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Dharana Capital’s partnership with Urban Company represents a major growth
opportunity for the developing Indian home services industry. Since its inception in
2014, Urban Company has developed into a premier platform, which offers customers
professional services across beauty, wellness and home maintenance categories. With
a focus on quality and customer experience, Urban Company has organized the
otherwise dispersed services market into a safe and well-organized marketplace.

In 2023, Dharana Capital made a substantial investment in Urban Company worth !
400 crore (approximately $50 million) in a secondary share purchase from early
investors and employees [1]. The strategic investment provides Urban Company staff
with financial liquidity and simultaneously enhances investor confidence in both the
business operations and expansion prospects. The alliance between Urban Company
and Prosus Holding places both firms optimally for continued business success
because of the rapid home services sector’s expansion [2].

This research examines Urban Company’s business strategy, new business model, and
strategic moves that have made its growth possible. Additionally, this research
examines the effect of investment by Dharana Capital according to the Grand Strategy
Matrix, such as an in-depth analysis of potential growth strategies that Urban
Company can adopt in order to remain competitive in an ever-changing market
environment.

Urban Company Overview

Urban Company, previously UrbanClap, is a groundbreaking Indian technology
platform that allows for connectivity between consumers and local service providers
across sectors such as beauty, wellness, home maintenance, and professional services.
Founded in 2014 by Varun Khaitan, Abhiraj Bhal, and Raghav Chandra, former
employees of The Boston Consulting Group, the co-founders saw a large gap in the
marketplace for
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a reliable and reputable set of service providers. The co-founder’s vision was to build
a platform that would simplify home services procurement, driven by their own
frustrations in acquiring such services.

Urban Company’s services span key Indian metros such as Delhi NCR, Mumbai,
Bangalore, Chennai,

Pune, Hyderabad, and Ahmedabad, in addition to its international presence in areas
such as the United Arab Emirates, Singapore, and Australia. In 2021, Urban Company
operates through a professional force of 55,000 verified and trained personnel who
deliver services to more than 5 million clients.

Urban Company provides more than 150 distinct services which demonstrate its
broad reach in home services domain [3]. (Refer to Exhibit 1).

Founders’ History and Founding Story

The co-founders’ background in The Boston Consulting Group exposed them to the
challenges of locating reputable providers of services such as plumbing, electrical
services, and beauty services for basic tasks. The co-founders saw a large gap in the
marketplace and created a platform using technology to link verified professionals to
clients.

1% The initial focus: Urban Company commenced its operations with a few core
home service categories considered essential and then extrapolated to include services
based on user uptake.

1% Rebranding: UrbanClap was rebranded to Urban Company in 2020 to fit its wider
offer of services and ambitions for global expansion with markets like Australia and
Singapore [4].

Market Context

Urbanization and rising disposable incomes propel further the growth of the Indian
home services market. With the digitalization of all avenues in the service delivery
sector post-COVID-19, let alone homes, companies like Urban Company grow
increasingly relevant.

Market Trends:

e Opportunities for growth: The market is estimated at $50 billion currently, with
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decent expected growth rates in the coming couple of years.

e Technological Integration: Companies utilize technology to enhance the
efficiency of service delivery and customer satisfaction.

e Investment Climate: Intense interests shown by venture capitalists in the home
services space means that probability for growth is high.

Competitive Landscape for Urban Company

Urban Company is based in a competitive and dynamic environment in the fast-
growing Indian home services market, which is expected to grow tremendously in the
future. As a market leader in this industry, Urban Company has competitors in the
form of several players, with major competitors being NoBroker, which has also been
funded by Dharana Capital.

Competitive Rivals: Housejoy functions as a competing service against Urban
Company after its 2015 foundation as an Amazon-funded business which covers
cleaning and home repairs. Urban Company gains competitive advantages because of
its substantial financial backing, which allows price reduction and broad service
offerings. The main challenge from local service businesses stems from their lower
pricing structure, yet they cannot match Urban Company’s rigorous screening
procedures for service quality. The growing demand for home services has attracted
new market entrants who are intensifying competition causing Urban Company along
with other leaders to persistently innovate. (Refer to Exhibit 2).

Urban Company’s Competitive Strengths: Due to their robust brand identity Urban
Company provides reliable quality services to more than 5 million clients who value
them at approximately $2.18 billion. The company runs a robust quality control
system that performs thorough checks on new service providers to maintain service
consistency. The company diversified its revenue streams beyond core services to
consumer products such as smart RO water purifiers to reduce risks. Business
operations become more efficient and customer friendly through ongoing technological
investments which results in business profitability. The company successfully
obtained greater than $440 million in funding from early-stage investors which
provides financial support for business expansion and marketing activities. (Refer to
Exhibit 3).

NoBroker’s Position: The property brokerage fee elimination service of NoBroker
shifted toward home maintenance and cleaning operations to become a direct
competitor



Strategic Insights from Indian Corporates — Management Real-Life Case Studies 109

of Urban Company’s market sector. The funding alliance between Dharana Capital
demonstrates both the growing competition among home service providers and
investors’ trust in these two companies. The entry of NoBroker into value-for-money
services creates additional competition in the market segment by appealing to price-
conscious homebuyers.

Business Model

The business model of Urban Company functions as a two-sided marketplace through
which they unite service providers with customers. The model will provide quality
services with user convenience as its primary design objective.

e Service Providers: The recruitment of professionals at Urban Company requires
candidates to pass through extensive onboarding steps which integrate background
evaluations along with skill evaluation tests and educational training sessions.
This guarantees the best people are approved to deliver services on the portal.
Service providers can independently create their profiles and get job requests
based on their work timings. Urban Company takes a commission of around 10-
20% on every transaction that occurs through the platform.

e Customers: Users can view nearby service options easily according to their
location requirements through the platform. Users can make safe payments and
book services on the website through secure online interfaces in addition to rating
and reviewing services to provide quality feedback. The website enables
customers to verify service providers through its open information system.

Urban Company generates most of its revenue through a commission-based
business structure because this model accounts for approximately 85% of their
total income. The remaining 15% of revenue comes from lead generation services
that Urban Company provides to photographers and event planners among other
professionals [4]. (Refer Exhibit 4).

Dharana Capital Overview

Dharana Capital is a VC investment firm founded by Vamsi Duvvuri to focus on
India-based high-growth start-ups. The firm makes secondary investments that create
liquidity for early investors while investing in growth-stage companies.
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Key Highlights

Investment Strategy: Dharana Capital specializes in secondary transactions which
offer liquidity to current shareholders as well as financial growth of the firms.

Recent Investment: The company invested ! 400 crore (equivalent to $50 million)
into Urban Company through purchasing secondary shares from early investors
along with employees. This ESOP deal represents the largest stock ownership plan
liquidity event in Urban Company’s historical record [1].

Board Representation: After making this investment Vamsi Duvvuri becomes a
non-executive board director at Urban Company to provide strategic insights that
will support upcoming growth initiatives.

Strategic Implications of the Investment

1.

Providing more Liquidity to Employees: The investment allows Urban Company
employees to sell their holdings under the largest ESOP liquidity program to date.
Not only does this encourage employees but also strengthens their allegiance to
the company.

Governance Deepening: Board membership by Duvvuri adds richness to Urban
Company by bringing onboard a mature investor who has precious insights and
experience regarding scaling startups and is also highly conversant in the process
of scaling.

Market Positioning: Through its capital investment Urban Company strengthens
its market position in an expanding industry that expects to reach $75 billion
within five years. The financial resources obtained through this investment enable
Urban Company to build additional service capability and strengthen
infrastructure alongside increased promotional activities.

Business Model Validation: The large investment demonstrates investor
confidence in the way Urban Company operates its partner enablement model
through its full-stack framework. The endorsement opens new opportunities for
additional investments and partnership opportunities.

Moving Forward...

The latest * 400 crore ($50 million) funding by Dharana Capital is key to Urban
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Company’s future. Such funding provides much-needed liquidity to employees
through a large employee stock ownership plan (ESOP) liquidity event, as well as
sustains investor confidence in Urban Company’s business model. As a non-executive
director, Vamsi Duvvuri brings vital strategic direction to enhance operational
efficiency and business expansion plans of the company.

Urban Company needs to use the Grand Strategy Matrix (GSM) to manage industry
competition while accessing growth opportunities. GSM serves as a strategic tool
which reveals how a firm stands regarding market development and competitive
position. The GSM consists of four strategic zones which demonstrate alternative
business choices according to current firm positions:

e Quadrant I: Strong Competitive Position & Rapid Market Growth
e Quadrant II: Weak Competitive Position & Rapid Market Growth
e Quadrant III: Weak Competitive Position & Slow Market Growth
e Quadrant IV: Strong Competitive Position & Slow Market Growth

Urban Company falls in a grey area between Quadrant I and Quadrant II of the Grand
Strategy Matrix, indicating a strong competitive position in a rapidly growing market
(Quadrant I) while also facing challenges in a moderately competitive market with
stable growth (Quadrant II). (Refer to Exhibit 5).

e Quadrant I: Urban Company continues to thrive in a fast-growing industry,
leveraging its strong brand reputation and customer trust to maintain a competitive
edge.

e Quadrant II: Despite its strong positioning, Urban Company still faces
significant competition from local players in the market. As the market matures, it
must navigate this competition while focusing on optimizing operational
efficiencies and exploring strategic alliances to sustain its market leadership.

The company’s dual positioning reflects its need to balance aggressive growth
strategies in a fast-evolving industry with strategic adaptations to counter the
pressures from local competitors in a more stable market segment.
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Factor tiliz for rant Positionin
1. Market Growth Rate:

The Indian home services market is likely to grow at a fast rate due to
urbanization and increasing disposable incomes. The market is likely to touch $75
billion in five years [2]. This high growth rate indicates tremendous opportunities
for expansion.

2. Competitive Position:

The trust of customers toward Urban Company stems from their extensive quality
control systems and service offerings that create a strong brand image. The
business model of Urban Company depends on thorough employee screening and
fixed pricing structure to deliver improved satisfaction to customers [7].

3. Financial Performance:

The company’s financial records show both rising revenue numbers and falling
losses because of its successful cost management and operational efficiency [8].
The business becomes more competitive after establishing profitability at the
profit before tax level.

4. Market Demand Dynamics:

The demand for home services keeps increasing because consumers now prefer to
buy convenient high-quality products [2]. The technology-based approach of
Urban Company successfully satisfies these market needs.

Strategies Recommended

1. Market Penetration

Strategy: The company will expand its market dominance in current urban
markets by developing better customer acquisition strategies together with service
delivery optimization.

Justification:

e Strong Demand: The home services industry shows robust expansion because
cities continue to grow and individuals accumulate more disposable funds. The
existing
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brand of Urban Company allows it to attract more customers to high-density urban
markets which present substantial home service demand [6][9].

e Customer Acquisition Campaigns: Urban Company has successfully executed
customer acquisition campaigns for services with high demand such as cleaning
and beauty therapies. They can effectively increase their market share by
maximizing advertisement expenditure and applying focused promotion [8] [6].

e Retention through Quality: Maintaining service quality at the highest level, Urban
Company is able to ensure customer satisfaction, repeat business, and word of
mouth. High Net Promoter Scores (NPS) indicate that customers will return if
satisfied, which further indicates that the penetration strategy is successful [8].

2. Product Development

Strategy: Broaden the services offered to cover more specialized and niche home
services.

Justification:

1% Diversified Service Portfolio: The service diversity at Urban Company reaches 80
categories while more service additions can emerge from consumer demands and
market direction. The company has the potential to reach new customer categories
through its expansion into wellness services and home automation services [9] [10].

e Consumer Insights: Market research data helps Urban Company select emerging
consumer trends which lead to service development. The innovative customer
preference understanding at Urban Company serves as a competitive advantage to
develop new offerings that match market evolution demands [9] [5].

e Full-Stack Approach: Through its commitment to training and provider support
Urban Company can preserve its successful quality standards for new services
[10].

Conclusion

The partnership between Urban Company and Dharana Capital marks a major
development for the Indian home services industry. As the industry leader Urban
Company provides consumers with skilled service professionals through its platform
while maintaining its dedication to both quality and customer satisfaction. Through its
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investment Dharana Capital gives staff essential funding while strengthening investor
confidence in Urban Company’s business structure. The investment from Dharana
Capital gives staff essential financial support and enhances stakeholders’ confidence
in Urban Company’s business approach.

Urban Company has the option of using its position in Quadrant I of the Grand
Strategy Matrix to follow growth strategies such as market penetration, product
development, and geographic expansion aggressively in the future. Future
considerations must be based on enhancing services and investments in technology to
continue its competitive edge.

Contemplations and Questions

The forthcoming growth trajectory of Urban Company requires it to find equilibrium
between its fast market expansion and maintaining service quality. The company requires
strategies that will lead to optimal success in its market entry initiatives. The company
needs strategies to maximize its technological advantages which will strengthen
customer interactions. The company needs to prioritize these factors to maintain its
market leadership during its development as a leader in competitive home service
operations.

EXHIBITS:

Exhibit 1: Admin. (2023, June 20). Business Model of Urban company and revenue
model. DxMinds. https://dxminds.com/business-model-of-urban-company-and-revenue-
model/
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Exhibit 2: Partial home painting consultation near me. (n.d.). Urban Company.

Why is UC quality better?

Category

Quality
Assurance

Measurements
and Scoping

Quality
Checks

Patches/
Bubbles

Paint crack
and peel off

Pay only
after satisfaction

<

Through Laser
Meter &
Moisture Meter

<

Daily Physical +
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Mandated drying
time

Zero cracks
Fixed ratio for
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Local

]
o
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or method

Occasional
Check

Patches might
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Uneven drying
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no standard
mixing ratios

https://www.urbancompany.com/near-me/painting-shp-survey-near-me

Urban Company’s

quick SWOT analysis

{3

Ample liquidity, minimal

infrastructure cost

WEAKNESS

No guarantee in demand
throughout the year

One platform,
many services

e THREAT

Rising competition,

no customer loyalty,

employee retention

Exhibit 3: Prathik Desai, DHNS, Prathik Desai, & DHNS. (2022, May 30). Urban
Company rides on pandemic-led home services wave. Deccan Herald.
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https://www.deccanherald.com/business/urban-company-rides-on-pandemic-led-home-
services-wave-1113625.html

URBAN COMPANY BUSINESS MODEL CANVAS

KEY ACTIVITIES

KEY PARTNERS

Automated matchmaking
using algorithms

VALUE PROPOSITIONS

CUSTOMER RELATIONSHIPS

CUSTOMER SEGMENTS

Technology development and maintenance
Background check and verification costs
Marketing and customer acquisition

expenses

Salaries and operational costs

Services with Fixed Charge

+ Users pay for services through the app
+ Fixed commission is taken from this revenue

Services with Fee
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fitness trainers, « Platform maintenance « Trustworthy feedback mechanisms various services

and updates : L o Regularupdatesand new « Busy professionals
e:i uca‘t kD + Marketing and customer service providers features based on user seelfir':
electricians, acquisition due to thorough feedback &
plumbers, « Lead generation and background » Trust-building measures convenience
photographers, sponsored listings checks (verifica:ion and safety + Individuals
etc.) « Fixed and pratocols) requiring specific
. Background check KEY RESOURCES trs‘m_sparent CHANNELS services (heaut.y,
and police pricing for fitness, education,
verification * Technology it etc.)
services infrastructure (Al and ML * Al-driven » Mobile app
hnol capabilities) personalized « Website
* Technology + Database of verified service ial di d
partners for Al service providers recormmendations ° S°'I:_'a 3 ': :I"'
and ML i ovohnratlll 2ulng maria g
integration it satisfaction * Word of mouth
+ Mobile and web app guarantee and referrals
platforms
COST STRUCTURE REVENUE STREAMS

« Lead generation and sponsored listing fees charged to service providers
+ Professionals pay a fee to accept customer requests

« R from

ful trar

if customers are satisfied

Exhibit 4: Kapoor, M. (2024, May 16). Urban Company Business Model | How does
Urban Company Makes Source: Money.StartupTalky. https://startuptalky.com/urban-
company-business-model/
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Exhibit 5: GSM Model for Urban Company made using Canva

GRAND STRATEGY MATRIX
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