COMPARISON BRIEF — CUSTOMER SUPPORT
Intercom vs Zendesk
Both manage customer conversations, but Intercom leans toward proactive, in-app messaging and sales-adjacent conversations, while Zendesk is built primarily as a traditional ticket-based help desk. The right choice often depends on whether support is reactive or part of a broader engagement strategy.
	Criterion
	Intercom
	Zendesk

	Best For
	SaaS and product-led businesses that want in-app messaging tied to the customer journey.
	Businesses running a traditional, ticket-based support operation across multiple channels.

	Pricing Model
	Pricing tends to scale with contacts reached, which can grow costly at scale.
	Pricing scales with agent seats, more predictable for stable support teams.

	Messaging Style
	Proactive chat, product tours, and in-app messaging front and center.
	Reactive ticket queue as the primary workflow, with chat as an add-on.

	Sales & Marketing Overlap
	Strong overlap with marketing and onboarding use cases.
	Primarily support-focused, with less native sales/marketing crossover.

	Reporting
	Solid engagement and conversation reporting.
	Deep ticket, SLA, and agent performance reporting.

	Where It Falls Short
	Can get expensive quickly as contact volume grows.
	Less suited to proactive, in-app engagement use cases.


Bottom Line
Choose Intercom when support is part of a broader product engagement and onboarding strategy. Choose Zendesk when the business runs a traditional, high-volume ticket-based support operation.
Ask Before You Buy
1. Model pricing against contact volume, not just agent count — Intercom's pricing structure differs meaningfully here.
1. Decide whether proactive in-app messaging is a real requirement or a nice-to-have.
1. Confirm SLA and reporting depth if support performance is tracked closely by leadership.
Infinite Way Ventures — InnovateTek Solutions comparison brief. Pricing and features change; verify current details directly with each vendor before purchase.
