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In 2014, Kabeer Biswas decided to 
experiment with a to-do list that executed 
and wrapped up each task on its own. 
The startup functioned as a WhatsApp 
group offering pick-up and delivery 
services, with the team undertaking  
pick-up and deliveries themselves.

In 2015, the team executed as many as 
70 orders per day. They converted the 
WhatsApp group into an app in 2016,  
and the Dunzo app as we know it today 
was born.  

Today, the super app has more than 
75,000 stores on its platform, fulfilling 
over 2 million orders per month for  
users across India’s top 8 cities.



Today, India is home to 500 million 
smartphone users, and this number is 
expected to grow to 800 million by 2022. 
Keeping this in mind, establishing a scalable 
platform has become the #1 aspect for 
Dunzo. The pandemic has only reinforced 
the need for scalability as the app saw 
massive spikes in orders during the first 
and second waves of the pandemic in India.

To aid with this goal, Dunzo moved its 
entire customer service team from a legacy 
platform to Freshdesk Support Desk and 
Freshdesk Messaging. 



While keeping up with the constantly changing 
scenarios of 2020, Dunzo hit upon the ‘secret sauce’ 
to acing mobile-first customer service. In order to 
ensure customer retention and delight, they had to:

Empower their agents and 
delivery partners with the 
right tools and technologies
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Identify the critical areas to integrate 
AI and automation and ensure the 
implementation is well thought-out
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Embrace an agile mindset in 
order to be able to adapt and 
make changes on-the-go

3



Within the Dunzo app ecosystem, it is critical to cater to the 
needs of the agents and delivery partners as they are the 
ones who interact directly with the customers. As the final 
touchpoint that determines a customer’s overall experience 
with Dunzo, the company works to delight agents and 
delivery partners to ensure a delighted app user-base.

Empower 
agents and 
delivery partners
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Measures taken for agents:

• Ensure employees working 
from home have the right 
support infrastructure

• Communicate to customers 
that agents are working from 
home to ensure empathy

• Build out self-service offerings 
to reduce agents’ workload

Measures taken for partners:

• Provide ongoing support 
through onboarding as  
well as on-task and  
post-task activities

• Ensure any issues are 
resolved quickly and efficiently 
to deliver the fastest possible 
service to the app-users

• Communicate possible  
delays due to local  
lockdown restrictions



The powerful scheduling dashboard 
helps to manage appointments, 
balance workloads, and prioritize 
emergency responses. 

No-code bots help simplify complex 
workflows and can ensure that 
customers receive instant responses 
and resolve their issues faster.

Field employees can access 
customer information even when 
offline to deliver delightful customer 
service with the help of Freshdesk’s 
iOS and Android apps.

Field service management 
with Freshdesk
Often, field service management takes place on a completely 
separate platform from customer service. This leaves room for delays, 
miscommunications, and siloed functions. Freshdesk allows the management 
of end-to-end field service operations from right within its helpdesk solution.



The team at Dunzo found that fast responses 
are one of the main drivers of customer 
satisfaction. They turned to chatbots in order 
to be able to resolve queries quickly and 
effectively. 

Today, with the help of Freshdesk Messaging, 
an impressive 60% of all queries are handled 
by chatbots. 

Dunzo achieved this by keeping customers 
at the center of their business. The leaders 
carefully consider what to automate next and 
ensure that the automation is done right so the 
customer satisfaction is not compromised. 

The goal is for chatbot resolution to provide the 
same experience as if handled by a live agent. 

Integrate AI and 
automation effectively
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Mastering self-service and  
AI-chatbots with Freshdesk

Set up a knowledge base that 
brings together the collective 
experience of the team to ensure 
everyone is on the same page.

Integrate answer bots to enhance 
your support and help customers 
find the best answer from your 
knowledge base at any given time.

Build out a community that 
leverages past discussions to help 
new customers find answers on any 
topic without agent intervention.

Self-service and chatbots are scalable solutions to handling large volumes 
of support queries. Customers want instant answers to simple questions 
without needing to wait to speak to an agent, and agents would prefer to 
avoid spending a lot of time answering repetitive questions.  



2020 was, in a word, unpredictable 
– and this was doubly true for 
a consumer-focused, on-the-
ground business like Dunzo. The 
company’s ability to adapt quickly 
to changing situations and make 
spot decisions served them well 
through the pandemic. 

In addition to this, any feedback 
regarding the app and platform are 
conveyed to the respective teams 
to ensure constant reinvention  
and innovation.

Embrace an 
agile mindset
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“Our endeavor is to resolve customer queries in real-time, usually order-
related, like order status or item related questions on an active delivery. 

This means resolutions need to be immediate, and chat becomes the 
most accessible channel to ensure that. We needed a platform that was 

sophisticated to handle high volume and support our load.”

Arvind Prashanth 
Program Manager, Dunzo



Delight your customers with effortless 
omnichannel service. Engage in more 
meaningful conversations every day, 
across every channel with Freshdesk.

Ready to take the next step?  
Email us at experience@freshworks.com

Join the 
Freshdesk 
family
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