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Leading brands differentiate themselves with great customer service and experiences. In order to provide 

first-rate service at scale, enterprises must invest in technologies and solutions that provide the data, intelligence 

and time-saving automations teams need to operate effectively and handle complexity at scale. 

Vimeo, a SaaS company at the forefront of the video industry, empowers video creators by providing them with 

the tools and technology they need to create and share high-definition videos across a range of devices. 

As Vimeo’s customer base grew over the years, they found that their traditional support tools — phone and 

shared inbox — would not scale due to the manual effort required. 

They needed a system that could provide structured digital support, generate performance reports and integrate 

with other core applications.

Zendesk commissioned Forrester Consulting to construct a Total Economic Impact™ (TEI) framework through interviews with seven decision-
makers at large enterprises using Zendesk, to identify the costs, benefits, flexibility and risk factors associated with the software. This study 
included a customer spotlight, Zendesk provides Vimeo with a flexible solution to easily scale customer support operations.

Zendesk provides Vimeo with
a flexible solution to easily scale 

customer support operations

“We engaged Zendesk to bring structure and 
organisation to the support organisation.”

Director of Systems and Service Technology
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Challenges Vimeo was facing:

• Digital support organisation lacked structure

• Manual tools did not scale

• Legacy tools were difficult to track and report 

• Support systems needed to be integrated 

with other core applications quickly and with 

minimal resource investment

Upon implementing Zendesk, 
Vimeo was able to:

• Deflect 30% of tickets with self-service 

tools by directing billing and refund 

contacts to self-service channels enabled 

by Zendesk’s knowledge base and 

community platform features

• Integrate with other business applications 

to enhance customer experience and 

improve agent efficiency

• Route support requests to the correct 

teams and provide customer context to 

accelerate response times

• Enhance reporting capabilities and insights 

into customer contacts

• Improve the overall agent experience

“Our Zendesk build was 
super easy to set up and 

didn’t require a heavy 
cost to support it.”

Director of Systems and
Service Technology

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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