
support@zendesk.com     |     @zendesk zendesk.co.uk

Digital transformation was already vital to surviving in 

the ever-evolving digital economy and meeting the 

increasing customer expectations it generates. But the 

environment of constant change, driven by COVID-19, 

has made the topic of business transformation – and 

how to do it well – more relevant than ever.

Digital transformation isn’t just about “bringing efficiency 

to outdated business operations” or “reducing 

operational costs”. That’s the bare minimum. Successful 

transformation is a continual process of using digital 

technologies and strategies to fundamentally change 

your organisation’s culture, business and operating 

processes, and customer experience.

It’s true, initiating any modicum of digital transformation 

involves large changes at the top of the organisation: 

reimagining the business model, reskilling employees, 

and embarking on an ongoing journey of 

experimentation and iteration. 

So why do it? Because the alternative to change is 

obsolescence. 

No matter how advanced you are in your digital 

transformation journey, there is likely an entity – either a 

mega-competitor or a startup – that is getting ready to 
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Provide teams and departments with the tools and data they need to rally around customer 
needs, embrace change, and identify upsell opportunities to accelerate revenue growth.

disrupt your industry. And, chances are very high that 

the incumbent can offer customers instant access to 

their product or service through a super seamless 

interface, backed by 24/7 customer support. 

Digital transformation can affect every aspect of your 

business, but most importantly it provides the ability to 

streamline processes and impart insights to teams 

across the entire business. This results in better 

customer interactions that positively impact your 

bottom line. 

As CX leaders continue to emphasise the importance 

of providing exceptional customer experience, 

investment in technology that can maximise every 

customer contact – and the tools required to manage 

that technology – are unquestionably essential.

Now is the time to rethink the role of their organisation 

and start taking progressive steps on driving growth to 

continuously meet growing customer and employee 

needs. In this post-pandemic shift, to get ahead of the 

competition, companies must go beyond putting out 

fires and meeting the status quo, to implementing and 

optimising strategies that scale.

Transform service in pursuit of growth
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In order to digitally transform customer service, 

businesses need rapid, effective implementation and 

onboarding, increased visibility into data sources, easy 

integration with existing solutions, the ability to quickly 

and simply add channels, and also automating time-

consuming tasks.

Businesses which empower teams to access complete 

customer profiles across channels using transactional 

information from a centralised desktop can handle a 

greater number of enquiries, achieve higher first 

contact resolution rates, help strengthen customer 

loyalty and improve business outcomes. 

Keep these three themes in mind when embarking 

upon your transformation journey: 

1. Build an ecosystem

Businesses should think of their tech stack as an 

ecosystem of tools that coordinate sophisticated 

behaviour, systems and information behind the 

scenes, providing technology that is invisible to 

customers on the front end while ensuring teams 

using that technology on the back end don’t have to 

overthink.

Integrate with core business applications to populate 

key customer data into your support platform, 

Connecting digital transformation 
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providing agents with the context required to resolve 

customer questions quickly, deliver proactive support 

and turn interactions into revenue generating 

opportunities.

2. Focus on time-to-value

Innovative organisations are proving that generating 

transformation value shouldn’t have to take years or 

even months. 

Achieve faster time-to-value by deploying a modern CX 

platform with built-in capabilities and best practice that 

allow you to customise, integrate, automate and 

optimise your customer experience both in real-time 

and in the future. 

3. Strengthen customer-centric agility

Digital transformation enables an organisation to grow 

in new and innovative ways, react to changing market 

conditions and handle future disruptions. 

Successful organisations lean into what customers 

want and away from products, services or offerings 

customers don’t need. They quickly adjust to market 

trends without being hindered by their technology

or processes.

Zendesk offers a complete customer service solution that increases 
operational efficiency and upsell opportunities through service 
interactions with valuable data that generates more revenue.

Learn more about our Enterprise solution and the 
ROI of Zendesk. 


