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46 of 310 records 3 1 of 310 records $29/m0
Too expensive, Broad all-in-one platform Intercom Essential,
especially small teams billed annually

Based on 224 review-site excerpts, 41 articles and reviews by third parties, 30 forum and social posts,

and 15 Trustpilot excerpts, plus Intercom's own pages. Evidence collected October 9, 2026. Prepared by
Fieldread.



Executive summary

Intercom combines broad helpdesk capabilities with customer-praised

Al but variable billing and reported price and support frustrations create

competitive openings. "%’

QLRI INZNEN  Customers report Fin resolving a large share of conversations and say they moved
to or stayed with Intercom for it, inside a platform reviewers describe as all-in-one 4/ 16,19, 25,

WHERE INTERCOM IS EXPOSED WHERE INTERCOM IS STRONG
e Per-outcome Fin billing can complicate forecasting e Customers report Fin resolving a large share of
as conversation volume grows, despite available routine conversations and some stayed for it. 14-17
i 1=
spending controls. e Inbox, messenger, help center and Al agent sit in
e Some reviewers find pricing steep for small teams; one product, so escalations keep context. 18-20
a LinkedIn author §uggests consggrlng alternatives e An editorial comparison favors Intercom's Al and
after the startup discount ends. messenger; individual Zendesk comparisons offer
e Support draws repeated complaints about slow qualified support. 21-24

replies and being passed between agents. 10-13

KEY FINDINGS

Pricing draws complaints. Articles on Intercom pricing warn that seat prices alone can understate total bills
when teams use Fin outcomes and metered channels 2/ 26

Fin outcomes need not be confirmed fixes. Intercom lists $0.99 per outcome on helpdesk plans, at most once
per conversation; secondary sources describe silence-based assumed resolutions °: 27 28,

Two accounts fall below Intercom's advertised average. Reported Fin resolution rates of about 60% and 65%
are below its claimed 76% average, but do not test that aggregate or establish typical performance 14,15, 29

The mobile app draws recent, low-rated reviews. Of the 38 mobile crash and bug records, 21 come from the
last 12 months, and the three App Store reviews cited here each rate it 1 of 5 30732,

The collected evidence includes 310 relevant records, 194 first-hand, across reviews, search excerpts, summaries,
discussion posts and articles, with dated records spanning December 2013 to October 2026.

WHAT TO DO FIRST

° Publish a total-cost comparison against Intercom covering seats, Fin outcomes, add-ons and channel
charges at realistic volumes. product marketing, within 30 days

e Give sales discovery questions on assumed-resolution billing, handoff charges and 12-month renewal
terms. sales, within 30 days

e Offer buyers a self-run test of answer accuracy and human handoff on their own help content. product,
within 90 days
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Intercom at a glance

COMPLAINTS AND PRAISE BY PRODUCT AREA

Complaints Praise

Pricing and value 116 _ . 9

Reliability and accuracy
Features and capabilities
Customer support
Speed and performance
Integrations

Setup and onboarding

Ease of use

o:

Distinct records with a complaint (left) or praise (right) about each area, out of 310 relevant records.

TOP COMPLAINTS

Ty ot a6
especially small teams
Unpredictable
per-resolution bills 0 40

Mobile app crashes and bugs (G 38
Outages, lag and bugs (D 32
Slow or absent support (G 30

Records per theme; the solid part is first-hand accounts.

ENTRY PRICE

$29/mo
Intercom, Essential, billed annually

Cheapest paid plan on each live pricing page, Intercom
read October 9, 2026. Intercom free option: 14-day free
trial, no credit card required, includes all features, Fin,
and add-ons. No permanent free plan is described..

TOP STRENGTHS
Broad all-in-one platform (D 31
High Fin resolution rate (D 24
Fin saves team time (D 17
Handy mobile replying (D 1

Fair, transparent pricing [ 9

Records per theme; the solid part is first-hand accounts.

PUBLIC CONVERSATION OVER 24 MONTHS

\M/\/\M

Novermber 2024 October 2026
204 relevant dated records over 24 months, counted by
month; 1 dated releases were read from the changelog.
Volume shows what is public and collectable, not
market activity.

How to read confidence. High: at least 8 records from 2 or more source types, 5 of them full first-hand accounts. Moderate: 3
or more records. Low: one or two records, or an inference. Superscript numbers open the source.
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1 Who Intercom s

Bottom line: Intercom is an established, enterprise-ready customer service vendor

that now builds its product and its pitch around Fin, its Al agent. A competitor can

meet Intercom in two kinds of deals: as a full helpdesk, and as an AI agent added on

top of a rival helpdesk.

Intercom sells a customer service helpdesk. The product includes a shared inbox and ticketing system,
Messenger (its live chat), a help center and Fin, an Al agent that answers customer conversations and
passes them to human agents 529 s pricing page addresses support teams of every size, from
individuals and startups to large enterprise teams °. The company also publishes industry pages for
ecommerce, fintech and gaming companies 3335 This report uses Intercom for the company and
helpdesk and Fin for the Al agent.

How it describes
itself

Category

Sells to

Pricing model

Entry price

Free option

Evidence in this
report

Intercom: Competitive Intelligence Report

Intercom

Intercom is an Al-powered helpdesk with a natively integrated Al agent, Fin, that
handles customer service conversations alongside human teams through a
shared inbox, ticketing, and knowledge hub.

Customer service platform

Support teams from individuals, startups and small businesses to large support
teams and enterprise; Technology, ecommerce, fintech and gaming companies;
Teams with an existing helpdesk (Zendesk, Salesforce, HubSpot, Freshdesk)
wanting Fin

Per-seat helpdesk plans (Essential, Advanced, Expert) plus usage-based Fin Al
Agent at $0.99 per outcome, with optional add-ons and usage-based
messaging channels®

$29 per month (Essential, billed annually)5

14-day free trial, no credit card required, includes all features, Fin, and add-ons.
No permanent free plan is described.

310 relevant records, 194 of them first-hand



Intercom charges per seat for people and per outcome for its Al

Intercom sells three helpdesk plans, Essential, Advanced and Expert, and prices each one per seat, where
a seat is one agent's license °. The entry plan is Essential at $29 per seat per month billed annually °.
Essential and Advanced can also be bought self-serve on monthly or annual terms without a sales
contract °. On Intercom helpdesk plans, non-voice Fin costs $0.99 per billable outcome in addition to
seats, with at most one charge per conversation °.

The free option is a 14-day trial that includes all features, Fin and add-ons, and it requires no credit card °.
The pricing page collected for this report does not describe a permanent free plan °. Startups with under
$10M raised and 15 or fewer employees can apply for Early Stage discounts advertised at up to 93% °.
Product and pricing covers the plans, add-ons and the way bills add up.

Fin is also sold to teams that keep another helpdesk

Standalone Fin costs $0.99 per billable conversation with a minimum monthly commitment, for teams
retaining their existing helpdesk °. Intercom's pricing page lists this option with no seat costs, Fin priced
at $0.99 per outcome, the Intercom helpdesk as not included, and a minimum monthly commitment °. The
pricing page says Fin can be used with an existing helpdesk such as Salesforce, HubSpot, or Freshdesk 5
The integrations page says Fin can be deployed on any helpdesk through an API (application
programming interface) with no migration 36 For a competitor, this means that a buyer may evaluate
Intercom's Al agent while keeping a different helpdesk.

The company presents itself as mature and ready for enterprise buyers

Intercom's security page states SOC 2 Type Il compliance and ISO 27001 certification 37 Both are
recognized security audit standards. The same page says Fin is separately AIUC-1 certified and lists
regional data hosting in the US, EU and AU 37_ It also describes a formal service level agreement (SLA)
that covers both the Al agent and the core platform 3 The integrations page advertises 450+ apps and
integrations and says the inbox can surface data from tools including Salesforce and HubSpot 36,

Intercom's Greenhouse job board lists account executive roles for small business, mid-market and
enterprise segments. Several of these roles are for German-speaking, French-speaking and Latin
American markets. Its about page now carries the title "Fin is the Customer Agent company delivering
perfect customer experiences" 38, That title places the Al agent ahead of the helpdesk in how the
company describes itself. Third-party articles also report a pending acquisition by Salesforce (see What
to watch) 39 49,

For the reader's company, this profile sets the terms of competition. Intercom has the compliance
credentials, integrations and sales coverage to compete for deals from startups to enterprises. It also has
an Al agent that it sells into accounts that use other helpdesks. The sections that follow show where that
position is weaker: billing, support and reliability.
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2 Where customers struggle with Intercom

Bottom line: Outside pricing, Intercom's clearest weaknesses are in daily operation:
the mobile app, product bugs and Fin's answer accuracy draw complaints and no
offsetting praise in the evidence, and support complaints far outnumber support
praise. A competitor can win on these points only by proving its own reliability,
response times and accuracy during the buyer's trial.

Pricing is the most criticized area of Intercom, and Product and pricing covers it. This section covers what
goes wrong once a team is running the product. The first chart below ranks the largest complaint themes,
and the second shows the balance of complaints and praise in each product area. Reliability and accuracy
draw complaints, including mobile app crashes, outages and wrong Al answers 3" 4151 Customer support
draws 30 complaint records against 4 praise records ' 3. 52 Reviewers also point to limits in
customization, such as one Capterra reviewer who found chatbot customization limited °3. For a
competitor, this means operational quality is a better line of attack than feature count.

Figure 1. The complaints that recur most in the collected evidence

especia-:—l?losﬁxaﬁleltgseli\r/rleé _ 46 (27 first-hand)

Unpredictable per-resolution bills . 40 (2 first-hand)

Mobile app crashes and bugs (NGB 38 (38 first-hand)
Outages, lag and bugs _ 32 (28 first-hand)
Slow or absent support ([ NG 30 (19 first-hand)
Hidden costs and add-on creep ([ 30 (6 first-hand)
Inaccurate or unhelpful Al answers ([ NN EERD 27 (16 first-hand)
Hme e o (I 23 (12 first-hand)
Mobile app lacks web features ([N 19 (19 first-hand)

Limited customization and controls - 17 (10 first-hand)

@ First-hand accounts by customers and users Excerpts, articles and other records

Distinct records that mention each theme. Base: 310 relevant records about Intercom. A record can mention
several themes. These counts describe what is public and collectable, not how common each experience is
among all customers.
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The mobile app draws the most consistent first-hand complaints

High confidence - 38 records, 38 first-hand - September 2016 to September 2026 - 21 of 38 dated records in
the last 12 months

Intercom's mobile app is the weakness that customers describe most directly and most recently. App
Store reviewers in 2026 report that the app jumps to the latest message when they scroll too fast 30, They
also report that swipe gestures fail °* and that the reply field shows only one line of text 32. One reviewer
described the basic failure this way:

I can’t reliably do basic things like draft a response that has more than one line.

Apple App Store - rated 1 of 5 - June 30, 202631

Other App Store reviewers say conversation links from email do not open the right conversation 5

customer names disappeared after an update %6 and conversations with required attributes cannot be
closed in the app 57 One reviewer linked price to frustration, reporting a substantial monthly bill and an
iPhone app made almost unusable by persistent crashes 58,

The complaint is recent and severe. Of the 38 records, 21 fall in the last 12 months, and the rated reviews
average 1.4 out of 5. Praise for mobile use comes from App Store reviews: one from 2023 likes
responding on the go, and one from January 2025 praises notifications and the app as a web
companion °% 8. One 2022 reviewer wrote that "the mobile app was great for responding to messages"
before an update changed that view 51, The evidence for this theme is narrow, because nearly every
record comes from App Store reviews, a single source type. One reviewer blames the app's bugs on
Intercom selling to Salesforce (see What to watch) 62 One App Store reviewer says the mobile app is far
behind the web version .

What this means for the reader: If your product has a working mobile app, show it live to buyers whose
agents reply away from their desks. A demo of drafting, scrolling and closing a conversation on a phone
addresses the exact failures Intercom's reviewers describe. If your mobile app is weak, do not raise the
topic, because App Store reviews are public and buyers can compare.

Bugs and outages reach beyond the mobile app into core workflows

High confidence - 32 records, 28 first-hand - December 2013 to September 2026 - 10 of 29 dated records in
the last 12 months

Reliability complaints extend from the mobile app to the web product and account administration. A
status-monitoring site shows users reporting that the app does not load and runs slowly 63, Trustpilot
excerpts report transcript downloads failing on the reviewer's chats 54 and a setup pop-up that apparently
requires connecting Zendesk to dismiss 65 One Trustpilot excerpt says Intercom put the account on a trial
plan after a workspace migration 66, A TrustRadius reviewer says Fin formats and behaves worse on email
than in chat /. A third-party article goes further and describes the cost of downtime:
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During outages, customer submissions are lost entirely - never logged.

Article on tryorbye.com - February 20264

That article reports what users say and is not a measured incident record. No status page incidents were
collected (see What this evidence does not establish). This theme mixes first-hand reviews from the App
Store, Trustpilot, Capterra and TrustRadius with articles. It is therefore broader than the mobile theme, but
it rests on short excerpts rather than detailed accounts. Intercom's security page states that a formal
service level agreement covers its services, including the Al agent and the core platform 37. The vendor
makes that promise, and the pages we read do not show how often Intercom meets it.

What this means for the reader: Buyers moving support onto one platform carry more risk when that
platform fails, because inbox, chat and Al agent go down together. Publish your uptime history and
incident process, and ask prospects how Intercom outages have affected their own queues. Do not claim
better uptime than Intercom unless you have measured data, because this evidence holds none for either
product.

Support complaints describe long waits and handoffs between agents

Moderate confidence - 30 records, 19 first-hand - June 2022 to October 2026 - 13 of 23 dated records in the
last 12 months

Customers report waits that range from hours to days, and some report no resolution at all. A Trustpilot
excerpt says replies take over four hours 12 and a third-party article says users report waiting seven or
more days for a first response 3. Another article describes opening a ticket with Intercom support and,
two weeks later, having had enough 68 A Trustpilot excerpt also describes being passed from agent to
agent for simple billing, onboarding and technical questions . One Trustpilot excerpt describes the
experience of dealing with Intercom's Al-led support:

...we have now spoken to over 7 representatives from Fin, only 1 of whom was useful...

Trustpilot (search excerpt) - page dated April 3, 202642

The complaints are not limited to small accounts. A team on Intercom's Enterprise plan said Intercom did
not support them as well as Channel Talk, in an article published by Channel Talk, a rival vendor '°. A
third-party article reports one customer whose account manager changed six times in nine months, which
delayed renewals and approvals 6°. A LinkedIn author said support treatment led them to explore
alternatives /9. This theme rests mostly on short search excerpts from Capterra and Trustpilot, with no full
reviews, so the detail behind each complaint is thin. The two dated support-praise records are App Store
reviews from 2017 and 2019 °2 /1. One undated TrustRadius reviewer recalls never waiting more than five
minutes for help, contrasting with the slow-support accounts without disproving those customers'
experiences 72,
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What this means for the reader: Support quality is a point a smaller competitor can win on, because
buyers can check it during a trial. Offer named contacts and published response targets, and ask
prospects how quickly Intercom answered their last billing question. Make sure your own team can deliver
those targets before you advertise them.

Fin's wrong answers often trace back to the help content it reads

High confidence - 27 records, 16 first-hand - October 2019 to August 2026 - 19 of 25 dated records in the last
12 months

Customers and analysts report that Fin sometimes gives confident but wrong answers, and most
explanations point to the help content it draws on. A third-party article says Fin delivers wrong answers
when source documents are outdated °'. An article by a rival Al support vendor says Fin answers from
stale content without flagging the inaccuracy /3. Another third-party article says Fin needs a well-
organized, current help center and at least 10 public articles to deploy over chat 74 Intercom itself states
that Fin trains only on the customer's approved knowledge and procedures 37 Taken together, these
sources tie answer quality to the customer's own content upkeep. One LinkedIn author describes a case
that upkeep alone did not solve:

My Fin AI Agent started sending customers outdated instructions I'd already removed.

LinkedIn post - April 16, 202643

Other first-hand reports describe different failures. A TrustRadius reviewer says Fin made up an odd
statement to a customer once or twice 7°. A G2 reviewer says Fin sometimes fails to recognize that a user
is already talking to the team 6. A Capterra reviewer found the Al buggier than advertised and too eager
to close the issue 7/. One LinkedIn author says Fin refused a refund and denied that a subscription existed
despite an invoice /8 Two of the records for this theme are articles from rival vendors with a stake in the
conclusion 73 7°. The gap between these reports and Intercom's claimed resolution rate is covered in
Positioning and messaging. One TrustRadius reviewer complains that Fin sometimes does not hand over
to a human as well as the team would like &°.

What this means for the reader: Buyers cannot judge Al accuracy from vendor claims, so give them a
way to test both products against their own help content. If your agent flags low confidence or stale
sources, show that behavior in the trial. Do not claim higher accuracy than Fin without a side-by-side test,
because this evidence leaves comparative accuracy untested (see Recommended actions).

The table below lists the other complaint themes, with counts, confidence and an example quote for each.
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Complaint

Limited
integrations, API
and export

Mobile app lacks
web features

Limited
customization
and controls

Steep learning
curve and setup

Hard to escalate
to humans

Cluttered,
confusing
interface

Weak marketing,
sales and CRM

Records

23

19

17

14

First-
hand

12

19

10

Confidence

High

Moderate

High

Moderate

Moderate

Moderate

Low

Example

" ..doesn't play well with other software..."**

"It is infuriating that the app is decades
behind the web version."+

"FIN is great but has some limitations if you
need do customize a lot."*°

"Even the 'Fin Academy' provided no help..."*”

"Declined to forward that feedback to the
product team."*®

"..difficult within the app to understand the
differences between tickets, conversations and

messages..."*’

"Intercom is a very intuitive system that is
relatively easy and quick to set up...">?

35 Why customers choose Intercom

Bottom line: One third-party article describes Intercom's Inbox and Fin as one

product, and a reviewer credits Fin with handling repeated questions and taking load

off their team '®®', A competitor should concede these strengths and compete on

cost, contract terms and answer accuracy that buyers can test themselves.
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Figure 2. The strengths that recur most in the collected evidence

Broad all-in-one platform _ 31 (13 first-hand)
High Fin resolution rate _ 24 (9 first-hand)
Fin saves team time ([ 17 U5 first-hand)
Handy mobile replying _ 11 (11 first-hand)

Fair, transparent pricing [} 9 (2 first-hand)
Quick, easy setup ([ 8 (5 first-hand)
Good customer support - 4 (4 first-hand)

Smooth human handoff . 2 (1 first-hand)

@ First-hand accounts by customers and users Excerpts, articles and other records

Distinct records that mention each theme. Base: 310 relevant records about Intercom. A record can mention
several themes. These counts describe what is public and collectable, not how common each experience is
among all customers.

The chart above ranks Intercom's strength themes by records. The three largest themes are examined
below, and together they explain most of what customers praise.

Buyers value one product that runs the inbox, chat and AI agent together

High confidence - 31 records, 13 first-hand - April 2014 to September 2026 - 15 of 26 dated records in the last
12 months

Reviewers describe Intercom as an all-in-one customer service platform, with real-time chat, multichannel
messaging, automation and analytics '% 83785 The practical benefit shows up at the handoff. Because Fin
and the human inbox share a product, escalated conversations can carry their history to agents without a
separate integration, according to a third-party article 8. Intercom's own pages describe the same
handoff, with every message and every step Fin tried attached for the agent 33. One reviewer says live
chat shows user activity in real time, which the reviewer says makes support feel proactive 6. A PeerSpot
reviewer says the platform can grow from a simple chatbot into a full CRM (customer relationship
management system) &/,

Rival vendors concede the point in their own articles. One rival-vendor article calls Intercom "a well-built
product" and says that Respondo, a younger product, does not yet match Intercom's ecosystem of pre-
built integrations 88 89, A second rival vendor's article says Intercom remains strong at live chat, in-app
messaging and an Al agent that clears routine questions on its own 2. This theme rests mostly on articles
and search excerpts, with few full first-hand reviews, but praise from rivals is hard to dismiss.

One third-party reviewer explained the value of the single product this way:
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Because Fin and the Inbox are one product, an escalation carries its context across without an
integration.

Article on saascrmreview.com - September 20, 202618

What this means for the reader: Do not pitch against Intercom on feature count or on how smoothly
conversations move from bot to human, because buyers and rivals both credit Intercom on these points.
Compete where breadth becomes a cost. A rival-vendor article argues that a broad suite burdens a team
of three that leaves most modules unused .

Customers report Fin resolving a large share of routine conversations

Moderate confidence - 24 records, 9 first-hand - July 2023 to August 2026 - 13 of 23 dated records in the last
12 months

Customers who publish their own figures report a wide range of results. One G2 reviewer says about 25%
of customer interactions are handled autonomously 92 One web excerpt quotes a user, Nouran, as
"currently at about 60% resolution rate" with Fin >, One TrustRadius reviewer reports a resolution rate of
around 65%, with Fin engaging with about 63% of conversations '*. One third-party article praises Fin for
holding context through multi-step conversations instead of matching questions to FAQ answers 9% A
rival vendor's article says that G2 reviewers report automation rates of 50 to 75% when the knowledge
base is well maintained °*. In one LinkedIn post, an author who tested another supplier's Al alongside Fin
found Fin "far more human-like" V.

The strongest signal for the reader is retention, because it shows Fin keeping accounts. One Capterra
reviewer explained why the team stayed:

We stuck with Intercom because competitors couldn't replicate our success with Fin.

Capterra (search excerpt) - page dated August 19, 20256

These figures come from a handful of self-reports, and all of them sit below the vendor's own average
claim (see Positioning and messaging). A rival-vendor article says reviewers report 50 to 75% automation
rates with well-maintained knowledge bases, and a Product Hunt user says chatbots learn from their help
center articles 2% 95, Where customers struggle with Intercom covers what happens when it is not.
Evidence that compares Fin with other Al agents on the same conversations is limited to the single
LinkedIn post above, so Fin's advantage over specific rivals is untested.

What this means for the reader: Do not tell buyers that Fin does not work, because customers who
stayed for it will contradict you. Instead, ask buyers to test answer accuracy on their own help content and
to compare cost per resolved conversation (see Recommended actions).
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Small teams credit Fin with round-the-clock coverage and less repetitive work

Moderate confidence - 17 records, 15 first-hand - November 2023 to August 2026 - 8 of 13 dated records in
the last 12 months

Reviewers on G2 and Capterra say Fin takes repetitive questions off the team and saves staff

hours &' 9697 The benefit matters most to small teams that serve customers in other time zones.
TrustRadius reviews describe a small team in a single time zone getting 24/7 coverage for international
clients through Fin, and a small team with a global product answering questions at all hours 98,99 Another
TrustRadius review credits Fin with instant replies and consistent support quality across time zones 100 A
Product Hunt reviewer says the help center, knowledge base and chatbot options provide fast answers to
common questions 197 one third-party article's author goes further, saying Fin "will take over 50%+ of
your CS work today" 102 Most of this evidence is first-hand but comes from partial search excerpts.

One G2 reviewer summarized the benefit this way:

I like how Fin by Intercom handles the repeated tasks and questions, taking the load off my
team.

G2 (search excerpt) - page dated August 1, 20268

What this means for the reader: A lower seat price alone will not win a small team that values after-hours
coverage, because Fin gives that team hours it could not otherwise staff. Match the coverage, then
compete on its cost. Intercom charges for each Fin outcome, and one TrustRadius reviewer notes that
customers ask the Al more questions than they asked humans, which raises cost again 4 (see Product and
pricing).

The table below lists the smaller strength themes without a deep dive, including mobile replying, quick
setup, good support and smooth human handoff. Check each row's dates, because the dated praise for
mobile replying and for support is mostly more than two years old.

Strength Records First- Confidence Example

hand
Handy 11 11  Moderate "...a great way for our team to get notified of new
mobile chats without needing to be at their computer..."°
replying
Quick, easy 8 5 Moderate "The setup was super easy, and I was very surprised
setup by how quick it is to get Fin on board..."%’
Good 4 4 Moderate "Thanks for the amazing customer support
customer always...">?
support
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Strength Records First- Confidence Example
hand

Smooth 2 1 Low "Fin passes the conversation to a human agent
human with full context."°

handoff

4 Product and pricing

Bottom line: Intercom's pricing page lists seat prices and add-on prices, but the bill a
buyer pays depends on seat tier, Fin outcomes, add-ons and channel usage, and the
cited articles describe the price as hard to predict > **°. A competitor should
compete on a bill the buyer can forecast before signing, because a lower headline
seat price alone does not answer the main complaints.

Security and automation features sit behind the two upper tiers

Intercom's pricing page lists three per-seat helpdesk plans, a standalone Fin Al agent and three paid add-
ons °. The table below lists each plan with its price and key limits.

Product Plan Monthly Annual One- Key limits
time
Intercom  Essential® - $29 per - 1 Full seat minimum; Fin
seat/mo (Pay charged $0.99 per
annually); Fin outcome

Al Agent $0.99
per outcome

Advanced® - $85 per - Includes 20 free Lite
seat/mo (Pay seats; Fin charged $0.99
annually); Fin per outcome

Al Agent $0.99
per outcome
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Product Plan Monthly Annual One- Key limits

time
Expert® - $132 per - Includes 50 free Lite
seat/mo (Pay seats; Fin charged $0.99
annually); Fin per outcome
Al Agent $0.99
per outcome
Fin Al Agent $0.99 per - - Intercom helpdesk not
(standalone, outcome included; Minimum
with existing monthly commitment
helpdesk)® applies (e.g. 50
outcomes); No seat costs
Pro add-on® From $100 per - - Analysis of 500
workspace/mo conversations/month;
6,000 credits per month;
extra credits $0.01 per
credit
Copilot add- $35 per $29 per - Every agent gets 10
on® agent/month agent/month Copilot and 10 Al Auto-
billed monthly billed annually translation conversations
free each month
Proactive From $99 per - - $99/month includes 500
Support Plus workspace/mo messages; additional
add-on® messages charged per

unit
Prices as shown on the live pricing pages (Intercom read October 9, 2026).

Essential covers the core helpdesk. It includes Messenger live chat, a shared inbox and ticketing, pre-built
reports, a public help center and basic automation °. The first upgrade point is Advanced, at $85 per seat
per month billed annually. Advanced adds the workflow automation builder, multiple team inboxes, round
robin assignment and a private, multilingual help center °. The second upgrade point is Expert, at $132
per seat per month billed annually. Expert is the plan that lists SSO, HIPAA support and service level
agreements ° 194, One third-party review calls Expert's price the highest per-seat figure among the
helpdesks it reviewed ©.

On Essential, Advanced and Expert, non-voice Fin usage costs $0.99 per billable conversation in addition
to seats °. The pricing page says annual billing saves up to 26% and describes monthly self-serve plans
for Essential and Advanced °. The plan cards we read show only annual-billing prices, so they do not
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support a monthly-to-monthly comparison of seat plans °. The chart below places every Intercom plan on
one scale. Seat plans are priced per seat, add-ons per workspace or per agent, and Fin per outcome.

Figure 3. Price ladder
Price per month (annual billing where offered)

Intercom: Essential ([} $29 a month, billed annually

Intercom: Copilot add-on ([} $29 a month, billed annually

Intercom: Advanced (|| | | Q@ NN $85 2 month, billed annually
Intercom: Proactive
support Plius add-on NN $°9 2 month
Intercom: Pro add-on ([ I $100 a month
Intercom: Expert _ $132 a month, billed annually

From the vendors' live pricing pages. Subscription plans show the price per month for annual billing where the
page offers it, otherwise the monthly price. One-time prices are per purchase; a range is drawn at its upper end.

Advanced includes 20 free Lite seats and Expert includes 50, which looks generous °. The vendor states
that Lite seats have limited access for internal collaboration and that only Full seats can send messages or
fully use features such as outbound content 5 A third-party article adds that Lite seats cannot reply to
conversations or be assigned one '°°. Any seat comparison against Intercom should therefore count only
its Full seats.

Three buyer scenarios show that the seat price is only the floor

¢ Small team needing a shared inbox and live chat, billed annually. The cheapest qualifying plan is
Essential at $29 per seat per month billed annually. The Intercom helpdesk requires one Full seat
minimum; enabled non-voice Fin adds $0.99 per billable conversation, with at most one charge per
conversation °. The Copilot inbox assistant costs $29 per agent per month billed annually or $35
billed monthly for unlimited usage, and every agent also gets 10 free Copilot conversations per
month °. Startups with under $10M raised and 15 or fewer employees can apply for the Early Stage
program, which the page says offers up to 93% off plus one year of Fin free °.

e Regulated team needing SSO and HIPAA support, billed annually. The pricing page lists these
features on Expert, and a third-party article says they are limited to that plan > 14, Expert's base
price is $132 per Full seat per month billed annually, plus $0.99 per Fin outcome and applicable
usage charges °.

e Team keeping its current helpdesk, billed monthly. Standalone Fin costs $0.99 per outcome with
no seat costs. For Fin used with an existing helpdesk, a minimum monthly commitment applies,
which the page illustrates with 50 outcomes °. The page says Fin works with helpdesks such as
Salesforce, HubSpot or Freshdesk, and one web page says it carries no platform fee in that
setup ° 106,
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In the seat-based scenarios, Fin outcomes, add-ons and usage-billed channels such as WhatsApp sit on
top of the seat price; the pricing page FAQ lists no seat costs for standalone Fin with an existing
helpdesk 5 Beyond the Lite seat and Copilot limits above, the page also admits that Fin Voice, priced at
$1.99 per voice outcome, is sold only through sales 5,

Small teams find per-seat prices steep

High confidence - 46 records, 27 first-hand - August 2020 to October 2026 - 17 of 33 dated records in the last
12 months

Capterra reviewers call Intercom pricey, especially for smaller businesses 8107 one App Store reviewer
weighs a bill of almost $200 a month against an iPhone app they call almost unusable 58 A Capterra
reviewer put the small-team objection this way:

Can be a bit pricey when you have a very small team...

Capterra (search excerpt) - page dated March 13, 20267

Articles carry much of this theme. A rival vendor article reports average annual spend of $37,354 for
SMBs and $72,174 for enterprises within its cited 160-customer sample 108 A search excerpt suggests
seats, Fin and add-ons can produce substantial monthly bills, but supplies no configuration supporting its
estimate '°°. Another rival vendor tells small Saa$S teams that the per-seat model was not designed for
teams their size "'°. Small teams are the segment where a competitor's price argument has the most
support in this evidence.

Per-outcome billing makes the monthly bill hard to forecast

Moderate confidence - 40 records, 2 first-hand - November 2025 to October 2026 - 38 of 38 dated records in
the last 12 months

This theme rests mostly on third-party and rival-vendor articles, with very few first-hand accounts. The
core objection is that cost rises as Fin succeeds, because each resolved conversation is billed M.12 one
web page framed it like this:

Your Intercom bill went up the month Fin got good at its job...

Web (search excerpt) - page dated October 6, 2026"

A third-party article says the advertised seat price is not the bill, because Al usage can exceed seat

cost 2. Another warns that a bad deployment that creates extra conversations produces a support bill the
buyer did not approve 2. One TrustRadius reviewer reports savings in their deployment but says
customers' increased Al use raises costs again 4. One LinkedIn author says that at 1,000 tickets with a
single agent, the seat cost is minor next to the Al bill "'3. The vendor answers with three safeguards: Fin is
charged at most once per conversation, spending limits and alerts are available, and Fin carries a 90-day
money-back guarantee °. The pages we read do not show how well these controls work in practice.
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Seats, add-ons and channel fees stack on the base price

Moderate confidence - 30 records, 6 first-hand - February 2024 to September 2026 - 23 of 25 dated records
in the last 12 months

An article by a rival helpdesk vendor describes the real bill as four parts: seats, usage-based Al fees,
optional add-ons and per-message channel costs 26 Other pages name outbound messages, WhatsApp
and SMS as further cost drivers "' 1>, The pricing page confirms these parts. Pro starts at $100 per
workspace monthly for 500 analyzed conversations and 6,000 credits; additional credits cost $0.01

each °. Proactive Support Plus starts at $99 per workspace per month for 500 messages and charges per
unit beyond that °. One Capterra reviewer says each new feature costs more 6 One web excerpt reports
reviewers finding needed capabilities behind upgrades containing other features they do not need .

Billing for assumed resolutions draws disputes

Moderate confidence - 16 records, 2 first-hand - June 2025 to September 2026 - 12 of 13 dated records in the
last 12 months

Fin's billable outcome covers more than a confirmed fix. One page says Intercom's pricing page defines
an outcome as a resolution, a Procedure handoff or a disqualification 8, Reported $9.99 qualifications
conflict with Intercom's pricing > "% 129 A disputed element is the assumed resolution: a conversation
counts as resolved when the customer stays silent for 24 hours after Fin's last reply 2/ 28, A third-party
review summarized the point:

Fin bills configured handoffs and "assumed" resolutions, where the customer simply stops
replying, not only confirmed resolutions.

Article on help-desk.reviews - September 19, 2026103

A TrustRadius reviewer objects that soft resolutions are paid for and make Fin look more effective than it
is 121, Most of this theme comes from articles, so the reader should treat it as a reasoned objection with
few direct customer accounts behind it (see Battlecard for the discovery questions it supports).

Legacy migrations and 12-month contracts raise renewal risk

Moderate confidence - 13 records, 3 first-hand - June 2022 to June 2026 - 9 of 13 dated records in the last 12
months

Two pages report that a legacy customer's monthly cost rose from $119 to $854 after a move to a new
plan, and one describes that customer as a six-year customer 2%/ 123, A separate page reports a user who
projected monthly cost rising from $1,200 to $10,000 124 An article by a rival vendor says renewal
increases of 3 to 7% per year are reported unless they are negotiated and capped 125 Reviewers describe
12-month contracts that require full payment even when they want to cancel early, and difficulty reaching
anyone to cancel 126,127 ' A Product Hunt reviewer describes pricing that shifts after startup discounts

end %8, The pricing page says downgrades typically take effect at renewal 5,
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Public price lists earn some credit for transparency

Moderate confidence - 9 records, 2 first-hand - May 2025 to September 2026 - 7 of 9 dated records in the
last 12 months

A third-party review credits Intercom for pricing every plan, Copilot, Fin and add-on in public and for
defining the billable outcome in writing 129 One TrustRadius reviewer praises transparency on usage
costs 39, Another review values the free Lite seats for colleagues outside the support team 131 An article
by a rival vendor notes that reopened conversations are deducted rather than charged 132 One article
says Fin is not charged when it escalates to a human, which conflicts with reports that configured
handoffs are billed (see What this evidence does not establish) 123 34, A competitor should concede that
Intercom's list prices are public and focus its argument on predictability.

Recent changes center on Fin

In June 2026, Intercom shipped Fin Apex 1.0, which it describes as a specialized customer service
language model 32, One third-party article says Intercom has billed configured handoffs since March
2026 134, A LinkedIn comment on a page dated May 2025 noted a move to a clearer and more
compressed pricing model 36, No archived pricing pages were collected, so earlier terms cannot be
checked against these reports.

5 Positioning and messaging

Bottom line: Intercom markets itself as the AI-first helpdesk, citing a 76% Fin

resolution rate and "simple, transparent pricing" on its own pages >*> "%’ A

competitor should not contest the AI-first story. It should focus on three places where
customer reports fall short of Intercom's claims: resolution rates, total cost and
escalation to a human.

Intercom presents Fin as the reason to buy

Intercom's help page says it is the only helpdesk with a natively integrated Al agent, Fin '3’. Its homepage
claims that Fin averages a 76% resolution rate across more than 12,000 customers 2°. Its pricing page
describes a complete human and Al support system with simple, transparent pricing °. Its Zendesk
comparison page says Intercom was built for the Al era from the ground up, while Zendesk adds Al on top
of traditional ticketing 138,

Intercom says it serves individuals, startups and enterprise support teams, and it publishes solution pages
for gaming, fintech and ecommerce ° 33735 |t also targets teams that keep another helpdesk and want
only Fin. Through its Early Stage program, it offers startups up to 93% off plus one year of Fin free °.
None of the Intercom pages collected address the reader's product category directly.
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Intercom's learning center publishes comparison pages that attack rivals' Al pricing or their resolution
data:

¢ Dixa and Hiver: The pages say Dixa charges per Al conversation whether or not the issue is
resolved, and that Hiver charges per seat regardless of Al resolutions 3% 140,

 Pylon and Front: The pages say Pylon includes no Al at any plan tier, and that Front publishes no
resolution data for Autopilot, its Al agent " 142,

¢ Gladly and Gorgias: The Gladly page cites $1.50 per Al resolution plus $120 per agent seat on
Gladly's Shopify plan. The Gorgias page says Gorgias's real-world automation rates land between
26% and 56% 43144,

Intercom has chosen to compete on billing fairness and published resolution data. That choice makes its
own billing definitions and its 76% figure fair targets for a rival.

Three Intercom claims diverge from customer reports

 Resolution rate. The homepage claims a 76% average 2°. The customer-reported figures collected
are lower: about 25% of interactions managed autonomously from a G2 reviewer, about a 60%
resolution rate on one web page and about 65% from a TrustRadius reviewer 4 15 92 These few
records do not disprove an average across thousands of customers. A rival should raise the gap as
a question for the buyer, not as a proven fact (see What this evidence does not establish).

e Transparent pricing. One third-party review agrees that Intercom publishes every plan and defines
Fin's billable outcome in writing '2°. One article by a competing vendor, however, describes a bill
that stacks seat fees, Al fees, add-ons and channel charges 26. They also dispute Intercom's
practice of billing for assumed resolutions after 24 hours of customer silence 22 (see Product and
pricing). The individual prices are public, but the monthly total is hard to forecast.

¢ Escalation. Intercom's security page says Fin escalates to a human when confidence thresholds
are not met 37. One TrustRadius reviewer says customers still get stuck in loops despite routing
rules 80. Another says Fin does not pass conversations to a human as quickly as the team wants 4°.
In fairness, one TrustRadius reviewer and an article by a rival vendor describe handoffs that carry
full context 20146,

Zendesk dominates the comparisons, and Fin is Intercom's usual advantage

Moderate confidence - 11 records, 3 first-hand - March 2024 to September 2026 - 8 of 10 dated records in the
last 12 months

Zendesk appears in 13 comparison records 22: 1477149 'HubSpot, HelpCrunch, Tidio and Respondo each
appear in one record 9 0. 89,7150,

On Al, the comparisons mostly favor Intercom. One third-party article says Intercom leads on Al-first
automation and messenger experience, while Zendesk is the more complete suite for large, complex
organizations 2!, One TrustRadius team evaluated Zendesk and Freshchat and concluded it was already
using the best tool 2. Another TrustRadius reviewer chose Intercom over LiveAgent and Zendesk Chat for
its features and easier setup °'.
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Zendesk keeps an edge on reporting and stability. One article says Intercom's analytics fall well short of
Zendesk Explore, Zendesk's reporting tool 52 Another says Zendesk feels more stable for teams that
work mainly through tickets 153 A LinkedIn excerpt reports a side-by-side test against another supplier's
Al:

We tested [alternative supplier]'s AI alongside Intercom’s Fin, and Fin was far more human-like.

LinkedIn post (search excerpt) - page dated May 22, 2025

The lower-cost names come from weaker source types. A LinkedIn author suggests HelpCrunch for
budget-conscious teams ?. A rival vendor article positions Tidio as a budget alternative with overlapping
features, without establishing a like-for-like cost comparison '°0. A TrustRadius reviewer says Intercom
lacks HubSpot's depth as a customer relationship management (CRM) system °°. An article by a rival
vendor concedes that Respondo does not yet match Intercom's ecosystem of pre-built integrations 8°.

When a buyer has Intercom on the shortlist, that buyer has usually already weighed it against Zendesk on
Al. A rival should therefore lead with proof of cost and answer accuracy rather than with Al breadth.

Recorded switches run in both directions and are too few to map

Three records describe leaving over price '°#7°6. They include an App Store reviewer who canceled after
a price increase in December 2020, and two Reddit summaries that describe moves away over per-seat
and per-resolution costs. Three records describe moving to Intercom for Fin 2% 47157 One web page
reports higher customer satisfaction (CSAT) scores after a team left Zendesk for Intercom. Two records
describe leaving, or considering leaving, over product problems '°® 9. They include a rival vendor's
account of Fin resolving about 1% of conversations, and an App Store reviewer looking for another way to
use Intercom on mobile. These records are too few to show where customers go when they leave
Intercom or where its new customers come from.

Buyer words a rival can reuse

The first two quotes support cost-predictability messaging. The last two show what a rival must match
before buyers will listen.

e On cost rising with Al success, one web page says: "Better the Al gets, more you pay." nz

¢ On billed soft resolutions, one TrustRadius reviewer wrote: "Not excited about how "soft" resolutions
still count as resolutions and are paid for." "%’

e On the value of an Al agent, one TrustRadius reviewer wrote: "Zendesk didn't have an Al to field
question which is the biggest time saver Fin has given us." 2%

e On Fin as the reason to buy, one Capterra reviewer wrote: "We switched to Intercom specifically for
Fin and it has exceeded our expectations." 2°
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¢ Battlecard: competing with Intercom

Use this card when a buyer is evaluating Intercom; each line points to the evidence behind it.

Intercom Battlecard - evidence collected October 9, 2026

HOW TO RECOGNIZE INTERCOM IN A DEAL QUESTIONS TO ASK THE BUYER

e Watch for buyers naming Fin as a reason to stay 1. What conversation volume do you expect next
or switch; two reviewers report doing so 16,25, year, and what happens to your bill if it doubles?

e Watch for Zendesk migration discussions: two o Rests on: Fin has outcome-based billing and
accounts describe switches, while an article spending limits; a third-party article warns that
praises Intercom's Al-first approach and higher conversation volume can surprise
messenger 21,22,147 finance teams ' °.

e Watch for buyers retaining Zendesk, Salesforce, 2. Who keeps your help center current, and how
HubSpot or Freshdesk while evaluating many staff hours can you give it each week?
standalone Fin, which has a monthly o Rests on: A third-party article says stale
minimum ° 36,

content can make Fin's answers inaccurate,
and one user reported it sending removed
instructions 43, 4,

3. How often do your agents reply from phones, and
how fast do you need your vendor's support to
respond?

o Rests on: App Store reviewers in 2026
describe failing drafts and one-line reply fields,
and one article reports first-response waits of
seven days or more 13,31, 32,

WHAT THEY SAY, AND WHAT TO ANSWER

What Intercom fans say Honest answer

Fin resolves a large share of our Acknowledge these reported results, then model seats,
routine questions on its own ">, outcomes, optional add-ons and channel usage % 2°.
Intercom calls its pricing simple Billable outcomes include silence and completed Procedure
and transparent . handoffs; Intercom refunds reopened conversations, while

third parties specify a 24-hour threshold > 28 103,

Inbox, help center and Al agent The breadth is real, but Capterra reviewers call the price
all sit in one product 18,19, steep for small teams /8,
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What Intercom fans say

Essential and Advanced offer
monthly or annual self-serve
plans without a contract 5,

WHERE YOU WIN

e Pricing independent of Al outcomes may reduce
the outcome-volume forecasting risk described
for Fin billing 3. M2

e A LinkedIn post and rival vendor article suggest
HelpCrunch, LiveChat and Tidio for budget-
conscious buyers, without like-for-like cost
validation 9 190,

e Demonstrably responsive human support may
counter reports of slow replies and repeated
transfers between agents 11713,

WALK AWAY WHEN

Honest answer

Reviewers report full-year payment obligations and
cancellation difficulties; confirm exit terms in writing

126, 127

WHERE INTERCOM WINS

* A search excerpt reports roughly 25%

autonomous interactions; a separate reviewer
reports around 65% resolution, and another
stayed for Fin's results 14,16, 92

Within Intercom, Fin shares the inbox; one
reviewer reports human handoffs retaining full
context 18 20, 33,

Third-party Zendesk comparisons credit Intercom

with stronger Al automation and a more
conversational messenger 21 153,

e The buyer wants one platform with a mature Al agent and has the budget and operations staff to run it 18,88

e The buyer already reports success with Fin that they say competitors could not replicate 16,

7 Recommended actions

Pricing is a promising competitive angle: three negative pricing themes total 116 potentially overlapping
records, versus 9 in the fair-pricing theme; these counts do not establish sales effectiveness. The actions
below are proposed priorities for testing. The first two use public pricing terms and third-party reports
that a sales team can apply within 30 days * 93, The sources describe platform breadth and one
customer's Fin success, so these actions avoid feature-list matching (see Why customers choose

Intercom) 16: 18,

Published pricing terms support the early actions; evidence for the later proposals is more indirect. Export
and lock-in complaints include several articles, and one of those articles was published by a rival

vendor 1607162 The broader Salesforce and Al-first-focus theme has five collected records; acquisition
concerns warrant testing action 5 rather than committing to it 3% 40,
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Action Owner When

Publish a total-
cost comparison
against Intercom
covering seats,
Fin outcomes,
add-ons and
channel charges
at realistic
volumes.

product 30
marketing  days

sales 30
days

Give sales
discovery
questions on
assumed-
resolution billing,
handoff charges
and 12-month
renewal terms.

Offer buyers a
self-run test of
answer accuracy
and human
handoff on their
own help content.

product 90
days

executive 90
team days

Test monthly
terms or renewal
price caps with
buyers worried
about Intercom's
reported
Salesforce
acquisition.

Intercom: Competitive Intelligence Report

Why (the finding)

Pricing complaints recur across
several themes. Articles explain
that seat prices exclude
additional outcome, optional
add-on and usage-based
channel charges % 6.

Articles report that Fin bills
assumed resolutions after 24
hours of silence and bills
configured handoffs. Reviewers
describe 12-month contracts

that are hard to
cancel 28/ 127,134,163

Wrong or outdated Fin answers
recur, and a smaller group of
posts describes bot loops and
slow handoff 43 1 80,145
Intercom also offers simulations
and a 14-day trial, so the test
must report results in a form
buyers can compare 529

One article reports no public
post-acquisition pricing
commitment; another advises
renewal flexibility, while a rival-
vendor article reports renewal
increases 39 40. 125,

How to tell it
worked

Sales uses the
comparison in
deals where
Intercom is
named, and the
win rate in those
deals rises within
two quarters.

Call notes show
the questions
asked in every
competitive deal
against Intercom,
and buyers begin
to raise outcome
definitions on
their own.

Trial accounts that
run the test
convert ata
higher rate than
trial accounts that
skip it.

Buyers who cite
the acquisition
accept the flexible
terms, and fewer
deals stall at the
contract stage.
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What would change these recommendations

e |f Intercom caps the monthly bill beyond its current spending limits and alerts, the comparison
should shift its focus to unit-price predictability °.

e |f Intercom narrows its billable outcome to confirmed resolutions only, sales should drop the
assumed-resolution questions 28 118,

e Treat accuracy and handoff as comparison tests, not proven advantages; independent testing
should determine whether either product performs better on stale content /3. 79,

e |If pilot teams leave Intercom over price, the founder should reconsider migration work; a search
summary describes a four-agent team moving to Crisp for more predictable pricing '°°.

e |f the Salesforce deal closes with a public pricing commitment, the flexible-terms offer should
narrow to buyers who face renewal increases 3% 125,

g What to watch

Bottom line: Intercom's next moves will most likely become visible first on its pricing
page, in its contract terms and in its App Store reviews. A monthly pricing check and
a quarterly review of App Store reviews will catch these moves early enough to adjust
your cost and contract messages.

Pricing and contract terms change after the Salesforce deal closes

Moderate confidence - 5 records, 1 first-hand - April 2026 to September 2026 - 5 of 5 dated records in the
last 12 months

Evidence. One article says Intercom's pending acquisition by Salesforce comes with no public
commitment on pricing after the deal closes 39, and another says pricing, roadmaps and contract terms
can shift once it closes “°. One of these articles was published by a rival helpdesk vendor. One of them
advises buyers signing a multi-year agreement to build in flexibility and ask their account rep about
renewals “°. One App Store reviewer already blames a decline in quality on the sale to Salesforce 62 This
signal rests mostly on articles, with only one first-hand account.

Signal to watch. Look for changes on the pricing page to plan names, seat prices, Fin outcome definitions

or renewal terms °.

What to do. If these changes appear, sales should lead with the contract flexibility described in
Recommended actions.

Owner and frequency. Product marketing, with a monthly check of the pricing page and published terms.

Intercom: Competitive Intelligence Report 26



Fin outcomes become the center of Intercom's pricing

Evidence. Intercom's own Zendesk comparison guide, dated July 6, 2026, promotes Fin's purpose-built
Al architecture and outcome-based pricing as advantages over Zendesk Al 3°. Intercom's pricing page
lists Fin Voice through sales at $1.99 per voice outcome (see Product and pricing) °. Its about page
describes Fin as the Customer Agent company 38. One third-party article reports a charge for each
successful lead qualification that is ten times the standard outcome rate 29,

Signal to watch. Watch for new outcome types or prices on the pricing page, or for Fin Voice moving to
self-serve purchase °. Also watch the community news page for announcements '°.

What to do. Add each new outcome type to your total-cost comparison. This shows buyers how charges
add up as Fin takes on more work.

Owner and frequency. Product, with a monthly check of the pricing page and the community news page.

The core product and mobile app fall further behind the AI work

Evidence. One web page says Intercom is betting big on its Al chat agent, Fin, but the excerpt cuts off
before saying what that means for the rest of the platform '°®. A third-party article reports that long-
tenure customers describe the same shift:

They keep saying they are 100% focused on AI while the rest of their product withers away.

Article on retentioncheck.com - April 23, 2026164

One App Store reviewer wrote, "It is infuriating that the app is decades behind the web version." 45

Signal to watch. Track App Store ratings and update notes for the mobile app. Also track whether
requests on Intercom's feature request page receive responses °’.

What to do. If complaints keep arriving, sales should ask buyers how their agents work on mobile and
how often they hit bugs. If Intercom ships a major overhaul of the mobile app, drop this message.

Owner and frequency. Product, with a quarterly review of App Store reviews and release notes.

Intercom: Competitive Intelligence Report

27



i Company fact sheet

Intercom

Pricing model: Per-seat helpdesk plans (Essential, Advanced, Expert) plus usage-based Fin Al Agent at
$0.99 per outcome, with optional add-ons and usage-based messaging channels. Free option: 14-day
free trial, no credit card required, includes all features, Fin, and add-ons. No permanent free plan is
described..”

Pricing notes

e Trial needs no credit card®

e Annual billing discount up to 26%°

e Fin charged once per conversation at most®

e Refund guarantee for Fin®

e Standalone Fin has a minimum monthly commitment®
e Extra Pro credits priced per credit®

e Startup discount via Early Stage5

* Fin Voice sold via sales®

e Downgrades apply at renewal®

e Self-serve plans without contract®

¢ Messaging channels billed by usage®

Who it says itis for
e Support teams from individuals, startups and small businesses to large support teams and
enterprise
e Technology, ecommerce, fintech and gaming companies
e Teams with an existing helpdesk (Zendesk, Salesforce, HubSpot, Freshdesk) wanting Fin

e Early-stage startups under $10M raised and 15 employees or fewer

What it claims

e Only helpdesk with a natively integrated Al Agent '3’
e Fin has industry-leading resolution rates?®
e Simple, transparent pricing for a complete human and Al support system?

e Built for the Al era from the ground up'38

Limits it admits
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5

Only Full seats can send messages or use features fully

Lite seats have limited access®

Copilot free usage capped®

Voice Al only via sales®

What it says about competitors

 Zendesk: Zendesk bolts Al onto traditional ticketing; Intercom built Al-first'®®

e Dixa: Dixa charges per Al conversation regardless of resolution'>?

e Pylon: Al is not included at any Pylon plan tier'#!

o Hiver: Hiver charges per seat regardless of Al resolutions'*°

¢ Front: Front does not publish Autopilot resolution data’#?

e Gladly: Gladly Al pricing is higher on its Shopify plan'*3

 Gorgias: Gorgias real-world automation rates are below its marketing'**

Recent changes

e June 2026: Fin shipped Fin Apex 1.0, a specialized customer service LLM '35

2 What this evidence does not establish

The records support the patterns described in this report. They do not support the following conclusions,
and several points contradict each other.

¢ Market size and churn are unmeasured. The evidence cannot establish Intercom's market share,
revenue or churn rate. No record states a company size, so complaints cannot be split by segment.
The 310 relevant records are a collected sample and may not represent Intercom's customer base.

¢ Mobile complaints come almost entirely from one source type. 37 of the 38 mobile crash records
are full reviews, and the two sampled examples are App Store reviews 30,31 All 19 records about
missing mobile features are full reviews, and the two sampled examples are App Store
reviews %> 168 Desktop users may write few app reviews, so these counts may not show how
widely the mobile problems are felt.

¢ Pricing themes rest partly on articles. The unpredictable-bills, hidden-costs and assumed-
resolution billing themes include many articles, some third-party and some by competing helpdesk
vendors 2 2628,

e Several source types returned no records. No G2 reviews, status page incidents or archived
pricing pages were collected. Outage frequency and pricing history therefore cannot be checked
against independent records.
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e The 76% resolution rate is a vendor figure. That number comes from Intercom's homepage 2°, and
one article repeats it as the figure for Fin's agent 169 Three cited customer records give their own
figures, about 25% of interactions handled autonomously, a 60% resolution rate and a 65%
resolution rate " 15 92,

¢ Records disagree on handoff billing. An article by a competing helpdesk vendor says Fin is not
charged when it escalates to a human 133 A third-party article says handoffs configured through a
Procedure, Intercom's term for a scripted workflow, have been billed since March 2026 134 The two
may describe different handoff types, and the pricing page collected does not settle the question.

¢ Records disagree on support and setup. One TrustRadius reviewer reports waits of under five
minutes for support 72 while a third-party article reports first responses taking seven days or
more . One article says a five-person team can be running in a day 70 An article by a competing
vendor says proper configuration takes two to four weeks 71,

¢ How this report was made

Evidence was collected on October 9, 2026 from public pages only: the vendors' own websites and
archived pricing pages, review sites, forums, search engine results, and news. No accounts or logins were
used, robots.txt rules were followed, and requests to each site were spaced out. Reddit was reached only
through search engines, and Trustpilot only as short excerpts returned by search. Reviewer names and
handles were removed.

Every record was read by a language model that recorded each distinct statement about the product (a
complaint, praise, a price reaction, a switch), with a verbatim quote and the passage that supports it.
Code compared each quote and passage with the record, ignoring differences in spacing and quotation-
mark style, and dropped any that did not match. Statements were grouped into themes, a second check
removed statements that did not fit their theme, and code counted distinct records per theme, per source,
per month and per product area. The counts, dates and prices given to the writer come from that code;
the writer's numbers were then compared with those values.

Confidence levels follow fixed rules. High: at least 8 records from at least 2 source types, including at
least 5 full first-hand reviews or posts. Moderate: at least 3 records. Low: fewer than 3. A pattern with 1 or
2 records is called a one-off signal.

The report was planned and written by Anthropic's Claude Opus. Each cited sentence was then checked
against the passages behind its citations by a model from a different company (OpenAl's GPT), which also
compared absences, comparisons and recommendations with the vendors' own pages. Code flagged
numbers that do not appear in the computed values and quotes that do not appear in the cited record.
These checks reduce errors; they do not guarantee that every sentence is free of them. Of 431 sentences
and table rows, 69 were flagged and corrected, and 1that could not be supported were removed.

Intercom: 574 records collected, 310 relevant, 194 of them first-hand records written by customers or
users (one person can appear in more than one record). 90% of relevant records carry a date, and 73% of
the dated ones are from the last 24 months.
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What was collected, by source

e Intercom: site pages: 33 records

e Intercom
e Intercom
e Intercom
e Intercom
e Intercom

e Intercom

: job boards: 107 records

: Hacker News: 200 records
: Stack Exchange: 85 records

: GitHub: 46 records

o Intercom: App Store: 96 records

o 7 other searches or sources returned no records.

Evidence inventory

Product

Intercom

Intercom

Intercom

Intercom

Intercom

Intercom

Intercom

Intercom

Intercom

Source

Apple App Store
Web (search
excerpt)
Third-party article
Capterra (search
excerpt)

Trustpilot (search
excerpt)

G2 (search
excerpt)

Reddit (search
excerpt)

LinkedIn post
(search excerpt)

Stack Exchange
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Collected

96

72

58

57

17

26

45

18

85

Relevant

81

54

41

39

15

14

10

10

: search (Claude and OpenAl indexes): 303 records

: Exa (page text and Trustpilot highlights): 63 records

Dates of relevant records

December 2013 to
September 2026

March 2025 to October
2026

May 2025 to September

2026

June 2025 to April 2026

June 2022 to April 2026

May 2025 to August 2026

December 2022 to

October 2026

June 2023 to May 2025

July 2016 to October 2020

Kind

full review

search
excerpt

article

search
excerpt

search
excerpt

search
excerpt

search
summary

search
excerpt

discussion
post
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Product

Intercom

Intercom

Intercom

Intercom

Intercom

Intercom

Intercom

Intercom

Intercom

Intercom

Both

Source

TrustRadius

TrustRadius

LinkedIn post

Product Hunt

Hacker News

PeerSpot

GetApp

Software Advice

Product Hunt

GitHub

Vendor websites

and archives
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Collected

10

14

10

46

32

Relevant

Dates of relevant records

February 2023 to March
2026

November 2023 to April
2026

August 2024 to June
2026

November 2023 to
February 2026

February 2019 to August
2020

May 2026

April 2025 to May 2026

undated

October 2019

undated

Read on the dates shown
in the sources, or archived

Kind

discussion
post

search
excerpt

discussion
post

search
excerpt

search
excerpt

article

discussion
post

discussion
post

discussion
post

discussion
post

vendor page
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Figure 4. Where the evidence about Intercom comes from
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Relevant records by source. Base: 310 relevant records about Intercom.

0 Sources

Each number in the text links here. Excerpts were captured on October 9, 2026, so a claim stays checkable if

a page later moves or disappears.

1. Web (search excerpt), page dated October 6, 2026. "Your
Intercom bill went up the month Fin got good at its job"
myaskai.com/blog/migrating-off-intercom-fin

2. Article on saascrmreview.com, September 20, 2026. "the
advertised seat price is not the bill"
saascrmreview.com/intercom-review

3. Article on softmarque.org, September 9, 2026. "A bad
deployment that generates two thousand extra conversations
produces a support bill you did not approve.”
softmarque.org/news/intercom-review

4. TrustRadius, February 6, 2026. "People start to ask more
questions to Al than to a human, which increases costs again”
trustradius.com/reviews/fin-by-intercom-2026-02-02-06-40-
01

Intercom: Competitive Intelligence Report

5. Intercom website: Intercom Pricing, read October 9, 2026.

"...Fin Al Agent Use Fin with an existing helpdesk such as
Salesforce, Hubspot, or Freshdesk. Intercom helpdesk Not
included Fin Al Agent $0.99 per outcome Contact sales View
demo Key features include: - Works with most helpdesks -..."
"..com helpdesk $29 per seat/mo Fin Al Agent $0.99 per
outcome Start free trial Key features include: - Messenger live
chat - Shared inbox and ticketing system - Pre-built reports -
Public help center - Basic automation Advanced..."
intercom.com/pricing

. Article on softmarque.org, September 9, 2026. "Expert at $132

is the highest per-seat figure anywhere in this review"
softmarque.org/news/intercom-review

. Capterra (search excerpt), page dated March 13, 2026. "Can be

a bit pricey when you have a very small team"
capterra.com/compare/134347-225716/Intercom-vs-
HelpCrunch

. Capterra (search excerpt), page dated August 19, 2025. "The

price can be a little steep for smaller businesses"
capterra.com/p/134347/Intercom/reviews
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11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

. LinkedlIn post, August 18, 2024. "you might want to consider

alternatives likeHelpCrunchorLiveChat, which can offer similar
features at a lower cost" linkedin.com/pulse/intercom-right-cs-
solution-your-startup-juana-ismail-wcs7f

Article by a competing vendor (channel.io), September 18,
2026. "We were on the Enterprise plan with Intercom but they
did not support us the way Channel Talk has."
channel.io/us/blog/articles/How-Lawfully-Hit-an-85-Al-
Resolution-Rate-in-Unde...

Trustpilot (search excerpt), page dated April 3, 2026. "passed
round from agent to agent when looking for simple answers"
trustpilot.com/review/intercom.io

Trustpilot (search excerpt), page dated April 3, 2026.
"Responding to your message or question takes over 4 hours."
trustpilot.com/review/intercom.io

Article on tryorbye.com, February 2026. "Users report waiting
7+ days for first response from Intercom support.”
tryorbye.com/products/intercom

TrustRadius, March 31, 2026. "Our resolution rate is around
65% percent" trustradius.com/reviews/fin-by-intercom-2026-
03-31-09-23-06

Web (search excerpt), page dated December 17, 2025.
"currently at about 60% resolution rate"
swifteq.com/post/zendesk-ai-agents-vs-intercom-fin

Capterra (search excerpt), page dated August 19, 2025. "We
stuck with Intercom because competitors couldn't replicate our
success with Fin." capterra.com/p/134347/Intercom/reviews

LinkedIn post (search excerpt), page dated May 22, 2025. "We
tested [alternative supplier]'s Al alongside Intercom’s Fin, and
Fin was far more human-like." linkedin.com/posts/kyle-
poyar_ai-genai-monetization-activity-7330935954431500...

Article on saascrmreview.com, September 20, 2026. "Because
Fin and the Inbox are one product, an escalation carries its
context across without an integration.”
saascrmreview.com/intercom-review

Capterra (search excerpt), page dated August 19, 2025. "A/l-in
one solution for customer service"
capterra.com/p/134347/Intercom/reviews

TrustRadius, February 13, 2026. "Fin passes the conversation to
a human agent with full context." trustradius.com/reviews/fin-
by-intercom-2026-02-09-06-36-13

Article on digijaws.com, June 16, 2026. "/ntercom leads on Al-
first automation with its Fin agent and a more modern
messenger UX" digijaws.com/reviews/intercom

Capterra (search excerpt), page dated August 19, 2025. "They
had recently switched from Zendesk, and everyone told me how
much better it was." capterra.com/p/134347/Intercom/reviews

TrustRadius, March 29, 2024. "We had a look at both Zendesk
and Freshchat in the past and we saw very quickly that we're
already using the best tool for the job."
trustradius.com/reviews/intercom-2024-03-22-14-16-41
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24.

25.

26.

27.

28.

29.

30.

31.

32.

33.

TrustRadius. "Zendesk didn't have an Al to field question which
is the biggest time saver Fin has given us."
trustradius.com/compare-products/intercom-vs-zendesk-chat

Capterra (search excerpt), page dated August 2, 2025. "We
switched to Intercom specifically for Fin and it has exceeded
our expectations." capterra.com/p/134347/Intercom/reviews/?
page=2

Article by a competing vendor (helpdesk.com), August 19,
2026. "your real bill stacks up four separate things: seat costs,
usage-based Al fees, optional add-ons, and per-message
channel costs" helpdesk.com/blog/intercom-pricing

Web (search excerpt), page dated September 25, 2026. "Fin
counts an assumed resolution when a customer leaves without
asking for more help or goes quiet for 24 hours"
getmacha.com/blog/intercom-fin-ai-agent-complete-guide

Article by a competing vendor (helpdesk.com), August 19,
2026. "Fin counts a conversation as an assumed resolution if
the customer doesn't respond for 24 hours after Fin's last
reply" helpdesk.com/blog/intercom-pricing

Intercom website: Intercom, read October 9, 2026.
"...automated messages that cut support volume and keep
customers happy. Fin Al Agent Fin is the highest-performing Al
agent Fin has industry leading resolution rates, averaging 76 %
across 12,000+ customers, with many seeing over 85%. It..." "-
Intercom / A complete system for human and Al
customer service Log in - Contact sales - View demo -
Start free trial Fin Al Agent - - Product Explore alf products -
Intercom helpdesk - Fin Al Agent 7..." intercom.com

Apple App Store, rated 1/5, September 8, 2026. "you can scroll
a conversation too quickly or it refreshes to the most recent
portion" apps.apple.com/us/app/id739927601?see-all=reviews

Apple App Store, rated 1/5, June 30, 2026. "/ can't reliably do
basic things like draft a response that has more than one line."
apps.apple.com/us/app/id739927601?see-all=reviews

Apple App Store, rated 1/5, June 26, 2026. "The text field to
reply now only shows one line with no ways to see what you're
typing beyond." apps.apple.com/us/app/id739927601?see-
all=reviews

Intercom website: Gaming & Player Support, read October 9,
2026. "..Jot - Tickets - Help Center - Reporting - Outbound -
Knowledge Hub - Customers - Meet our customers > The
world's most Al-forward companies run on Intercom - Intercom
for industries: Technology , Ecommerce , Fintech , Gaming -
Inte..." "...thorized charges, spend history. Intercom helpdesk
Your team never starts from zero When Fin hands off a
conversation, your team gets the full history attached: every
message and every step Fin already tried. Human agents work
from the ex..." intercom.com/solutions/gaming
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34.

35.

36.

37.

38.

39.

40.

41.

42.

Intercom website: Fintech & Financial Services Support, read
October 9, 2026. "..utbound - Knowl/edge Hub - Customers -
Meet our customers - The world's most Al-forward companies
run on Intercom - Intercom for industries: Technology ,
Ecommerce, Fintech , Gaming - Intercom for scale: Startups ,
Small business , Ent..." intercom.com/solutions/fintech

Intercom website: Ecommerce Customer Support, read
October 9, 2026. "..opilot - Tickets - Help Center - Reporting -
Outbound - Knowledge Hub - Customers - Meet our customers
- The world's most Al-forward companies run on Intercom -
Intercom for industries: Technology , Ecommerce, Fintech,
Gaming - I..." intercom.com/solutions/ecommerce

Intercom website: Intercom Integrations: Connect Your Tools &
Switch from Zendesk, read October 9, 2026. "..rations ] The
Intercom helpdesk fits seamlessly into your existing stack
Surface data from Salesforce, HubSpot, and 450+ apps and
integrations directly in the inbox, and bring your team over from
any helpdesk without losing your content, y..." "..ternal Al, all
without leaving Intercom. One data platform, one source of truth
Human agents on the Intercom helpdesk and Fin Al Agent both
work from the same unified data platform, which connects to
Salesforce, HubSpot, and more, so ever..."
intercom.com/integrations

Intercom website: Security & Trust, read October 9, 2026.
"..Visit the Trust Center Security & Privacy FAQs What
compliance credentials does Intercom hold? Intercom and Fin
hold SOC 2 Type I and HIPAA compliance along with ISO 27001,
1SO 27018, ISO 27701, and ISO 42001 certification, and Fin Al..."
"..for Al management system governance across the business,
and Fin Al Agent is separately AIUC-1 certified, the industry
standard built specifically to test Al agents. Privacy Protection
Your customer data stays yours, with GDPR/CCPA compli..."
intercom.com/security

Intercom website: Fin is the Customer Agent company
delivering perfect customer experien, read October 9, 2026. "-
- - Fin is the Customer Agent company delivering perfect
customer experiences - - - Log in - Contact sales - Start free
trial - View demo - Contact sales Intercom - - Product -
Customer Agent overview - One agent for every ro..."
intercom.com/about

Article on help-desk.reviews, September 19, 2026. "with no
public commitment on pricing after the deal closes" help-
desk.reviews/en-us/reviews/intercom

Article by a competing vendor (helpdesk.com), August 19,
2026. "Pricing structures, product roadmaps, and contract
terms can shift once a deal closes and integration begins."
helpdesk.com/blog/intercom-pricing

Article on tryorbye.com, February 2026. "During outages,
customer submissions are lost entirely - never logged."
tryorbye.com/products/intercom

Trustpilot (search excerpt), page dated April 3, 2026. "we have
now spoken to over 7 representatives from Fin, only 1of whom
was useful" trustpilot.com/review/intercom.io
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52.

53.

54.

55.

56.

57.

LinkedIn post, April 16, 2026. "My Fin Al Agent started sending
customers outdated instructions I'd already removed."
linkedin.com/posts/kevinwcwong_i-chose-intercom-to-help-
me-deliver-great-acti...

Capterra (search excerpt), page dated June 7, 2025. "doesn't
play well with other software" capterra.com/compare/134347-
185973/Intercom-vs-HelpDesk

Apple App Store, rated 1/5, July 10, 2026. "/t is infuriating that
the app is decades behind the web version."
apps.apple.com/us/app/id739927601?see-all=reviews

TrustRadius, page dated April 16, 2026. "FIN is great but has
some limitations if you need do customize a lot."
trustradius.com/products/intercom/reviews/all

Trustpilot (search excerpt), page dated April 3, 2026. "Even the
'Fin Academy' provided no help"
trustpilot.com/review/intercom.io

LinkedIn post, April 28, 2026. "Declined to forward that
feedback to the product team."
linkedin.com/posts/andrejbalaz_ux-rant-i-was-confronted-with-
this-experience-...

Web (search excerpt), page dated October 13, 2025. "difficult
within the app to understand the differences between tickets,
conversations and messages"”
gartner.com/reviews/market/social-customer-service-
applications/vendor/interc...

TrustRadius. "Intercom is a very intuitive system that is
relatively easy and quick to set up" trustradius.com/compare-
products/intercom-vs-twilio

Article on northstark.com, August 16, 2026. "jt confidently
delivering wrong answers when source docs are outdated"
northstark.com/tools/intercom

Apple App Store, rated 5/5, June 12, 2019. "Thanks for the
amazing customer support always"
apps.apple.com/us/app/id739927601?see-all=reviews

Capterra (search excerpt), page dated August 19, 2025.
"fimited customization when it comes for chatbots"
capterra.com/p/134347/Intercom/reviews

Apple App Store, rated 1/5, September 1, 2026. "The Ul is so
bad... swipe doesn’t work"
apps.apple.com/us/app/id739927601?see-all=reviews

Apple App Store, rated 1/5, September 8, 2026. "Opening
conversation links from email to the app are laughable."
apps.apple.com/us/app/id739927601?see-all=reviews

Apple App Store, rated 2/5, June 16, 2026. "/OS users cant see
whom is chatting." apps.apple.com/us/app/id739927601?see-
all=reviews

Apple App Store, rated 1/5, March 27, 2026. "Can’t close
conversations with required attributes"
apps.apple.com/us/app/id739927601?see-all=reviews
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68.

69.

70.

71.
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73.

Apple App Store, rated 2/5, January 2, 2026. "Paying almost
$200 a month and the iPhone app is almost unusable.”
apps.apple.com/us/app/id739927601?see-all=reviews

Apple App Store, rated 5/5, November 26, 2023. "/ Jove being
able to login and respond on the go"
apps.apple.com/us/app/id739927601?see-all=reviews

Apple App Store, rated 5/5, January 15, 2025. "a great way for
our team to get notified of new chats without needing to be at
their computer” apps.apple.com/us/app/id739927601?see-
all=reviews

Apple App Store, rated 2/5, April 7, 2022. "the mobile app was
great for responding to messages."
apps.apple.com/us/app/id739927601?see-all=reviews

Apple App Store, rated 1/5, June 16, 2026. "This is what
happens when you sell to Salesforce.”
apps.apple.com/us/app/id739927601?see-all=reviews

Web (search excerpt), page dated August 13, 2026. "App not
loading" statusgator.com/services/intercom

Trustpilot (search excerpt), page dated April 3, 2026. "the
download transcript feature doesn't work, on any chat"
trustpilot.com/review/intercom.io

Trustpilot (search excerpt), page dated April 3, 2026. "we have
a 'get Set-Up' pop-up which apparently is unable to be
removed unless we connect Zendesk"
trustpilot.com/review/intercom.io

Trustpilot (search excerpt), page dated April 3, 2026. "the
Intercom team put our package on trial"
trustpilot.com/review/intercom.io

TrustRadius, March 31, 2026. "Using Fin on emails has been a
bit of a struggle."” trustradius.com/reviews/fin-by-intercom-
2026-03-31-09-23-06

Article on marker.io, May 15, 2026. "We opened a ticket with
Intercom support.” marker.io/blog/we-built-our-own-ai-
support-agent

Article on retentioncheck.com, April 23, 2026. "their account
manager had changed six times in nine months"
retentioncheck.com/blog/intercom-churn-analysis

LinkedIn post, April 16, 2026. "/'ll be exploring alternatives”
linkedin.com/posts/kevinwcwong_i-chose-intercom-to-help-
me-deliver-great-acti...

Apple App Store, rated 5/5, March 30, 2017. "App & Customer
Support are great" apps.apple.com/us/app/id739927601?see-
all=reviews

TrustRadius. "/ don't think | have ever waited more than 5
minutes to get the information | need or get help with an issue."
trustradius.com/compare-products/intercom-vs-twilio

Article by a competing vendor (zipchat.ai), June 16, 2026. "Fin
will answer from that stale content, confidently, without flagging
the inaccuracy." zipchat.ai/blog/intercom-review
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Article on saaszap.com, June 12, 2026. "/f the content isn't well
organized or kept up to date, the responses can end up being
inaccurate or misleading." saaszap.com/intercom-review

TrustRadius, March 31, 2026. "Fin has experienced 'Delusions’
once or twice, telling one of our customers that something was
'a smoking gun." trustradius.com/reviews/fin-by-intercom-
2026-03-31-09-23-06

G2 (search excerpt), page dated August 1, 2026. "Fin by
Intercom still sometimes struggles to understand that a user is
already speaking with us." learn.g2.com/best-help-desk-
software

Capterra (search excerpt), page dated April 20, 2026. "the Al
implementation felt more buggy than as advertised and tried too
hard to solve the issue immediately"
capterra.com/compare/134347-136189/Intercom-vs-Salesforce

LinkedIn post, June 11, 2026. "/t refused, then told me there
was no subscription on my account"
linkedin.com/posts/staceyedmonds_customerexperience-ai-
behaviouraldesign-acti...

Article by a competing vendor (getcor.ai), June 25, 2026.
"independent tests put real-world resolution rates well below
the advertised ~76 % average" getcor.ai/blog/reviews/intercom

TrustRadius, March 31, 2026. "customers still find themselves
in a loop, and sometimes the bot doesn't hand over as well as
we'd like" trustradius.com/reviews/fin-by-intercom-2026-03-
31-09-23-06

G2 (search excerpt), page dated August 1, 2026. "/ Jike how Fin
by Intercom handles the repeated tasks and questions, taking
the load off my team." learn.g2.com/best-help-desk-software

G2 (search excerpt), page dated May 21, 2025. "The setup was
super easy, and | was very surprised by how quick it is to get
Fin on board" g2.com/products/fin-by-intercom/reviews

. GetApp, May 2026. "robust real-time chat, automation, and

multi-channel messaging" getapp.com/marketing-
software/a/intercom

Product Hunt, page dated December 23, 2025. "Lots of great
features under one umbrella”
producthunt.com/products/intercom/reviews

Web (search excerpt), page dated October 13, 2025. "Also we
are able to track everything and improve support”
gartner.com/reviews/market/social-customer-service-
applications/vendor/interc...

Article on northstark.com, August 16, 2026. "the ability to see
user activity in real time adds a layer of context that makes
support feel proactive rather than reactive"
northstark.com/tools/intercom

Article on peerspot.com, May 23, 2026. "/t can take you from
any chatbot to an actual CRM, which is really amazing."
peerspot.com/questions/what-advice-do-you-have-for-others-
considering-interco...
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Article by a competing vendor (dev.to), July 23, 2026.
"Intercom is a well-built product.” dev.to/keepflow/the-9-best-
intercom-alternatives-for-saas-founders-in-2026-2jb5

Article by a competing vendor (dev.to), July 23, 2026. "doesn't
yet have Intercom's ecosystem of pre-built integrations"
dev.to/keepflow/the-9-best-intercom-alternatives-for-saas-
founders-in-2026-2jb5

Article by a competing vendor (ever-help.com), August 12,
2026. "Live chat, in-app messaging, a messenger customers
actually engage with, and an Al agent that clears a large share
of routine questions on its own." ever-help.com/blog/intercom-
alternative-in-2026-8-tools-one-unpopular-option

Article by a competing vendor (communicate.so), July 8, 2026.
"A broad suite is a strength for a large support org and a burden
for a team of three." communicate.so/blog/intercom-alternative

G2 (search excerpt), page dated April 28, 2026. "approximately 106.

25% of customer interactions are managed autonomously by
the system" g2.com/categories/conversational-support

Article on northstark.com, August 16, 2026. "it holds context
through multi-step conversations rather than just pattern-
matching FAQ answers" northstark.com/tools/intercom

Article by a competing vendor (zipchat.ai), June 16, 2026. "G2 108.

reviewers consistently report 50 to 75% automation rates with
well-maintained knowledge bases." zipchat.ai/blog/intercom-
review

Product Hunt, page dated December 23, 2025. "Chatbots are
able to learn effectively from our help center articles"
producthunt.com/products/intercom/reviews

G2 (search excerpt), page dated July 9, 2026. "This saves a lot

of time for the support team because many common questions 110.

get resolved automatically.” g2.com/categories/ai-customer-
support-agents

Capterra (search excerpt), page dated August 19, 2025. "Offers

customers a great and efficient support experience while saving 111.

our internal team countless hours"
capterra.com/p/134347/Intercom/reviews

112.
TrustRadius, page dated April 16, 2026. "having 24/7
competent coverage through Fin Al is a mass..." 113,
trustradius.com/products/intercom/reviews/all
TrustRadius, page dated December 5, 2025. "Fin helps us
answer questions at all hours of the day."
trustradius.com/products/intercom/reviews 114.

TrustRadius, February 13, 2026. "Provides instant, 24/7

responses that improve first response times and maintain
consistent support quality across time zones."
trustradius.com/reviews/fin-by-intercom-2026-02-09-06-36-13 11

Product Hunt, page dated February 11, 2026. "Their support
features like help center, knowledge base and chatbot options
allow us to provide fast answers to common questions"
producthunt.com/products/intercom?launch=intercom-educate

Intercom: Competitive Intelligence Report

102.

103.
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107.
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5.

Article on luciafranzese.substack.com, January 27, 2026. "Fin
is a very solid product that | think will take over 50 %+ of your
CS work today" luciafranzese.substack.com/p/ai-customer-
support-fin-by-intercom

Article on help-desk.reviews, September 19, 2026. "Fin bills
configured handoffs and "assumed" resolutions, where the
customer simply stops replying, not only confirmed
resolutions." help-desk.reviews/en-us/reviews/intercom

Article on help-desk.reviews, September 19, 2026. "SSO,
HIPAA support and SLA features are limited to Expert at $132
per seat." help-desk.reviews/en-us/reviews/intercom

Article on saascrmreview.com, September 20, 2026. "cannot
reply to conversations, cannot start outbound conversations,
cannot be assigned a conversation"
saascrmreview.com/intercom-review

Web (search excerpt), page dated June 17, 2026. "Fin charges
no platform fee at all when it runs on your existing helpdesk,
including Zendesk itself." sistava.com/en/insights/intercom-fin-
vs-zendesk-ai

Capterra (search excerpt), page dated August 19, 2025. "/t's a
pricey software" capterra.com/p/134347/Intercom/reviews

Article by a competing vendor (helpdesk.com), August 19,
2026. "average SMB pricing is $37,354 per year and average
enterprise pricing is $72,174 per year"
helpdesk.com/blog/intercom-pricing

Web (search excerpt), page dated March 28, 2026. "the total
cost of Intercom (seats + Fin resolutions + add-ons) can reach
$500-$2,000+ per month" flowgent.ai/blog/intercom-chatbot-
pricing-guide-and-comparison

Article by a competing vendor (dev.to), July 23, 2026. "The
per-seat pricing model wasn't designed for teams your size."
dev.to/keepflow/the-9-best-intercom-alternatives-for-saas-
founders-in-2026-2jb5

Web (search excerpt), page dated October 3, 2026. "A/ Agent
billed per resolution.” ringly.io/blog/intercom-alternatives

Web (search excerpt), page dated October 3, 2026. "Better the
Al gets, more you pay." ringly.io/blog/intercom-alternatives

LinkedIn post, June 24, 2026. "At 1,000 tickets with a single
agent on Intercom, the seat is a rounding error next to the Al
bill." linkedin.com/posts/damien-mulhall_three-of-the-biggest-
ai-support-vendors-qui...

Web (search excerpt), page dated August 24, 2026. "Your total
cost may also include **Al outcomes, add-ons, messaging
channels (SMS, WhatsApp, phone, email), and additional
seats**" knock-ai.com/blog/intercom-pricing

Web (search excerpt), page dated July 23, 2026. "Fin's $0.99
outcome pricing, add-ons, outbound messages, WhatsApp,
SMS" clearfeed.ai/blogs/intercom-pricing
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. Capterra (search excerpt), page dated August 2, 2025.

130
"Intercom is really too expensive and each new feature are
more and more expansive."
capterra.com/p/134347/Intercom/reviews/?page=2

. Web (search excerpt), page dated August 10, 2026. "capability

sitting behind an upgrade they only need one feature from"
kayako.com/tools/intercom-review

Web (search excerpt), page dated August 26, 2026. "Fin
charges $0.99 per outcome, which its pricing page defines as a
resolution, a Procedure handoff or a disqualification."
myaskai.com/blog/intercom-fin-ai-agent-complete-guide-2026

133.
Web (search excerpt), page dated June 19, 2026. "Intercom
also charges $0.99 for a "procedure handoff" and a
"disqualification," and **$9.99 for a "qualification.” 134

aimdoc.ai/blog/intercom-resolution-pricing-explained

Article on saascrmreview.com, September 20, 2026. "pointing
Fin at lead qualification introduces a charge ten times larger per
successful outcome" saascrmreview.com/intercom-review

135.

TrustRadius. "Not excited about how "soft" resolutions still
count as resolutions and are paid for."
trustradius.com/compare-products/intercom-vs-zendesk-chat

Web (search excerpt), page dated June 19, 2026. "A Jegacy
customer saw costs rise from **$119 to $854 per month** after
migrating to the new mode/." aimdoc.ai/blog/intercom-
resolution-pricing-explained

Article by a competing vendor (helply.com), March 10, 2026. "a
six-year customer, saw their monthly cost rise from $119 to
$854 after being moved to a new plan.”
helply.com/blog/intercom-fin-alternatives

136.

Web (search excerpt), page dated June 19, 2026. "Another user
projected an increase from **$1,200 to $10,000 per month**"
aimdoc.ai/blog/intercom-resolution-pricing-explained

137.

Article by a competing vendor (getcor.ai), June 25, 2026.
"reportedly 3-7% per year unless negotiated and capped"”
getcor.ai/blog/reviews/intercom

Web (search excerpt), page dated January 14, 2026. "Very
expensive, has a 12-month contract forcing the customer to pay
for 12 months even if they would like to cancel early."
reply.io/blog/intercom-ai-review

. Capterra (search excerpt), page dated June 7, 2025. "Once you

are in a one year contract good luck getting hold of anyone to
cancel it." capterra.com/compare/134347-185973/Intercom-vs-
HelpDesk

Product Hunt, page dated December 23, 2025. "steep, 139

sometimes shifting pricing after startup discounts"
producthunt.com/products/intercom/reviews

Article on help-desk.reviews, September 19, 2026. "Every plan,
Copilot, Fin and the add-ons are priced in public, and Fin's
billable outcome is defined in writing." help-desk.reviews/en-
us/reviews/intercom
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131.

132.

138.

. TrustRadius, February 6, 2026. "Great transparency on costs

for usage and easy to adapt" trustradius.com/reviews/fin-by-
intercom-2026-02-02-06-40-01

Article on softmarque.org, September 9, 2026. "Twenty free
Lite seats on Advanced means twenty colleagues”
softmarque.org/news/intercom-review

Article by a competing vendor (dev.to), July 8, 2026. "that
resolution will be deducted and not charged"
dev.to/omar_bni_f6856a8bb0e021e9/intercom-fin-pricing-in-
2026-the-real-math-b...

Article by a competing vendor (helpdesk.com), August 19,
2026. "you are not charged when Fin can't answer and
escalates to a human" helpdesk.com/blog/intercom-pricing

Article on help-desk.reviews, September 19, 2026. "A
conversation Fin passes to your team through a Procedure you
set up is billed even though a person still has to answer it."
help-desk.reviews/en-us/reviews/intercom

Intercom website: Fin vs Zendesk Al: 2026 Comparison Guide,
read October 9, 2026. "...ietary retrieval (fin-cx-retrieval) and
reranking (fin-cx-reranker) models trained on millions of
customer service interactions. In June 2026, Fin shipped Fin
Apex 1.0, the first specialized customer service LLM. Apex
outperforms every fro..." "...and native voice automation. These
are meaningful additions, but they reflect a bolt-on strategy
rather than a unified, purpose-built architecture. Forethought Al
Agents by Zendesk became available for purchase on June 4,
2026, and the int..." intercom.com/learning-center/fin-vs-
zendesk

LinkedIn post (search excerpt), page dated May 22, 2025.
"how Intercom has pivoted to a much clearer and compressed
pricing mode!" linkedin.com/posts/kyle-poyar_ai-genai-
monetization-activity-7330935954431500...

Intercom website: Home, read October 9, 2026. "../nbox -
Workflows - Knowledge - Reports - Outbound - Contacts -
Apps & Integrations - Mobile SDKs - Community - Academy -
Security & Privacy Collections Overview Intercom is the only
helpdesk with a natively integrated Al Agent..."
intercom.com/help

Intercom website: Compare Intercom vs Zendesk, read
October 9, 2026. "..99 per outcome, and hands the rest to your
team in the same inbox, with full context. Zendesk adds Al on
top of a traditional ticketing system, Intercom was built for the
Al era from the ground up. Start free trial View demo Used by
30,0..." intercom.com/compare-intercom-vs-zendesk

. Intercom website: Intercom vs Dixa: CX Platforms Compared

(2026), read October 9, 2026. "..s not publish comparable
resolution metrics. - Intercom charges $0.99 per Al outcome
(resolved conversation). Dixa charges €0.35 per Al
conversation regardless of whether the issue is resolved. - Dixa
includes native VolIP telephony on..." intercom.com/learning-
center/intercom-vs-dixa
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140. Intercom website: Intercom vs Hiver: Full Comparison (2026),
read October 9, 2026. "...basic compared to more advanced Al-
driven platforms.” - Intercom charges $0.99 per Al resolution
(you only pay when the issue is solved). Hiver charges $25 to
$85 per seat per month regardless of how many conversations
Al resolves. -..." intercom.com/learning-center/intercom-vs-

hiver

141. Intercom website: Intercom vs Pylon: Full Comparison for
2026, read October 9, 2026. "..olume. Al is not included at any
plan tier. Pylon reports that its Al agents can resolve 50% of
eligible tickets autonomously, based on a case study with
AssemblyAl. Intercom's 76 % average resolution rate is
measured across its full custom..." intercom.com/learning-

center/intercom-vs-pylon

142. Intercom website: Intercom vs Front 2026: Full Comparison
Guide, read October 9, 2026. "..Autopilot for autonomous
resolution (usage-based pricing). On the Enterprise plan
($105/seat/month), Copilot, Smart QA, and Smart CSAT are
included. Autopilot remains a paid add-on at every tier. Front
does not publish resolution rate data..." intercom.com/learning-

center/intercom-vs-front

143. Intercom website: Intercom vs Gladly: Full Comparison for
2026, read October 9, 2026. "- - - Intercom vs Gladly: Full
Comparison for 2026 Log in - Contact sales - View
demo - Start free trial Fin Al Agent - - Product Explore all
products - Intercom helpdesk - Fin Al Agent 2 Platform -
Channels - Int..." intercom.com/learning-center/intercom-vs-

gladly

144. Intercom website: Intercom vs Gorgias: Ecommerce Helpdesk
Compared (2026), read October 9, 2026. "..e in production.
Gorgias markets its Al Agent as resolving "60% of inquiries
instantly." Independent analyses and Gorgias's own published
case studies show real-world automation rates landing between
26% and 56 %, with most teams reaching 3..."

intercom.com/learning-center/intercom-vs-gorgias

145. TrustRadius, January 26, 2026. "Fin does not pass to a human
as quickly as we would like" trustradius.com/reviews/fin-by-

intercom-2026-01-19-06-32-43

146. Article by a competing vendor (nobi.ai), April 25, 2026. "the
conversation passes to a human Intercom agent inside the
same thread with full transcript context" nobi.ai/blog/nobi-vs-

intercom

147. Web (search excerpt), page dated May 5, 2026. "CSAT scores
jump from 64 % with Zendesk to 85-100% after switching to

Intercom" sparrowdesk.com/blogs/intercom-vs-zendesk

148. Web (search excerpt), page dated April 28, 2026. "roughly
50% for Intercom" usefini.com/guides/zendesk-vs-intercom-ai-

support-alternatives

149. Web (search excerpt), page dated April 28, 2026. "Zendesk Al
Agents are sold as part of the Advanced Al add-on at roughly

$50 per agent per month on top of Suite Professional ($115 per
agent per month......" usefini.com/guides/zendesk-vs-intercom-

ai-support-alternatives
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151

152.

153.

154.

155.

156.

157.

158.

159.

160.

161.

. Article by a competing vendor (cosupport.ai), January 8, 2026.

"It delivers about 80% of Intercom's core features at just 20%
of the cost ." cosupport.ai/articles/intercom-competitors-ai-
driven-customer-support

. TrustRadius, February 13, 2023. "Intercom has more features

and is way easier to use and setup."
trustradius.com/reviews/intercom-2023-02-11-13-01-03

Article on softmarque.org, September 9, 2026. "Intercom’s
analytics cover the obvious questions competently and stop
well short of Zendesk Explore." softmarque.org/news/intercom-
review

Article on toolatlaspro.com, May 25, 2026. "/t doesn't feel quite
as fast or conversational as Intercom" toolatlaspro.com/does-
intercoms-automated-support-actually-save-your-support-...

Apple App Store, rated 1/5, December 3, 2020. "We canceled
and recommend you stay away from this company.”
apps.apple.com/us/app/id739927601?see-all=reviews

Reddit (search excerpt), March 23, 2026. "- **“Customer
support tooling for your SaaS"** — A former B2B SaaS team
said Intercom’s per-seat model quietly cost **about $800 per
month for four support agents** with the invoice rising
whenever temporary agent access was needed; they m..."
reddit.com/r/SaaS/comments/1rpbcel/customer_support_tooling
_for_your_saas

Reddit (search excerpt), June 10, 2025. "- **“Intercom Fin for
SaaSs - is it OK or not?"** — A company reportedly replaced Fin
at **seven companies** because its **$1-per-resolved-
conversation** pricing made simple questions costly,
“resolved” conversations could be false positives..."
reddit.com/r/SaaS/comments/118500v/intercom_fin_for_saas_is_i
t_ok_or_not

Web (search excerpt), page dated March 31, 2025. "We
switched to Intercom specifically for Fin and it has exceeded
our expectations for resolution rates."
tooliverse.ai/tools/intercom

Article by a competing vendor (channel.io), September 18,
2026. "Fin's resolution rate hovered around 1%, and the CS
agents ended up turning it off themselves"
channel.io/us/blog/articles/How-Lawfully-Hit-an-85-Al-
Resolution-Rate-in-Unde...

Apple App Store, rated 1/5, May 27, 2026. "If there is another
tool that allows me to access Intercom will look for it."
apps.apple.com/us/app/id739927601?see-all=reviews

Article by a competing vendor (ever-help.com), August 12,
2026. "Say goodbye to your ticket history." ever-
help.com/blog/intercom-alternative-in-2026-8-tools-one-
unpopular-option

Article on saasbonus.com, August 4, 2026. "requires managing
complex REST AP/ pagination rate limits or paying for
enterprise-tier integrations" saasbonus.com/blog-
details/replacing-intercom-with-ai-agents-why-saas-compani...
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https://www.trustradius.com/reviews/fin-by-intercom-2026-01-19-06-32-43
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https://www.sparrowdesk.com/blogs/intercom-vs-zendesk
https://www.usefini.com/guides/zendesk-vs-intercom-ai-support-alternatives
https://www.usefini.com/guides/zendesk-vs-intercom-ai-support-alternatives
https://www.usefini.com/guides/zendesk-vs-intercom-ai-support-alternatives
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https://cosupport.ai/articles/intercom-competitors-ai-driven-customer-support
https://cosupport.ai/articles/intercom-competitors-ai-driven-customer-support
https://www.trustradius.com/reviews/intercom-2023-02-11-13-01-03
https://softmarque.org/news/intercom-review
https://softmarque.org/news/intercom-review
https://toolatlaspro.com/does-intercoms-automated-support-actually-save-your-support-team-or-just-alienate-your-customers
https://toolatlaspro.com/does-intercoms-automated-support-actually-save-your-support-team-or-just-alienate-your-customers
https://apps.apple.com/us/app/id739927601?see-all=reviews
https://www.reddit.com/r/SaaS/comments/1rpbcel/customer_support_tooling_for_your_saas
https://www.reddit.com/r/SaaS/comments/1rpbcel/customer_support_tooling_for_your_saas
https://www.reddit.com/r/SaaS/comments/1l85oov/intercom_fin_for_saas_is_it_ok_or_not
https://www.reddit.com/r/SaaS/comments/1l85oov/intercom_fin_for_saas_is_it_ok_or_not
https://tooliverse.ai/tools/intercom
https://channel.io/us/blog/articles/How-Lawfully-Hit-an-85-AI-Resolution-Rate-in-Under-Two-Months-After-Switching-from-Intercom-2cc5a358
https://channel.io/us/blog/articles/How-Lawfully-Hit-an-85-AI-Resolution-Rate-in-Under-Two-Months-After-Switching-from-Intercom-2cc5a358
https://apps.apple.com/us/app/id739927601?see-all=reviews
https://www.ever-help.com/blog/intercom-alternative-in-2026-8-tools-one-unpopular-option
https://www.ever-help.com/blog/intercom-alternative-in-2026-8-tools-one-unpopular-option
https://www.ever-help.com/blog/intercom-alternative-in-2026-8-tools-one-unpopular-option
https://saasbonus.com/blog-details/replacing-intercom-with-ai-agents-why-saas-companies-switch
https://saasbonus.com/blog-details/replacing-intercom-with-ai-agents-why-saas-companies-switch

162. Article on metageeks.tech, August 2, 2026. "Your qualification 167.
rules, your tone, your escalation ladder, and a year of tuning all
live inside someone else's product."”

metageeks.tech/insights/migrate-off-intercom-fin

163. Article on tryorbye.com, February 2026. "Users locked into 12-

month contracts that force payment even when wanting to

cancel early." tryorbye.com/products/intercom 168.
164. Article on retentioncheck.com, April 23, 2026. "They keep

saying they are 100% focused on Al while the rest of their

product withers away." retentioncheck.com/blog/intercom- 169.

churn-analysis

165. Intercom website: News & Updates, read October 9, 2026. "- -

Cookie Settings - News & Updates | Community - - Skip to main

content - Community - - - Forum Support overview - Recently  170.
active topics - Unanswered questions - News & Updates -

News & Updates 8 - Fin Product Area -..."
community.intercom.com/news-updates-2 171.

166. Web (search excerpt), page dated July 30, 2026. "Intercom is
betting big on its Al chat agent, Fin." deskpro.com/blog/best-

intercom-alternatives

Intercom: Competitive Intelligence Report

Intercom website: Feature Requests, read October 9, 2026.
"...um Support overview - Fin Product Area - Helpdesk - Feature
Requests Answered Feature Requests - Forum/Forum/5 years
ago March 17, 2021 - 1reply - 1433 views - | +1 -
IntercomCustomer - Active User - It would be great if t..."
community.intercom.com/helpdesk-9/feature-requests-440

Apple App Store, rated 1/5, May 24, 2026. "No hyperlinks, no
quick ways to close out a convo."
apps.apple.com/us/app/id739927601?see-all=reviews

Article on techradar.com, June 16, 2026. "Fin's agent resolves
more than three in four (76 %) customer tickets"
techradar.com/pro/salesforce-snaps-up-customer-service-
software-giant-fin-for...

Article on agent-finder.co, June 5, 2026. "A 5-person support
team can be fully operational in a day." agent-
finder.co/reviews/intercom

Article by a competing vendor (zipchat.ai), June 16, 2026.
"implementation takes 2 to 4 weeks despite marketing claims of
“under an hour.”" zipchat.ai/blog/intercom-review
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