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Zendesk Provides Fortune 500 Insurance Organization 

With A Customer Support Solution, Improving Service And 

Performance For Both Employees And Customers

 

Leading brands differentiate themselves with great 

customer service and experiences. To provide first-

rate service at scale, enterprises must invest in 

solutions that enable their teams to provide rapid 

support across multiple channels. Zendesk provides 

organizations with a robust set of capabilities to 

easily connect with customers that can grow and 

adapt with ever-changing operations and customer 

expectations, all while delivering reliable, stable 

performance. 

To better understand the benefits, costs, and risks 

associated with Zendesk, Zendesk commissioned 

Forrester Consulting to interview seven decision-

makers at organizations with more than a year of 

successful use of the product and conduct a Total 

Economic Impact™ (TEI) study.1 

This abstract will focus on one of the organizations 

examined for the original study: a Fortune 500 

financial service/insurance organization. This piece 

will discuss the insurance organization’s use of 

Zendesk, and its value to the organization’s various 

teams, including its tier 1 support, client services 

group, and CRM team. 

INVESTMENT DRIVERS 

The insurance organization faced several challenges 

that prompted its investment in Zendesk: 

• Inefficiencies due to siloed channels. Before 

Zendesk, the insurance organization lacked a 

cohesive ticketing system that both its support 

agents and customers could follow. This meant 

that issues had to be resolved during the course 

of several time-consuming phone calls. The 

assistant director of customer service solutions 

told Forrester: “We really value the ability for 

agents to update tickets — even via mobile or on 

the go — and carry on a back-and-forth via email, 

as opposed to picking up the phone and leaving 

voice messages and repeatedly following up.” 

• Ability to improve agent productivity with 

customization. Prior to investing in Zendesk, the 

insurance organization used a patchwork of 

competing solutions to cover its customer service 

Integration developer time savings 

5% 

Agent capacity increase 

43% 

READ THE FULL STUDY 

“We have a fairly unique use case with 

Zendesk. … We have many different 

support groups using Zendesk.” 

Assistant director of customer service 
solutions, insurance 

https://go.forrester.com/
https://www.zendesk.com/blog/total-economic-impact-of-zendesk/
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needs. As a result, it lacked the flexibility to grow 

and evolve its channel strategy to meet changing 

customer expectations. Also, its inability to 

provide a seamless, one-solution approach to 

customer service made accomplishing tasks 

unnecessarily laborious for agents. The assistant   

director of customer experience explained: “We 

didn’t have too much in terms of customization in 

our previous solutions. … I believe now we have 

a lot more customization options to help with 

agent efficiency and reduce average handle 

time.”  

• Need for overall improved stability and 

reliability. The insurance organization’s prior 

solution lacked basic reliability. The manager and 

technology training team lead explained: “One of 

the biggest issues we had is that the previous 

system that we were using, quite frankly, was 

very slow and very unreliable. It would crash a 

lot, and when it did, you would lose all of your 

ticket notes, which was extremely frustrating.” 

This resulted in a slower, worse experience for 

both customers and customer service agents. 

Worse, it eroded customer trust, which is 

paramount to maintaining vital customer 

relationships in the industry. 

KEY RESULTS 

Zendesk provides the insurance organization with a 

flexible, extensible customer support platform. The 

insurance organization can continue using other 

services as needed, but it found that with Zendesk, it 

has capabilities around stability, customization, 

adding new channels, and easily expanding to new 

teams that it lacked before. In-depth benefits accrued 

include: 

• Average time savings of 10 minutes per ticket 

by switching channels. Before Zendesk, the 

insurance organization was limited to tackling 

most customer-support tickets by phone, which is 

by far the slowest and costliest channel. 

Zendesk’s omnichannel capabilities such as chat, 

FAQs, and public-response capability through 

user forums and mass responses to tickets 

provided the much-needed ability to shift 

engagements into faster, cheaper channels, or to 

avoid them altogether via self-help. The manager 

and technology training team lead explained: “We 

don’t have to make calls now.  We just send 

emails and solve the tickets. The only time we 

still call is when we’re working with somebody 

who just doesn’t read their emails. It’s a lot easier 

to just send that public reply than it is to make a 

call to someone, especially if they’re in a different 

working situation. Maybe they’re working 

remotely, and they don’t have their office phone 

with them. Overall, we’re probably seeing about 

10 minutes of savings per ticket.” 

• Improved ability to scale due to 43% increase 

in agent efficiency. The time savings outlined 

above came at a pivotal time for the insurance 

organization, and they enabled it to keep up with 

overall company growth. The assistant director of 

customer experience said, “Our call volumes are 

increasing, and our intake is increasing because 

we are supporting more apps for more hours over 

more channels.” The manager and technology 

training team lead elaborated: “We used to have 

each agent handling 80 people. Now, we’re at a 

115-customer to agent ratio.” 

• Better performance and stability saves 

several minutes on hundreds of tickets per 

week. Compared to prior solutions, Zendesk 

provides front- and back-end time savings for the 

insurance organization due to superior technical 

performance. The manager and technology 

training team lead said: “Our previous system 

crashed multiple times a week. With Zendesk … 

it’s significantly more reliable.” Each crash would 

wipe any notes or history on each impacted 

ticket, so Zendesk enabled savings of 3 to 5 

minutes on hundreds of tickets several times per 

week. 
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• Realized 5% time savings with improved 

customization and integration capabilities. 

The insurance organization’s interviewed 

decision-makers told Forrester that the 

development team realized significant time 

savings on maintenance of integrations from 

Zendesk compared to its prior integrations, and it 

enabled new integrations around chat and project 

management software. The assistant director of 

customer service solutions explained: “This is 

one of the biggest benefits of Zendesk for us. All 

these other tools have to be updated to this 

release or this version. It requires so much time 

to retest integrations, adjust the platform, [and] 

adjust configurations … One of the biggest 

savings we have with Zendesk is the fact that 

they go and test all their upgrades on their own 

and then they just release it.” The assistant 

director estimated that 25 to 50 developers and 

IT staff members realized 5% time savings solely 

due to Zendesk’s superior processes enabling 

faster, simpler updates. 

• Improved visibility. Compared to prior 

customer-support solutions, Zendesk provides 

the insurance organization with improved visibility 

into important performance metrics. The assistant 

director of customer service solutions said: “We 

definitely have more insight into CSAT now than 

we did before. We’re able to see more of the 

results. We’re able to ask for more feedback.” 

• Improved customer satisfaction. After 

implementing Zendesk, the insurance 

organization saw improved time-to-resolution and 

higher CSAT scores. The manager and 

technology training team lead told Forrester: 

“Zendesk has definitely improved the customer 

experience thanks to the self-service portal. 

Users can just click on a link on their ticket to 

view their status. They can put it in messages. 

They can request status updates and 

escalations. … While people may be unhappy 

with having to make a ticket, they’re happy with 

the overall experience.” 

“[Zendesk] is pretty much seamless to us 

when they upgrade. We don’t have to go 

and retest our integrations every time.” 

Assistant director of customer service solutions, 
insurance 

“Zendesk’s knowledge base and help 
center is much better than our prior 
solution in terms of being able to search 
for answers. Public replies are also a 
huge win.  Before, we were never able to 
really respond to emails and get better 
and faster communication.” 
 
Assistant director of customer service solutions, 
insurance 
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Appendix A: Endnotes 

 
1 Total Economic Impact is a methodology developed by Forrester Research that enhances a company’s  
technology decision-making processes and assists vendors in communicating the value proposition of their 
products and services to clients. The TEI methodology helps companies demonstrate, justify, and realize the 
tangible value of IT initiatives to both senior management and other key business stakeholders. 

DISCLOSURES 

The reader should be aware of the following: 

• The study is commissioned by Zendesk and delivered by Forrester Consulting. It is not meant to be a competitive analysis. 

• Forrester makes no assumptions as to the potential ROI that other organizations will receive. Forrester strongly advises that readers use 

their own estimates within the framework provided in the report to determine the appropriateness of an investment in Zendesk For 

Enterprise. 

• Zendesk reviewed and provided feedback to Forrester. Forrester maintains editorial control over the study and its findings and does not 

accept changes to the study that contradict Forrester’s findings or obscure the meaning.  

• Zendesk provided the customer names for the interview(s) but did not participate in the interviews. 

ABOUT TEI 

Total Economic Impact™ (TEI) is a methodology developed by Forrester Research that enhances a company’s technology decision-making 

processes and assists vendors in communicating the value proposition of their products and services to clients. The TEI methodology helps 

companies demonstrate, justify, and realize the tangible value of IT initiatives to both senior management and other key business stakeholders. The 

TEI methodology consists of four components to evaluate investment value: benefits, costs, risks, and flexibility. 

 

© Forrester Research, Inc. All rights reserved. Forrester is a registered trademark of Forrester Research, Inc. 

 

TOTAL ECONOMIC IMPACT ANALYSIS 

For more information, download the full study: “The Total Economic ImpactTM Of Zendesk For Enterprise,” a 

commissioned study conducted by Forrester Consulting on behalf of Zendesk, December 2021. 

STUDY FINDINGS 

Forrester interviewed seven decision-makers at organizations with experience using Zendesk and combined the 

results into a three-year composite organization financial analysis. Risk-adjusted present value (PV) quantified benefits 

include: 

• Deflection of up to 15% of customer contacts with a 40% reduction in effort for remaining contacts. 

• Avoided 15% of additional agent headcount. 

• Reduced developer support time by up to 15%. 

 

Return on investment (ROI) 

286% 

Net present value (NPV) 

$23.1M 
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