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From the back office to the 
boardroom, internal support 
teams – such as HR, Legal and 
Facilities – are now front and 
centre with leadership teams.

Not only are they leading company efforts 
to reimagine the workplace, but they’ve 
also become a vital tool in helping to 
attract and retain top talent as more and 
more workers consider leaving their jobs. 

Companies now compete on how well they 
treat employees, but internal teams 
responsible for this important work aren’t 
getting the support they need to be 
effective. Change is possible – and critical. 
Without it, internal support teams may be 
facing an upheaval of their own with 
higher predicted churn rates over the next 
year than their customer-facing peers.

Luckily, these teams have a clear sense of 
what they need to turn it all around. To  
help businesses understand and correct  
for pain points, we surveyed internal 
support team members and managers  
from 21 countries. Here’s how to keep your 
internal teams, your employees, and 
ultimately your business, supported and 
thriving – no matter what comes next.
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Internal teams are 
in demand and 
under pressure
The role of internal support teams  

has only become more critical and  

visible in recent years. With upwards 

of 40% of workers potentially on the  

hunt for a new role, according to 

Microsoft’s Work Trend Index, companies 

are looking for ways to keep employees 

engaged and happy. At the same time, 

company culture – specifically the  

option for flexible or remote work –  

now plays a powerful recruitment role. 

More UK workers pointed to a flexible 

work environment than higher pay  

when asked what mattered most in  

a job search.

https://www.microsoft.com/en-us/worklab/work-trend-index/hybrid-work
https://www.microsoft.com/en-us/worklab/work-trend-index/hybrid-work
https://www.bankrate.com/personal-finance/job-seekers-survey-august-2021/
https://www.bankrate.com/personal-finance/job-seekers-survey-august-2021/
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For internal support teams, the job has become 
harder, while the spotlight has only become brighter. 
They’ve managed massive shifts in how employees 
work, collaborate, and connect – all while under 
increased pressure from company leadership. From 
navigating the dynamics of remote and hybrid work 
to rolling out new office policies, benefits, and DEI 
initiatives, their role has dramatically widened in 
scope. According to our research: 

The increased scrutiny and pressure is taking a toll. 
Though most internal support team members feel 
like they’ve done a good job at adapting given the 
circumstances, they’re more likely to feel like they 
aren’t being treated well compared to those serving 
external customers. And while they’re managing 
more tickets than ever before, they’re also more 
likely to report being penalised for not resolving 
employee issues quickly enough:

of company leaders now 
recognise a direct link between 
employee service and business 
growth.

of internal support team 
members say their visibility with 
senior leadership is higher than 
ever before.

Demands aren’t only coming from above. Corporate 
employees are also leaning heavily on internal 
teams. In our research, 70% of surveyed teams 
reported an increase in employee requests, while 
86% anticipate an increase in the next year. From 
our own customers, internal support members 
managed 31% more tickets compared to the 
previous year – nearly double the rate seen by 
customer-facing support teams at B2B and B2C 
companies.

68% 

54% 
43%
of internal support team members 
serving corporate employees say 
their team isn’t treated as well as 
others in their organisation – a 
14% higher rate than agents 
serving customers.

agree that they are penalised for 
the rate at which they respond to 
employee inquiries – 23% higher 
than agents serving customers.

That’s a problem for companies looking to stay 
competitive in this new era of work.

32%

Tickets filed by corporate 
employees jumped 31%  
last year – nearly double 
the rates seen by 
customer-facing support 
teams at B2B and B2C 
companies.
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The good news for businesses: internal teams know exactly what they need to do their jobs 
well and it starts with simplifying tools and workflows to make delivering a top-notch 
experience a breeze. The bad news: most employers still aren’t setting them up for success. 
More than half of internal support team members working remotely say their set-up isn’t 
adequate – that’s a 24% higher rate than agents working directly with customers.

With engagement higher than ever, internal teams need to take greater advantage of 
workflows and tools that can streamline existing processes and reduce the burden on their 
teams. As it stands, internal support teams are less likely to have adopted automation 
features like macros or triggers than those serving external customers – making them more 
reliant on getting team members involved to solve tickets. 

C U S TO M E R  S TO R Y 

Automating the work out of workflow
OpenTable, an online reservation and guest management platform, credits 
its finely-tuned internal help solution for its success. “Our salespeople said 
it was cumbersome to submit support tickets to our internal help desk” said 
Russ Gangloff, Director of customer support at OpenTable. “We take these 
complaints seriously because so much of our employee base works remotely, 
and access to internal systems is key.”

Previously, employees had no idea when an internal team member would get 
back to them and tickets had to be submitted via the company network, which 
means that workers were shut out if they couldn’t connect. Now tickets can 
now be submitted off network and are automatically routed to the right team 
– with updates every step of the way. “We keep hearing that we’re so much 
more responsive now” said Gangloff, “but it’s not because the team members 
are doing anything differently. It’s because the system is automatically 
providing feedback to the employee, which we didn’t do before”.

Employees 
supported  
with Zendesk

2K+

Minutes to set 
up Zendesk

30

Requests 
resolved/week

250

Success hinges on a  
simplified experience 
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Help centres are another missed opportunity. Regularly 
updating or adding content can reduce the amount of 
time and effort it takes employees to get the answers 
they need. What’s more, it can also reduce the strain on 
support teams by answering common questions before 
they become tickets – freeing up your internal service 
teams to work on more complex tasks. 

Better employee experiences (and 
business results) start with making 
things easier for your internal teams. 

Here’s what people teams say they need to 
keep employees happy, informed, and 
productive:

 ☐ A regularly updated knowledge base or 
help centre, with the ability to add 
suggestions to existing content

 ☐ More training to improve skills

 ☐ A single view of important business context

 ☐ More collaboration with other departments

 ☐ Switching to a customer service tool that’s 
easier to use

B2B

B2C

Internal
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Growth in the average number of help centre articles by target audience 

Change is based on total year (26 July 2020 to 24 July 2021) vs. the 

previous year (28 July 2019 to 25 July 2020).

Internal help centres have also 
seen slower usage growth rates 
compared to customer-facing 
support teams

Growth in the average number of help centre articles by target audience. 

Change is based on total year (26 July 2020 to 24 July 2021) vs. the previous 

year (28 July 2019 to 25 July 2020). 

In the past year, however, internal teams have 
struggled to grow their help centre content and 
viewership rates. The number of help centre articles 
grew by only 8% in the past year – compared to 14% for 
those serving external customers – while usage rates 
went up by only 5%.

The stakes for inaction are high. In our survey results, 
employee support team members had strong opinions 
about what they need to improve with 1 in 3 predicting 
that their churn rates will rise in the next year – more 
than any other support department. Their managers are 
even more concerned: 42% forecast churn rates to 
increase. 

Internal teams have been slower 
to add new help centre content 
compared to customer-facing  
support teams

11% 14%

5%

B2B B2C

Internal
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Workplaces and workforces will continue to change. How 
well your company navigates these shifts will be critical 
to the health and happiness of your employees – and 
your business. 

To adapt and set the course for future success, your 
internal support teams need simpler, smarter approaches 
to employee support: workflow management tools that 
can free up their time to tackle the harder problems, a 
clear view of the information they need to be effective, 
and a solution that makes it easier to collaborate with 
other departments when help or change is needed. 

By prioritising a streamlined approach to support that 
prioritises data, insights, and technology, you can ensure 
that your teams have the tools and context needed to 
deliver that best-in-class experience that sets your 
company apart.

Powering your business 
with a people-centred 
approach
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Methodology
Data in this report comes from two sources: a survey 
of business respondents and Zendesk Benchmark 
product usage data. 

We surveyed more than 3,511 consumers and 4,670 
customer service leaders, agents and technology 
buyers from 21 countries and organisations ranging 
from small business to enterprise during July and 
August 2021. Results from each survey were 
weighted to remove bias from the survey samples.

Countries surveyed include: Australia, Brazil, France, 
Germany, Japan, Mexico, United Kingdom, India, 
Singapore, South Korea, Benelux (Belgium, 
Netherlands, Luxembourg), Nordic (Denmark, 
Norway, Finland, Sweden), United States, Spain, Italy 
and Canada. 

Zendesk Benchmark product usage data came from 
over 97,500 Zendesk customers worldwide who 
participate in the Zendesk Benchmark. Account 
activity criteria were applied to filter out data from 
inactive accounts. Zendesk Benchmark data is based 
on product usage from July 2020 to July 2021. 



Explore how Zendesk for Work simplifies 

internal support, making it possible for 

teams to focus on the bigger picture.

Set your 
teams up for 
success

https://www.zendesk.co.uk/internal-help-desk/#zendesk-for-it

