
Redefining Employee 
Experience for a 
new era

The world has changed.  
Employee experience needs to change with it.
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Entire offices shuttered, collaboration shifted into the 
bedrooms and living rooms of coworkers, and many changes 
once thought temporary have cemented into new day-to-day 
realities. Now, more than a year later, companies are still 
trying to figure out what the future looks like, both for their 
operations and their teams.

Whether you plan to be fully remote, back in the office, or 
somewhere in between, the past year has shown just how 
important it is to be employee-centric. And there’s a lot on the 
table for companies to get it right.

Finding ways to work smarter, retain 
top talent, and harness the collective 
power of your people are all competitive 
advantages in this new market. 

And companies are responding by dramatically shrinking their 
timelines for adopting new technologies that will help to 
streamline workflows and keep employees engaged. Even so, 
many employees still don’t feel like they have the tools they 
need to be successful, wherever their office may be.

If 2020 taught any lessons, it’s the need to stay prepared for 
anything that might come your way. Ensuring that your 
employees have access to the tools, information, and people 
they need to stay connected and be productive will help them 
succeed, no matter what comes next.

Virtually overnight, a global 
pandemic transformed the way that 
we work, collaborate, and connect.
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Welcome to Zendesk’s 2021 Employee 
Experience Trends Report. To better 
understand how changes are impacting 
employee service teams, we surveyed 
help desk agents, managers, and 
technology buyers and looked at data 
from more than 90,000 companies 
across 175 countries that power their 
support operations using Zendesk.

Things are moving quickly. Read on to 
learn more about how the sweeping 
changes from the past year have and 
will continue to impact employee 
experience, and what your team can  
do to keep up.

About our data:
M E T H O D O L O GY
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The future of work is now
In an increasingly distributed world, companies  
must rethink how they engage employees.

Changing realities, changing workflows

It’s increasingly rare to have your entire team under 
one roof, let alone your whole company. In fact, 70 
percent of employee service agents shifted to fully 
remote work during the pandemic. This means that 
staying connected to your people must go beyond just 
keeping your office door open. Over the last year, 91 
percent of tech buyers say they added new tools and 
processes to help their teams work smarter apart. 

According to managers, the biggest challenges  
that their internal employee teams currently  
face include:

Many help desk agents still don’t have 
the right tools in place

Perhaps one of the biggest challenges to better serving 
employees is that many help desk agents still don’t have 
what they need to be successful. In fact, 1 in 4 say that 
they’re not set up with the right tools to work remotely, 
whether that’s the technology needed to connect with 
employees, or the processes in place to work better as 
a team. 

80 percent say that their work has changed over  
the past year, with most citing:

T R E N D  0 1

44%Coordinating efforts to help 
impacted employees

44%
Managing distributed teams

34%Guiding employees who 
are newly digital

29%Having full context into 
employees’ situations in 
order to solve issues

29%Decreased employee 
productivity

41%
Changes in employee expectations

37%
Longer hours

26%Changes to leadership 
expectations

24%Staffing different 
channels

23%Changes to 
employee questions 
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Companies look to boost investment, work smarter

As their workplaces continue to evolve, companies are recognizing the 
need to rethink employee experience. 70 percent of tech buyers say 
their company is actively looking for new ways to engage employees, 
while 55 percent of companies expect a bigger budget for their internal 
help desks in 2021.

What should they prioritize? According to half of employee service 
agents, a supportive work environment is most important to a job well 
done. But 42 percent point to the need to collaborate better across 
internal teams.

What’s most important to do your job well?

49%
Supportive work environment

42%
Ability to collaborate across teams internally

39%
Access to a comprehensive knowledge base

36%
The best tools and software

34%
Better management
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The digital tipping point
Companies are adopting technology at light 
speed, and it’s adapt or get left behind.

T R E N D  0 2

Invest now, or risk playing  
catch-up later

Forget multi-year plans for a digital transition, the time 
to act is now. 75 percent of company leaders agree 
that the global pandemic has compressed the timeline 
for acquiring new technologies as companies seek 
new ways of reaching employees and connecting 
distributed teams. 

More than a quarter of technology decision 
makers say that the digital timeline has 
jumped four or more years ahead.

Companies of all stripes are prioritizing 
tech investments

Innovation solutions and technologies are no longer just 
for the digitally savvy, but for all teams and those that 
don’t evolve risk getting left behind. More than half of 
companies say they want to invest more in technologies 
that can help them better manage distributed workforces, 
boost employee productivity, and offer more options for 
internal support. Even companies that ranked these 
initiatives as low priorities before the pandemic are 
getting on board.

A third of companies that ranked EX investment areas 
as low priorities prior to the pandemic, now plan to 
spend more:

29%
Plan to invest more in tools to 
boost employee productivity

29%Plan to invest more in automating 
business processes and approvals

27%Plan to invest more to help internal 
departments manage requests

26%Plan to expand live support 
for employees

25%
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In fact, 55 percent of tech buyers say that their 
company plans to ramp up investment this year, with 
62 percent planning to evaluate new internal 
employee service software vendors. And it’s a rosier 
outlook for larger teams.

Investing in digital employee workspaces is top of 
mind for 62 percent of tech buyers, followed closely 
by the 58 percent that plan to focus on better support 
for remote workforces. As they evaluate potential 
solutions, they’re most likely to be prioritizing cost 
savings and IT security.

Top investment areas:

of Enterprise companies expect a higher 
internal help desk budget in 2023, compared 
to 61% of commercial companies, and 42% 
of small and mid-sized businesses.

29%

29% 67%

Budget increases are in the forecast

Time for some good news: investment in internal help 
desks is forecast to double in 2021. 

79%
Tools to boost employee productivity

73%
Automating business processes

68%Tools that help internal 
departments manage requests
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Emphasis on agility
Businesses need to be more responsive to the 
needs of their employees. Not just for the next 
crisis, but for every year and decade to come.

T R E N D  0 3

The need to focus on agility goes 
beyond 2021

Agility was the go-to strategy when the world turned 
upside down in 2020, but the truth is that companies 
have long needed to become more responsive when it 
comes to their people. The nature of work will 
continue to evolve, there’s no doubt there. But as it 
does and employee needs change, companies must 
be able to pivot and to provide support. Just in the 
past year alone, employee engagement has swelled, 
revealing a need for immediate, but also longer term 
investments in internal support teams. 

Top performers are prioritizing  
self-service

One area that seems to make a world of difference? 
Boosting the resources that empower employees to 
find the answers themselves. Even better if you can 
anticipate their questions ahead of time. Indeed, 
businesses that are leading the pack when it comes to 
employee support and satisfaction are 60 percent 
more likely to offer self-service resources and 37 
percent more likely to have added new content in 
2020 than their lower performing peers. Luckily, 57 
percent of internal help desk tech leaders plan to 
boost self-service investment in the coming year.

At peak volatility, HR help desks saw 11% 
more fluctuation in employee support 
request volume compared to 2019.

High performers are 60% more likely to offer 
self-service for employees.

11% 11% 60%
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Companies are already making  
much-needed change

The need for change is immediate, and many 
companies are already well on their way. Internal help 
desks are already managing more support requests 
and data than they did, even just a year ago. And in 
response, they’re adding more ways for employees 
to get in touch, more opportunities for self-service, 
and working to anticipate and answer questions 
before they even arise.

In the last year, EX teams have adapted to  
meeting changing employee needs by:

It certainly pays to stay ahead of the curve. 
Businesses with the best employee experience 
metrics are 21 percent more likely to have adapted 
their help desks by adjusting the channels they offer 
or how their service teams work. 

Looking ahead, many of these teams plan to add or 
integrate new workflow tools and apps by year’s 
end, with a focus on:

45%
Sending out proactive support messages

41%Adding new content to 
self-service resources

38%
Adding new channels for service

30%Increasing the number 
of agents who work on 
multiple channels

30%Adding AI or a chatbot 
for faster service

36%
Social media

35%
Workforce management 

33%
Collaboration



Redefining Employee Experience for a new era 10

Learn more about Zendesk’s 
approach to internal help desks and 
how to empower your teams with 
the tools they need to be successful 
today and in the future.

https://www.zendesk.com/internal-help-desk/

