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This presentation has been prepared by Freshworks Inc. (“Freshworks”) for informational purposes only and not for any other purpose.  Nothing contained in this presentation is, or should be construed as, a 
recommendation, promise, or representation by Freshworks or any officer, director, employee, agent, or advisor of Freshworks.  This presentation does not purport to be all inclusive or to contain all of the information you 
may desire.  Information provided in this presentation [and the accompanying oral presentation] speak only as of the date hereof. 

This presentation contain “forward-looking” statements within the Private Securities Litigation Reform Act of 1995 that are based on our management’s current expectations and projections about future events and 
financial trends that we believe may affect our financial condition, results of operations, business strategy, short-term and long-term business operations and objectives and financial needs. All statements contained in 
this presentation other than statements of historical facts, including statements regarding our annual recurring revenue, revenue, expenses and other results of operations; future financial performance, business strategy 
and plans; potential market and growth opportunities; competitive position; technological or market trends; addressable market opportunity; and our objectives for future operations, are forward-looking statements. These 
forward-looking statements are subject to a number of risks, uncertainties and assumptions including our ability to achieve or maintain profitability; our expectations and management of future growth; our market 
opportunity and our ability to estimate the size of our target market; the effects of increased competition as well as innovations by new and existing competitors in our market; and our ability to retain our existing 
customers and to increase our number of customers. Moreover, we operate in a very competitive and rapidly changing environment in which new risks emerge from time to time. It is not possible for our management to 
predict all risks, nor can we assess the impact of all factors on our business or the extent to which any factor, or combination of factors, may cause our actual results or performance to differ materially from those 
contained in any forward-looking statements we may make. These factors, together with those described in greater detail in the final prospectus dated September 21, 2021 relating to our initial public offering that we filed 
with the Securities and Exchange Commission (“SEC”)  on September 22, 2021, may cause our actual results, performance or achievements to differ materially and adversely from those anticipated or implied by our 
forward-looking statements. 

You should not rely upon forward-looking statements as predictions of future events. Although our management believes that the expectations reflected in our forward-looking statements are reasonable, we cannot 
guarantee that the future results, levels of activity, performance or events and circumstances described in the forward-looking statements will be achieved or occur. Moreover, neither we, nor any other person, assume 
responsibility for the accuracy and completeness of the forward-looking statements. We undertake no obligation to publicly update any forward-looking statements for any reason after the date of this presentation to 
conform these statements to actual results or to changes in our expectations, except as required by law. 

This presentation also contains estimates, projections and other statistical data made by independent parties and by us relating to market size and growth and other data about our industry and our business. This data 
involves a number of assumptions and limitations, and you are cautioned not to give undue weight to such estimates. We have not independently verified the accuracy and completeness of the information obtained by 
third parties included in this presentation. In addition, projections, assumptions and estimates of our future performance and the future performance of the markets in which we operate are necessarily subject to a high 
degree of uncertainty and risk.

The International Data Corporation (“IDC”) content described herein (the “IDC Content”) represents research opinions or viewpoints published, as part of a syndicated subscription service, by IDC, and are not 
representations of fact. The IDC Content speaks as of its original publication date (and not as of the date of this presentation), and the opinions expressed in the IDC Content are subject to change without notice. 

In addition to the U.S. GAAP financials, this presentation includes certain non-GAAP financial measures, including non-GAAP loss from operations, non-GAAP operating expenses, and free cash flow. We believe that 
non-GAAP financial information, when taken collectively, may be helpful to investors because it provides consistency and comparability with past financial performance. The non-GAAP financial measures have limitations 
as analytical tools and you should not consider them in isolation or as a substitute for the most directly comparable financial measures prepared in accordance with GAAP. Accordingly, you should not place undue 
reliance on this preliminary data. In addition, this data has been prepared by, and is the responsibility of, management. See Appendix for a reconciliation between each non-GAAP financial measure and its nearest U.S. 
GAAP equivalent. 



Freshworks Story

Girish Mathrubootham
Chief Executive Officer



Our Mission

Delight made easy 
for your customers and employees
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Freshworks at a Glance

97% Approval 

$300M+ 
LTM Revenue

45%+ Growth
LTM Revenue Growth

4,300+ 
Employees 

2 Products 
at Scale

Glassdoor CEO Rating
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$120B
Total Addressable Market

13K+ Customers
Contributing over $5K ARR

$25M+
FCF Generated LTM*

Note: Financial data reflects unaudited results as of June 30, 2021.  Employee and Glassdoor rating data as of August 31, 2021.  
*Reconciliation of GAAP to Non-GAAP results in Appendix. 



Founding Story
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The Cloud Promise is Broken
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Not for front-line users Expensive, high TCO

Siloed apps

Legacy SaaS is built for large enterprises

Prolonged time to value

Promise
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A Fresh Approach

Designed to delight users Powerful software
Low TCO

Rapid onboarding, agility 
and fast time to value

Relevant to Organizations of All Sizes



Customer support

Freshdesk 
Support Desk

Marketing automation
Freshmarketer

Sales
Freshsales

Modern messaging

Freshdesk 
Messaging

Cloud telephony

Freshdesk 
Contact Center

ITSM / ESM
Freshservice

Product Evolution
Journey to multi-product strategy
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Founded 2010
Freshworks

Multi-product 
company

Freshworks

Today

Customer 360 
Vision



Support Teams IT Teams Sales and Marketing Teams
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Unified and Powerful Solutions

Intelligent, right-sized 
service management

Unified sales and marketing 
automation

Omnichannel, intelligent 
customer support

Freshdesk 
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Freshservice Freshsales



Customer Experience IT Service Management Sales and Marketing
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Platform

Our Product Portfolio

Support Desk Freshsales Freshmarketer

Freshservice

Customer Success

Freshsales 
Suite

Contact Center

Messaging

Omnichannel 
Suite

Freshdesk Freshservice Freshsales
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Neo Platform Accelerates Product Innovation

Platform

Developer PlatformEnterprise Services

Foundational services

Rich API

Private Apps

Public  Apps

Low-code

Identity & Access CollaborationSmart AnalyticsUnified Customer Record Custom Objects

Search Events Channels Notification Multi-tenant Security

Marketplace Channels

Customer Experience IT Service Management Sales and Marketing

Freshdesk Freshservice Freshsales

Slack

Microsoft 
Teams

Line

Whatsapp

Google

Apple



Total Market Opportunity: $120B
Source: IDC.  Based on 2025 forecast revenues. 
CRM market defined as Customer Service, Contact Center, Salesforce Productivity and Management, and Marketing Campaign Management
SSM market defined as IT Service Management, IT Operations Management, and IT Automation and Configuration Management

Large, Established Markets 
With underserved segments

CX

ENT

MID

SMB

ENT

MID

SMB
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ENT

MID

SMB

Sales and 
Marketing

Customer Relationship 
Management: $76B

System and Service 
Management: $44B



Large Market

Intuitive, DIY 
Products Easy Trial

Self-Serve Low 
Touch Sales

Transparent
Pricing

Frictionless Customer 
Experience

Search driven 
online lead gen

Product Led Growth Allows Us To Efficiently 
Serve Businesses of All Sizes

Efficient 
Inbound Motion
Online Search, Website
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Outbound and Partner Sales 
Accelerated our Growth

Outbound Sales

Focused on Commercial, 
Mid-Market Customers

Growing Partner 
Ecosystem

>400 Channel Partners

Efficient 
Inbound Motion
Online Search, Website
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High Velocity
Customers added in 2020
8,000
Over



Competitive Landscape
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IT Service Management

Freshservice
Customer Experience

Freshdesk 

SMB / 
Mid-Market

Enterprise

Legacy

Zendesk

Salesforce 
Service Cloud

SHARED INBOX

SAP

Oracle

Atlassian

ServiceNow

+

BMC Helix

Ivanti

Cherwell

● Unified experience vs. fragmented product 

● Better employee self-service experience

● Right-sized intelligent solution

● Low-touch configurability 

● Rapid time to value and low TCO

● Modern employee self-service

● Right-sized for cloud-first organizations
● Automated workflows / bots

Our differentiation

Our differentiation

Our differentiation

● Better omnichannel experience 

● Superior automation across bots and AI

● Right-sized intelligent solution

● Intuitive UI 

● Low-touch configurability

● Rapid time to value 

● Modern cloud experience and capabilities

● Digital channels (WhatsApp, Instagram, etc.)

● Automation

Our differentiation

Our differentiation

Our differentiation



50K+ Growing Customers Across Verticals 
and 120+ Countries
Technology & Media Transportation & 

Manufacturing
Financial & 

Business Services
Retail, Logistics 
& E-Commerce

Healthcare & 
Non-profit
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2021 
Visionary

2021 
Top Rated

G2 Grid
Help Desk

G2 Grid
Service Desk

Customer Support ITSMCRM Customer 
Engagement Center

Helpdesk, IT Asset 
Management, ITSM

Recent Validation



These Values are the Bedrock of Our Culture

Craftsmanship

Kudumba: Our heart-led Culture

Happy ‘Work’ 
Environment

Agility with 
Accountability

True Friend to 
the Customer
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Tyler Sloat
Chief Financial Officer

PRIOR:

Prakash Ramamurthy
Chief Product Officer

Suman Gopalan
Chief HR Officer

PRIOR:

Pradeep Rathinam
Chief Customer Officer
PRIOR:

Jose Morales
Chief Revenue Officer

PRIOR:

Girish Mathrubootham
CEO, Founder
PRIOR:

Stacey Epstein
Chief Marketing Officer
PRIOR: 

Experienced Global Leadership Team

Shan Krishnasamy
CTO, Co-founder
PRIOR:

Founders

Leadership 
team

PRIOR:
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Pam Sergeeff
Chief Legal Officer & 
General Counsel

PRIOR: 



Financials

Tyler Sloat
Chief Financial Officer



Revenue Drivers Disciplined Investment Operating Leverage

Key Operating Metrics

● Scalable infrastructure to drive 
higher GM

● Leverage S&M, R&D, and G&A to 
drive margins 

● Roughly FCF break-even

● Prioritizing investment to drive top 
line growth

● S&M spend governed by efficiency 
metrics 

● COGS, R&D, and G&A based on 
revenue goals 

● 3 main products across 3 GTM 
motions

● Mid-Market and SMB, globally 
…………..

● Land and expand strategy
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Business Model Highlights

● Net Dollar Retention Rate ● Customers >$5K ARR



Consistent and Improving Cohort Expansion 
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* Illustrates the Total ARR of each cohort as of December 31, 2020 over the periods presented; cohorts 
are net of contraction and churn

2012 2013 2014 2015 2016 2017 2018 2019 2020

$0M

$300M

2020

2019

2018

2017

2016

2015

2014

2013

2012

Expansion through

● Additional seats / agents

● Upsell higher editions

● Cross-sell products



Net Dollar Retention Rate is calculated by taking the Ending ARR of the cohort of customers from 12 months prior divided by the Entering ARR from 12 months ago. 
For example, Net Dollar Retention Rate would be 110% if the ARR of our customers ending Q2-20 was $100 and the ARR of those customers grew to $110 ending Q2-21.

Covid impact

Net Dollar Retention Rate Bounced Back
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We Land and Expand
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   <$5K ARR

ARR started at less than $5K and grew over 100x over this period

Leading International Wholesaler

2015 2020

Freshdesk 
Contact Center

Freshdesk 
Support Desk

Freshdesk 
Support Desk



2014 2016 2018

Started with <10 agents and grew to over 1,000 agents across all 3 personas contributing $250K+ ARR 

Emerging Financial Software Company

2020
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Freshdesk 

Freshservice Freshservice Freshservice

Freshsales

FreshdeskFreshdesk Freshdesk 

Freshsales

We Land and Expand



2017
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   >$250K ARR

ARR started at more than $250K and grew over 7x over this period

Large European Financial Services Company

2020

Freshdesk 
Support Desk

Freshdesk 
Messaging

Freshsales

Freshdesk 
Support Desk

Freshdesk 
Messaging

We Land and Expand
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% of ARR >$5K:      78%                      82%                      84%

Customers > $5K ARR Customers > $50K ARR

Demonstrated adoption of Freshworks 
at scale

% of ARR >$50K:    29%                     34%                     37%

* We define our total customers contributing more than $5,000 or $50,000 in ARR as of a particular date as the number of business 
entities or individuals, represented by a unique domain or a unique email address, with one or more paid subscriptions to one or 
more of our products that contributed more than $5,000 or more than $50,000 in ARR



MID 
MARKET 
& ABOVE

MID MARKET 
& ABOVE

2016 2020

Represents ARR distribution of the 

following segments:

* We define Mid-Market as those companies with more than 250 employees and SMB 
as those companies with 250 or fewer employees, as determined by Leadspace

Healthy ARR mix from customers of all sizes
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SMB



Strong revenue growth
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45%
45%

53%

$249.7M

$172.4M $110.5M

$168.9M

20202019 1H 2020 1H 2021

* Note: Financial data reflects unaudited operating results as of June 30, 2021.



We continue to create operating leverage 
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(13%) 9% 2%

(15%) (3%) (4%)Operating Margin*

FCF Margin*

Non-GAAP Expenses as a % of Revenue

* Note: Financial data reflects unaudited operating results as of June 30, 2021. Sum of expense margins may not add to 
Operating Margin due to rounding. Reconciliation of GAAP to Non-GAAP results in Appendix.

COR
R&D
S&M
G&A
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A Winning Combination of Scale, Growth 
and Efficiency

* Note: Financial data reflects unaudited operating results as of June 30, 2021. Reconciliation of GAAP to Non-GAAP results in 
Appendix.

~110%
Net Dollar Retention

~80% 
Non-GAAP 

Gross Margin*

5%+ 
LTM FCF Margin*

45%+ 
LTM GrowthLTM Revenue

$300M+ 



Summary



Multiple Growth Vectors to Scale

Cloud 
Adoption 
Tailwind

New 
Customers

Land and 
Expand

Partner 
Ecosystem

Customer 360 
Value Proposition

New 
Products
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Key Takeaways

Efficient GTM engines
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Designed for the user Compounding growth

Mix of SMB and MM

Enables rapid innovation

Multiple vectors to grow



Thank You



2019 P&L GAAP to Non-GAAP Reconciliation
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2020 P&L GAAP to Non-GAAP Reconciliation
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1H 2021 P&L GAAP to Non-GAAP Reconciliation
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* Note: Financial data reflects unaudited operating results as of June 30, 2021.



Free Cash Flow Reconciliation
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Free Cash Flow Margin is calculated by taking cash flow from operating activities, less purchases of property and equipment and capitalized 
internal-use software, divided by revenue.

* Note: Financial data reflects unaudited operating results as of June 30, 2021.




