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PRODUCT STRATEGY

From Al Chatbot to Customer Operations Platform

A 2-3 year strategy for the mid-market segment, India

Assumptions & open items
The SAM figure (5% of TAM) is a directional estimate, not derived from verified company-count data.
The Year 1/ Year 2 / Year 3 phasing below is inferred from the logical sequence of the original strategy’s actions

The competitor set merges the global players named in the assignment brief (Intercom Al, Zendesk Al, Salesforce
Service Cloud) with the India-specific mid-market incumbents (Zoho Desk, Freshdesk), since both are relevant at
different points in the strategy.

1. Diagnosis: Why Adoption Has Been Slow

Adoption is slow not because the Al underperforms, but because the product is positioned and sold as a
standalone chatbot competing feature-for-feature against Zoho Desk and Freshdesk, which already own the
Indian mid-market segment at a lower price and with established trust. A chatbot alone carries no durable moat:

any competitor can replicate a feature within a quarter.

Meanwhile, the real pain in mid-market support with fragmented tools, manual ticket routing, no connection
between support and adjacent teams. This problem isn't being solved by a better chatbot. It's a cross-team

problem being treated as a single-team feature race.

2. Customer Segment

Target: Mid-size companies in India (200—-1,000 employees).

Why this segment
« Enough ticket volume to feel the pain of manual routing and fragmented tools, but not enough budget to
solve it by hiring more agents unlike enterprise.

« Still running fragmented stacks (help center + manual assignment + separate CRM), meaning nothing today
auto-filters routine tickets before they reach an agent.

« Enterprise is too entrenched in existing vendor relationships to switch easily; startups don't yet have the
ticket volume to feel this problem. Mid-market is the segment most open to switching.



3. Market Opportunity

m_

$4.8B (2025) — India's Al customer service market (Src: Mobility Foresights).
$19.6B by 2031 Scope varies by source — IMARC's narrower “conversational
Al” figure is S653M; Ken Research's genAl-only figure is
$1.3B. We use the broader figure since the platform's scope
extends beyond conversational chat into operations.

SAM ~$240M ~5% of TAM - the estimated share of Indian companies in
the 200-1,000 employee target range. Directional estimate,
not derived from verified company-count data; the real
figure could be lower, since larger companies tend to spend
more per account than smaller ones.

SOM $5-10M by Year 3 2-4% of SAM, benchmarked against typical early-stage B2B
SaaS capture rates in the first three years. 10-20% capture is
a realistic 5+ year goal, not a Year 3 target.

Usage pattern
The product is used continuously across every ticket, not on a fixed schedule:
» During the ticket — reads the issue, suggests next steps or escalation.

- After the ticket — reviewed to spot handling gaps, checks sentiment of the customer, and what worked vs.
what needed a human.

« Ongoing — every interaction feeds back in as training data for the product and dev teams.

Three user groups — agents, support leadership, and product teams — each touch it for a different reason.
Usage is embedded in every ticket's lifecycle.

Why the problem is painful today

« Support teams burn a large share of their time on repetitive, high-volume issues that could be automated.

« That bandwidth could instead go toward complex, high-value problems that actually need a human.

Why customers pay for a better solution

 Faster resolution — directly cuts response and resolution time.
« Freed-up bandwidth — agents redirected to complex issues instead of repetitive ones.

« Better SLAs and CSAT — matters most where support quality is tied to retention and renewals.



4. Guiding Policy

Stop competing as a better chatbot. Compete as the layer that connects support to the teams it naturally has to
hand off to such as quotes, IT, finance. Build a system that gets smarter and harder to replace the longer it runs,
instead of a tool that's easy to swap out.

Win mid-market first: they're stuck with fragmented tools and open to switching, unlike entrenched enterprise

accounts or too-small startups.

5. The Wedge

Core problem: repetitive, high-volume tickets consume agent bandwidth that should go to complex issues.

Why automation is the right lens

Routine, pattern-based tickets — password resets, order status, basic troubleshooting, FAQs don't need human
judgment; they need speed and consistency. A platform whose core job is automating support only earns its
place if it's removing this specific kind of ticket from the queue. This is the central value proposition, not a
peripheral feature.

Why it goes beyond chatbot

A chatbot that only answers FAQs is table stakes, every competitor already has one. The Operations Platform
framing comes from going further: learning from resolved tickets to identify what should be fixed at the product
or process level, and giving support leadership visibility into where the team's time actually goes. That's the
difference between “we added an Al chatbot” and “we built a system that continuously reduces its own ticket

volume over time.”

6. The Moat

Switching costs grow specifically because of the wedge chosen: automation rules, trained responses, and
resolved-ticket patterns become custom-tuned to a company's specific products, customers, and language over
time. Ripping out the platform means losing that tuning and starting from zero with a competitor, an earned

switching cost, not artificial lock-in.

Data advantage, the strongest lever for this wedge

Every resolved ticket is training data and not just for better responses, but for pattern recognition across a
company's specific customer base and language. This compounds: a new entrant starts from zero, while accuracy
and automation rate keep improving the longer a customer stays. This is especially strong in mid-market, where
companies lack in-house data science teams and are structurally dependent on a vendor to accumulate this for

them.



Integrations, where chatbot becomes operations platform

A chatbot needs one integration: the ticketing system. An operations platform needs many. Such as CRM for
customer context, the existing help desk (Freshdesk or Zoho, since mid-market companies won't rip these out on
day one), internal knowledge bases, and eventually finance or ops tools as workflows expand. Each integration
adds switching cost, each one makes the product the connective layer other tools plug into, a far harder position

to displace than being one tool among several.

lllustrative example — same loop, simpler stakes

* A phone screen cracks; the owner takes it to a service center. Staff check for a protection plan — there isn't one —
so instead of turning the customer away, they offer a choice: pay for the repair now, or buy a plan today that
might cover it.

»  Whichever the customer picks becomes data: the store learns which customers convert to plans versus one-time
repairs, and the next similar case gets a faster, sharper pitch.

e Same shape as the support loop, a wall is hit (no plan, no contract), a second team is pulled in (sales), and the
outcome sharpens the next interaction.

7. The Loop — Land-and-Expand

Core loop
Automating repetitive tickets doesn't just deflect volume once — each resolution feeds back into better

automation, which deflects more volume, which generates more resolution data.

Second-order effects
« Cross-team pull - as support visibly improves, IT and ops notice they have the same repetitive-ticket
problem and ask for the same system.

 Self-limiting twist - as the Al gets better at complex cases too, and support surfaces recurring issues to
product and engineering, root causes get fixed upstream, so total ticket volume can shrink over time. The
value shifts from “we process your tickets” to “we reduce how many tickets you even get”, a stronger,
stickier pitch, and the real justification for calling this an Operations Platform rather than a support tool.

Land-and-expand mechanics

The platform isn't sold whole on day one. It lands in support, automating the easy stuff first. Expansion into
other teams such as quotes, IT, finance and this doesn't happen through separate sales pitches; it happens
because the support Al keeps hitting real walls (no contract, no warranty, no access) that only another team can

resolve. Each wall becomes an organic reason to pull in the next team.

Why this is defensible

A single-purpose chatbot can flag a problem but can't check contract status, offer a plan, or remember which
customers convert. It was never built to touch a second team's system. Once the platform connects support and
adjacent teams, removing it breaks that connection for every team involved, not just one. And because every

resolved case makes the next one smarter, a later entrant starts from zero.



8. Coherent Actions, Phased Over 3 Years

Year 1 - Land: Build the Wedge
* Product: Ship the repetitive-ticket automation wedge as it is cheap to adopt, fast payoff.

+ Partnerships / Integrations: Integrate with ticketing tools mid-market already uses (Zoho Desk, Freshdesk)
so the product sits alongside them at land, rather than requiring a rip-and-replace that slows adoption.

» GTM: Sell to the Support Ops Manager first, They feel the pain directly, hold budget authority, fastest sales
cycle.

« Pricing: Per-seat or per-department pricing rather than a large upfront enterprise contract, so expansion
doesn't require a fresh procurement cycle later.

« Data: Instrument every resolved case as a compounding asset from day one as this is the actual moat, not a
side effect.

Year 2 - Expand: Prioritize the Handoff Points

+ Product: Shift focus to the moments where support hits a wall and needs another team, treating these as
the next integration targets rather than a generic feature backlog.

» GTM: Let cross-team pull from IT and ops drive expansion organically as the Year 1 loop starts surfacing
walls, rather than running a separate sales motion into each department.

Year 3 - Compound: Become the Connective Layer
* Product: Extend integrations toward finance and ops tools as workflows cross more teams.

 Positioning: Shift the external narrative from “ticket automation” to “we reduce how many tickets you get”
as upstream fixes reduce volume - the core proof point for the Operations Platform claim.
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