
The Zoom Story
Delivering support and forming meaningful
connections with an ever-growing user base

Executive Summary
When the pandemic caused people around the globe to retreat to their homes, Zoom
quickly became a household name that represented human connection. COVID�19
spurred exponential growth in Zoom’s user base, and customers sought more online
support than ever.

Zoom needed to quickly and efficiently scale customer service to keep this large user
base satisfied. The tech company created the Zoom Community to serve as an online
self-service support forum; a space where global customers could ask questions,
find answers, and exchange knowledge.

In less than two years, the Zoom community grew to:
➔ �250,000 community members
➔ 10 million unique visitors
➔ 150 community champions
➔ �100,000 posts

Now, Zoom forms connections and delivers better support for its customer base.



As an all-in-one intelligent collaboration platform, Zoommakes
connecting easier and more immersive through solutions like
team chat, phone, meetings, whiteboard, and more.

Zoom’s Rationale for Change
When the global pandemic caused people around the world to retreat into their
homes, Zoom quickly became a household name. The tech company’s daily meeting
participants jumped from 10 million at the end of 2019 to 300 million by April 2020.
For friends, families, and colleagues enduring trying times, Zoom truly represented its
mission: limitless human connection.

2020 was a game-changing year for Zoom. COVID�19 spurred exponential growth
among the platform’s user base, making it the most downloaded app on Apple
devices in 2020. And, the influx of new customers — ranging from tech-savvy remote
workers to first-time video callers — sought more online support than ever before.

The Zoom team quickly realized they needed a way to better serve their growing
customer base and connect their users. At the time, the only way for customers to
seek self-service support was through Zoom’s knowledge base. Zoom needed to
efficiently scale its customer service at a rapid pace while keeping a large, growing
user base satisfied.

Solution
With full alignment from the company’s senior leadership and global teams, Zoom
decided to build an online self-service support forum and team. The community
would serve three primary purposes for their customers: a space to ask questions,
find answers, and exchange knowledge.
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https://blog.zoom.us/90-day-security-plan-progress-report-april-22/
https://www.usatoday.com/story/tech/2020/12/02/zoom-apple-top-iphone-ipad-app-2020/3785601001/


To build and manage the community, Zoom looked for a solution that could scale to
their large user base and meet some key requirements:

✅ A user-friendly interface
✅ Awide range of integrations
✅ Powerful gamification
✅ Advanced analytics

Zoom also knew their teams would need to moderate thousands of user discussions
to keep customers happy with the speed and quality of help. Ultimately, the company
deployed the Zoom Community using Khoros.

Outcomes
Since the community began in August 2021, the quality of collaborative discussions
continues to rise, as does membership, page views, discussions, and solutions.
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Self-Service + Human Support at Scale
As community conversations and solutions multiply, today’s Zoom customers benefit.
Users can search for already-answered questions, helping them find instantaneous
advice and resolve issues faster.

This one-to-many support model, fueled by employee, expert, and user-generated
content, helps the community grow in value and scale every day. It also frees-up
Zoom agent’s time to focus on complex, high-severity issues and premier customers.
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Recognizing Champions & Garnering Insights
Early on, the company also began the Zoom Community Champion Program to
recognize exceptional community contributors and leaders. Today, anyone who
explores the community will see contributions from Zoom Community Champions,
Zoom partners, Zoom employees, and fellow Zoom users who are passionate about
Zoom’s brand and products.

Because of the Zoom Community, users now have direct access to worldwide
support from actual Zoom users and Zoom employees. Every day, community
members connect with like-minded individuals and enhance their knowledge. Many
of Zoom’s teams, including marketing, customer success, product management,
customer support, and engineering, also engage and learn from insights garnered
from community discussions.

Above all, Zoom is delivering on its community’s purpose of fostering connection and
support for Zoom users around the world.
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