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Cost savings and business benefits enabled by Zendesk
The cost of running a customer service organisation compounds as your business grows. Whether it’s reducing 

capital expenditure or only paying for what you need, adding digital channels to your customer service centre or 

unifying agent knowledge into a single desktop – deploying a secure, reliable and open platform can mean 

significant short-term and long-term cost savings for companies of all sizes.

Zendesk Suite offers digital-first experiences and can help you streamline costs and improve efficiency without 

short-changing customers on the customer experiences they’ve come to expect.

Forrester created a Total Economic Impact™ framework after interviewing seven decision-makers in large 

enterprises using Zendesk. The framework identifies the costs, benefits, flexibility and risk factors that affected 

their decision. The quantified and qualified benefits show that a composite Zendesk customer experienced 

benefits amounting to $31.2 million over three years versus costs of $8.1 million. This equates to a net present 

value (NPV) of $23.1 million and an ROI of 286%, showing a return in less than 6 months.

The Total Economic Impact™ 
of Zendesk

Primary challenges Solution requirements

Before investing in Zendesk, organisations generally worked from 

shared inboxes or homegrown solutions and found it impossible to 

scale or add additional channels.

• Low visibility into customer issues and customer service 

workflows

• Wasteful manual effort for IT teams

• Repetitive customer enquiries consuming agent time

• Inability to scale customer interactions or add new digital 

channels

• Limited ability to integrate with other business technologies 

already deployed

The interviewees’ organisations looked for a solution that could:

• Save time for agents with improved visibility, stability and 

automation features

• Save time for developers with easy-to-build and easy-to-

configure integrations, including the ability to reuse pre-existing 

API integrations

• Enable their customer service organisations to scale and add 

channels while avoiding unnecessary recruitment

• Be implemented and expanded quickly and easily to allow for 

faster time-to-value
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Cost savings thanks to deflected contacts
and reduced handle time

After implementing Zendesk, organisations quickly 

experienced deflection savings through automation and 

self-service capabilities. Process and stability 

improvements also reduced the time required to handle 

remaining contacts. 

• 15% deflection of total contacts using tools like 

automated chatbots that solve issues without agent 

input, mass-reply to issues and enable self-service 

options for customers

• 40% time savings on remaining contacts down to 

increased visibility and stability

Reduced recruitment thanks to improved
agent efficiency

Agents using Zendesk were able to handle higher 

volumes of work thanks to the intelligent workflows 

created with the agent desktop. Automations like 

chatbots and self-service handle the simpler and more 

repetitive tasks, allowing agents to manage a higher 

volume of complex work. This all came together to allow 

the composite organisation to reduce its agent 

headcount by up to 15% as they implement more 

Zendesk features and integrations.

Analysis of benefits

Faster integration and time savings

Zendesk’s ease of configuration and integration options 

were key differentiators from competing solutions that 

allowed organisations to implement quickly and begin 

enjoying the benefits faster and with less effort. 

• 20% savings on developer headcount after 

implementing Zendesk instead of a different customer 

service platform

• 15% time savings thanks to easier configuration and 

development as the organisation adds more

Zendesk features

Additional annual revenue

Zendesk is more than just a customer service solution. It's 

also the perfect pre-purchase engagement solution for 

buyers because it uses bots to encourage purchases on 

landing pages whilst also providing agents with valuable 

information for upsells.

• 8 - 10% increase in average conversion rate over three 

years

• 23% increase in average order value with sales assisted 

by Zendesk
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Customer service costs compound with growth and outdated, disparate systems hinder productivity throughout 

an entire organisation. Adopting new technologies to meet evolving customer behaviours and service needs 

requires the right budget and staff. Organisations can streamline costs by deflecting contacts, reducing handle 

time and avoiding unnecessary recruitment without short-changing customers on the customer experiences 

they’ve come to expect. The following results are for a composite organisation:

• $21.7M cost savings from deflected contacts and reduced handle time

• $8.2M saved on recruitment thanks to improved agent efficiency

• $1.0M in time-to-value savings thanks to faster integration and deployment

• $224.5K additional annual revenue generated by extending the service platform

Zendesk Suite integrates with existing solutions to provide digital-first experiences over any channel. Zendesk 

provides the data, intelligence and time-saving automations that teams need to operate effectively, handle 

complexity and scale. Its value is immediately clear as soon as it's implemented and only becomes clearer over 

time as you expand further.

Analysis of costs

Find out more about the potential return on investment from 
implementing Zendesk in The Total Economic Impact™ of Zendesk 
– a study conducted by Forrester Consulting on behalf of Zendesk, 
which was commissioned in December 2021.

Read the full study here. 
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