date based on the number of activated
agents on Support at the measurement date and includes adjustments to aggregate paid customer accounts that
share common corporate information. For the purpose of determining this metric, Zendesk builds an estimation of
the proportion of annual recurring revenue from Suite attributable to Support and includes such portion in the annual
recurring revenue from Support.

Zendesk does not currently incorporate operating metrics associated with products other than Support into its
measurement of the percentage of annual recurring revenue from Support that is generated by customers with 100
or more agents on Support.

Zendesk determines its annual revenue run rate by multiplying the revenue generated over its most recently
completed quarter by four.



