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Foreword by Zoho

Customer experience (CX) has become a fundamental business necessity rather than just a
competitive edge. In today’s dynamic market, rising customer expectations make seamless,
personalised experiences crucial for sustainable growth.

Zoho conducted an extensive market research program to understand the stage of
organisational CX in Qatar, gathering insights from over 80 businesses and industry leaders.
Our findings indicate a clear recognition of the importance of CX, but there is a notable gap
between intent and execution.

Despite this, we also see encouraging signs. Organisations that prioritise centralised
operations, leverage Al-driven personalisation, and integrate ERP and CRM solutions are
better positioned to improve customer loyalty and drive long-term success.

More organisations are beginning to recognise that exceptional customer experiences start
with a strong foundation of technology powered by innovation, integration, and scalability.
Businesses must meet customer needs at every touchpoint—from sales to support—by
ensuring relevant information is accessible to all teams.

This report serves as a roadmap for businesses in Qatar looking to improve customer
experience and engagement. By adopting best practices and innovative digital tools,
organisations can build meaningful client relationships and succeed in an increasingly
digital landscape.

We hope this research empowers businesses to take actionable steps toward a unified
customer experience strategy that is quick to set up, effortless to adapt, and, most
importantly, deeply customer-centric.

Hyther Nizam

President, Zoho Middle East and Africa
and VP Product Management
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Executive summary

Customer experience is no longer just a business function—it is the defining factor for
success in today’s competitive market. Recognising the growing need for unified,
seamless CX strategies, this report was created to assess the CX maturity of businesses in
Qatar, uncover key barriers to implementation, and provide actionable recommendations
for transformation. Based on 80+ survey responses and 5 expert interviews, we explored
how organisations are approaching CX, the gaps that hinder progress, and the best
practices that drive customer loyalty and business growth.

Our findings reveal that while CX is recognised as critical, many organisations struggle
with adoption due to budget constraints, lack of expertise, and integration challenges
with legacy systems. 38% of businesses are still in the evaluation phase, with only 18%
having fully operational CX platforms. Common challenges include unclear ROl impact,
resistance to digital transformation, and the absence of real-time CX tools.

This report serves as a strategic guide for businesses looking to unlock the power of
unified CX. With data-backed insights, industry best practices, and real-world success
stories, it provides a blueprint for organisations to break down silos, enhance
collaboration, and implement scalable CX solutions. By leveraging innovative tools like
Zoho CRM Plus, businesses in Qatar can elevate their customer experience, foster long-
term relationships, and drive sustainable growth in an evolving digital economy.

Santosh Abraham
CEO and Founder

Research
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Approach and
methodology

80+ survey responses 6 in-depth interviews
Professionals provided insights on their Professionals shared insights on
customer experience strategy and real world uses of customer
insights in Qatar. experience tools.

Survey demographics

Industry Company size
Tech &
telecommunication More than 5000 31/400
16% 18% °

Others
37% Retail & 101-250
consumer 19%
services 1001-5000
16% 15%
Hospitality ‘ Construction &
4% ~T77 < real estate 501-1000
Educat o 12% 12% 251-500
ucation oo %
7% MFG/ “BFS %
Energy 4%

4%

Department

Operations and project management IS 37%
Sales, marketing, and customer relations IS 34%
Human resources and administrative support IS 16%

Technical and engineering functions  ———— 10%

Others mmm 3%

0% 5% 10% 15% 20% 25% 30% 35% 40%

Source: Research NXT's 2025 state of unified customer experience in Qatar

© Research NXT | All Rights Reserved 2025



The state of customer
experience in Qatar

Decoding the value of customer experience in Qatar

Current implementation stages of unified customer experience platformsin
Qatar

Understanding the barriers to unified customer experience adoption

Satisfaction levels with current unified customer experience platforms

Primary objectives across stages of unified customer experience
implementation

Key challenges to unified customer experience implementation

Best practices for unified customer experience in Qatari
businesses
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Decoding the value of customer
experience in Qatar

Customer experience holds the potential to redefine business success in Qatar, but its
perceived significance varies greatly among organisations.

21%

Slgnlflcance level of unified of organisations recognise customer

customer experience experience as critical & important,
showing limited prioritisation in
business strategies.
Critical

Not important n%

21%

o,
Important 36 /O

O, . . .
10% of organisations are unsure about its

importance, indicating a lack of
clarity among decision-makers.

Good to have
o o,
21% 21%
of organisations see it as good to

have and not important, suggesting
misaligned priorities.

Not sure
37%

“A unified customer experience (CX)is vital for startups
to build trust, loyalty, and a strong brand presence.
Consistent touchpoints across channels ensure
seamless experiences that set startups apart in
competitive markets.”

Read more

Mohamed Rabie

Programs Manager
Risin Venture
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https://researchnxt.com/customer-experience/empowering-startups-with-unified-cx-insights-from-a-seasoned-innovator-in-the-middle-east/

Current implementation
stages of unified customer experience
platforms in Qatar

Stages of customer experience platform

Transformational stage  IEE—m 12%
Operational stage I 18%
Efficiency stage mml 3%
Evaluationstage I 38%
Launchstage mmm 3%
Notsure I 26%

0% 5% 10% 15% 20% 25% 30% 35% 40%

Source: Research NXT's 2025 state of unified customer experience in Qatar

26%
° 18%

of organisations are not
sure about their
implementation stage,
highlightingagapin
clarity or awareness.

of organisations have
reached the

of organisations are in
the evaluation stage,
actively assessing the operational stage,
relevance of unified where platforms are
CX platforms. integrated with
business processes.
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Primary objectives across
stages of unified customer experience
implementation

Primary objective of implementing customer experience
w.r.t. stage of implementation

Transformational stage 16% 67%

Operational stage 12% 6% 19%
Efficiency stage 50%
Evaluation stage 19% 15%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

B Scalable Al personalisation B Complete omnichannel integration
Improving cross-departmental collaboration B Real-time customer sync
Minimizing customer interaction delays Unified customer data

Source: Research NXT's 2025 state of unified customer experience in Qatar

100% 50% 25%

of organisations in the launch of organisationsin the of organisationsin the
stage prioritise Al-driven efficiency stage focus on operational stage aim for
personalisation at scale and cross-departmental real-time synchronisation
reducing operational latency, collaboration, of customer interactions,
showcasing key early highlighting the need for emphasising seamless
implementation goals internal alignment engagement.
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Satisfaction levels with
current unified customer experience

platforms

Current level of unified customer experience platform

Very satisfied

Satisfied

Neutral

Dissatisfied

Very dissatisfied

e 14%

I 24'%

—— 44.%

s 6%

e 12%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Source: Research NXT's 2025 state of unified customer experience in Qatar

44%

of organisations
rated their
satisfaction as
neutral, indicating a
lack of strong
opinions on their

platform’s
performance.

© Research NXT | All Rights Reserved 2025

38% 18%

of organisations
expressed being either
satisfied or very satisfied,
showcasing a significant
portion of organisations
with moderate to high
satisfaction levels.

of organisations
reported being
dissatisfied or very
dissatisfied, indicating
challenges for nearly
one-fifth of organisations
in meeting CX
expectations.



Understanding the barriers to unified
customer experience adoption

Key reasons why unified customer experience is not prioritised

Costs outweigh perceived benefits I 24%

Customer experience is driven by

onshi I 219
relationships, not systems 21%

Leadership prioritises growthin I 19%

infrastructure/efficiency

Customer experience follows traditional  IIEEEEEEEEEEEEE—— 19%
approaches

Omnichannel engagementdemandislow I 17%

0% 5% 10% 15% 20% 25% 30%

Source: Research NXT's 2025 state of unified customer experience in Qatar

Key reasons for uncertainty about unified customer experience

30%

25%
25%
21%
0% 20% 19%
15%
15%
10%
5%
0%
Unclear how Focus on face-to-face Customer experience Customer experience Unified customer
customer experience over digital is siloed in lacks discussion experience is new to
affects ROI departments our market

Source: Research NXT's 2025 state of unified customer experience in Qatar

25% 21% 24% 15%

of organisations are of organisations cited a of organisations feels that of organisations
unsure how CX preference for face-to-face the costs of implementing mentioned that
impacts RO, interactions or traditional, unified unified CX isa new
highlighting a relationship-driven approaches, CXoutweighed the concept for their
significant showcasing resistance to perceived benefits, market, reflecting
knowledge gap adopting digital and system- indicating financial limited awareness
about its value. based CX solutions. constraints as a key and maturity in CX
barrier. strategies.
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Key challenges to unified customer
experience implementation

Top challenges in implementing unified customer experience

Lacking tech forreal-time CX I 21%
Integration issues with legacy systems I 21%
Budget limits for advanced CX tech I 16%
NeuData silos hinder unified profiles I 12%
Al/ML hinders scalable personalisation I 12%
Skill gaps in managing CX platforms s 10%

Adherence to regional data protection laws I 8%

0% 5% 10% 15% 20% 25%

Source: Research NXT's 2025 state of unified customer experience in Qatar

21% eie 16%

of organisations cite
integration issues with
legacy systems,
highlighting the
challenges of

of organisations face
budget limitations,
emphasising the

of organisations

struggle with a lack of
technology for real-
time CX, making it the . financial constraintsin
N modernising outdated ;
most significant ) adopting advanced CX
) infrastructure. )
barrier. technologies.
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Key challenges to unified customer
experience implementation

Data silos and inconsistent interactions:

Inconsistent processes, tools, and fragmented interactions, especially
during growth, hinder delivering a seamless CX across channels.

Budget and resource constraints:

Limited budgets and resources pose challenges in accessing advanced
CX tools and scaling operations effectively.

Balancing customer privacy and personalisation:

Privacy concerns, especially in culturally sensitive regions, make collecting
personal data difficult while trying to maintain tailored marketing.

Omnichannel integration challenges:

Ensuring seamless experiences across online and offline channels requires
consistent adaptation and technology alignment.

Skill gaps and lack of CX expertise:

Insufficient knowledge and training prevent teams from implementing and
managing CX strategies effectively.

Resistance to change and centralisation:

Resistance from management and staff when implementing centralised
systems or processes creates friction in achieving unified CX goals.

“The primary challenge lies in ensuring consistency
across diverse teams and systems. Differencesin
processes, tools, and regional compliance requirements
can create silos, which we actively work to eliminate
through technology and standardised protocols.”

Read more

Ahmed Badr

Director of Sales and Business Development
MBK Holding
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https://researchnxt.com/customer-experience/customer-centric-growth-how-mbk-holding-combines-innovation-and-strategy-to-elevate-cx/

Best practices for unified customer
experience in Qatari businesses

Centralising IT and operational systems:

Centralise IT infrastructure, call centres, and operational data to ensure
seamless workflows and enhance customer experience.

Al-driven personalisation:

Use Al-driven tools for predictive analytics, chatbots, and sentiment
analysis to anticipate customer needs and personalise interactions.

Integrated ERP and CRM:

Implement integrated ERP and CRM solutions to synchronise customer
data, manage inventory, and offer personalised marketing campaigns.

Localised strategies:

Adapting engagement and marketing strategies to cultural norms
strengthens trust and increases customer engagement.

Continuous feedback loops:

Regularly gathering and analysing feedback refines CX strategies and
aligns with evolving customer needs.

Omnichannel integration:

Integrating online and offline channels provides a unified, consistent
experience that enhances brand loyalty.

Our ERP integrates inventory, orders, and customer data,
ensuring real-time product availability, accurate pricing,
and updated promotions across in-store and online
channels.”

> &

Read more

V Harshil Shah

IT Manager
LTC International Qatar LLC
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https://researchnxt.com/customer-experience/innovating-retail-it-how-ltc-international-delivers-exceptional-customer-experiences/

Core components for
building a unified CX
strategy

What is a unified customer experience strategy, and why is it
important?

Strategic priorities for customer interaction excellence
State of unified CX implementation
Bridging knowledge gaps and empowering unified CX strategies

Evaluating success through key performance indicators (KPls)
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What is a unified customer experience
strategy, and why is it important?

A unified customer experience (CX) strategy refers to an organisation-wide approach that
ensures seamless, consistent, and personalised customer interactions across all channels,
touchpoints, and departments. The goal is to create a cohesive experience that fosters
customer loyalty, enhances satisfaction, and drives business growth.

Factors influencing the importance of unified customer
experience

Expansion of customer interaction channels IS 21%
Cost-effective CX tools are available I 19%
Growing competition around Customer Experience I 17%
Change in Customer expectations I 15%
Leadership focus on Customer Experience s 13%
Unified Customer Experienceisn’t a priority I 9%

Government regulations or market trends Il 6%

0% 5% 10% 15% 20% 25%

Source: Research NXT's 2025 state of unified customer experience in Qatar

19%
: 17%

of organisations indicate
that the availability of
cost-effective customer
experience toolsis a
significant factor.

of organisations believe
that the expansion of
customer interaction around customer
channels could make the experience as a key
unified customer driver for prioritising
experience more important unified customer
for their organisation. experience.

of organisations cite
growing competition

© Research NXT | All Rights Reserved 2025 e



Strategic priorities for customer interaction
excellence

Current organisational focus on customer
interactions

No investment in customer-facing tools  IIIIEEEEEEE——— 22%
Limited customer interaction channels I 22%
Cost reduction over customer experience I 22%

enhancement

Operational efficiency over customer I 20%
engagement

Legacy customer service approaches IS 14%

0% 5% 10% 15% 20% 25%

Source: Research NXT's 2025 state of unified customer experience in Qatar

of organisations lack CX investment, prioritise cost reduction, have limited
investments in customer-facing tools, or restrict interaction channels.
This highlights a clear gap between operational priorities and the strategic

importance of delivering superior customer experiences.
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State of unified customer experience
implementation

Current implementation methods of unified
customer experience

Integration of multiple platforms (CRM, I 35%
marketing automation)

Combination of in-house and third-party IS 20%

solutions
Platforms/tools working insilos s 15%
Full-scale off-the-shelf unified customer I 15%
experience platform

In-house developed solutions IS 15%
0% 10% 20% 30% 40%

Source: Research NXT's 2025 state of unified customer experience in Qatar

20%

15%

of organisations adopt a
combination of in-house
and third-party solutions,
showcasing a hybrid
implementation
strategy.

of organisations utilise
full-scale off-the-shelf
CX platforms,
indicating reliance on
comprehensive
packaged solutions.

of organisations integrate
multiple platforms, such as
CRM and marketing
automation tools, to enhance

their CX capabilities.
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State of unified customer experience

implementation

Impact of budgetary constraints on unified CX

To a moderate extent

To alarge extent

To a small extent

Significantly

Not sure/Prefer not to say

Not at all

implementation

I 24%
—— 24 %
I 15%
I 15%
s 1%

e 1%

0% 5% 10% 15% 20% 25%

Source: Research NXT's 2025 state of unified customer experience in Qatar

48%

of organisations face
significant budget
constraints,
impacting CX
strategies.

© Research NXT | All Rights Reserved 2025

1%
. 15%

of organisations report
no impact from
budgetary constraints,
highlighting the rarity
of financial freedomin
CX efforts.

of organisations
experience small or
significant budget
impacts, emphasising
the need for cost-

effective CX solutions.



Awareness levels on unified customer
experience strategies

Awareness levels on unified CX strategies

Somewhat informed
13%

Neutral
37%

Not very informed
23%

Not informed at all
27%

Source: Research NXT's 2025 state of unified customer experience in Qatar

of organisations have limited
knowledge about unified CX
strategies, indicating a significant
need for education and awareness-
building initiatives.

of organisations are neutral, a significant
portion of organisations lack strong
opinions, indicating a need for deeper
engagement and clearer communication
on unified CX strategies.
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Key enablers for implementing a unified
customer experience

Key enablers for prioritising unified customer
experience

Unified customer experience platform I 24%
demos or pilots
Internal discussions between departments IS 20%
Clear customer experience metricsor KPls I 20%
Case studies from similar industries ~ IEEEEEEEEEEG——————_ 16%

More education and training I 11%

Leadership focus on customer experience I 9%
0% 5% 10% 15% 20% 25%

Source: Research NXT's 2025 state of unified customer experience in Qatar

of organisations prioritise
demonstrations or pilots of Unified CX
platforms, highlighting the demand
for hands-on tools to evaluate and
adopt CX strategies.

of organisations emphasise internal
discussions and clear CX metrics or
KPIs as critical for aligning teams and
measuring the effectiveness of CX
initiatives.
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Evaluating success through
key performance indicators (KPls)

Key performance indicators for evaluating unified CX
success

Improve CSAT (customer satisfaction) IS 28%
Reduce churn & improve customer retention I 17%
Reduce firstresponsetime IS 13%
Improve NPS (net promoter score) I 13%
Reduce average resolution time (ART) IS 12%
Improve CES (customer effortscore) mmmmmmm 10%

Improve conversionrate I 7%

0% 5% 10% 15% 20% 25% 30%

Source: Research NXT's 2025 state of unified customer experience in Qatar

17%

13%

of organisations focus

on reducing churn and
improving customer

retention, emphasising

the importance of loyalt
highlighting its role as the il vy showcasing the need for
and long-term customer

most critical metric for : . quick resolutions and
) relationships.
measuring CX success. enhanced customer
advocacy.

of organisations value
faster response times and
NPS improvement,

of organisations prioritise
improving customer
satisfaction (CSAT),
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Unified CXin action with
real-world examples

e Building trust and loyalty: Unified CX strategies for startup success

e Revolutionising patient experience: Technology-driven strategies
for healthcare transformation

¢ Driving customer-centric growth: Innovative strategies for unified
customer experience in financial services

e Transforming retail experiences: IT-driven strategies for seamless
customer journeys

e Driving unified customer experiences: Zoho's approach to CX
innovationin MEA




Building trust and loyalty: Unified CX
strategies for startup success

Q Strategy / key practices

* Map and optimise the customer journey to eliminate friction and enhance
experiences.

» Leverage scalable CX technologies like CRM systems and Al-driven tools for
efficiency.

» Trainand align teams to ensure a customer-centric approach across all
functions.

» Implement continuous feedback loops to refine and improve CX strategies.

» Establish standardised communication protocols for consistency and
transparency.

@ Impact

¢ Improved customer loyalty — Consistent experiences build trust and foster
long-term relationships.

¢ Operational efficiency — Al and CRM tools reduce response times by 60%
and optimise workflows.

» Scalability — Scalable systems adapt to business growth without
compromising CX quality.

» Competitive differentiation — A seamless and unified CX strategy sets startups
apart in competitive markets.

“Consistency across touchpoints—whether online, in-
person, or via customer support—creates seamless
experiences that differentiate a startup in competitive
markets.”

Read more

Mohamed Rabie

Programs Manager
Risin Venture
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Revolutionising patient experience:
Technology-driven strategies for healthcare
transformation

@ Strategy / key practices

» Centralise IT systems to unify data, streamline operations, and enhance
security.

» Modernise communication channels with WhatsApp business and real-time
call centre dashboards.

* Implement digital tools for patient interaction, including paperless forms
and tablet-based registration.

» Integrate Al-driven solutions for insurance pre-evaluation and automated
patient support.

» Leverage data analytics for improved decision-making in patient care and
operational management.

@ Impact

» Improved patient satisfaction — 98% call completion rate, seamless
appointment booking, and transparent processes enhance trust.

» Operational efficiency — Centralised systems reduce redundancies and
optimise workflow management.

» Reduced insurance rejections — Al-powered pre-evaluation minimises
errors and manual interventions.

“Moving forward, my focus is on implementing a
comprehensive CRM system and enhancing data
integration across platforms to ensure a more
streamlined and unified patient experience.”

Read more

Asish Chathanath

IT Manager
Marble Medical Hospital
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https://researchnxt.com/customer-experience/transforming-healthcare-with-technology-insights-from-marble-medical-hospitals-it-manager/

Driving customer-centric growth: Innovative
strategies for unified CX in financial services

Q Strategy / key practices

» Establish a unified CX framework with seamless interactions and
centralised CRM systems.

» Integrate advanced technology, including Al-driven analytics and sales
automation tools.

» Leverage data-driven personalisation to deliver tailored financial solutions
and proactive engagement.

* Balance compliance and creativity by embedding regulatory adherence
into seamless CX workflows.

* Implement continuous feedback loops to refine sales strategies and align
with customer expectations.

@ Impact

* 20% increase in client business — Data-driven strategies led to significant
client retention and growth.

» Enhanced trust and loyalty — Consistent, personalised interactions
strengthened client relationships.

» Operational efficiency — Sales automation and CRM tools streamlined
workflows and reduced manual efforts.

» Regulatory adherence — Embedded compliance ensured trust and met
regulatory standards without customer experience compromise.

“By centralising data and fostering collaboration, we
ensure that clients experience a cohesive journey,
regardless of the channel they use.”

Read more

Ahmed Badr

Director of Sales and Business Development
MBK Holding
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Transforming retail experiences:
IT-driven strategies for seamless customer
journeys

Q Strategy / key practices

« Establish a unified CX framework for seamless in-store, online, and
marketplace interactions.

» Integrate advanced ERP, CRM, and POS systems to enhance operational
efficiency and real-time data synchronisation.

» Leverage data-driven personalisation to optimise marketing campaigns and
to improve customer engagement.

¢ Adopt innovative customer engagement tools, including e-receipts and
mobile apps, for convenience and accessibility.

» Implement privacy-centric communication strategies that align with
cultural norms and customer preferences.

@ Impact

» Enhanced customer satisfaction — Seamless integration of online and in-
store experiences.

» Increased sales performance — Targeted social media campaigns boosted
customer engagement and reach.

» Operational efficiency — Real-time inventory and pricing updates
streamlined omnichannel operations.

» Sustainability — E-receipts reduced paper waste and improved customer
convenience.

“Our ERP integrates inventory, orders, and customer
data, ensuring real-time product availability, accurate
pricing, and updated promotions across in-store and
online channels.”

Read more

Harshil Shah

Assistant Manager - IT
LTC International Qatar LLC
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Driving unified customer experiences:
Zoho's approach to CX innovation in MEA

Q Strategy / key practices

» Implement localised marketing and CX strategies to align with regional
preferences and digital maturity.

» Enable an omnichannel experience through Zoho CRM Plus and Al-driven
predictive analytics.

» Offer modular and scalable solutions with Zoho One to support business
growth and hyper-personalisation.

e Leverage automation and Al to enhance efficiency, reduce manual tasks,
and optimise customer interactions.

» Provide customer-centric support and training to maximise tool adoption
and CX strategy optimisation.

@ Impact

» Enhanced customer retention — Consistent, seamless experiences across
all touchpoints.

* Improved operational efficiency — Automation and Al reduce manual
efforts and improve decision-making.

» Increased adoption rates — Modular solutions enable businesses to scale
their technology stack incrementally.

» Cultural relevance — Localised strategies ensure messaging resonates with
diverse audiences.

“With the increasing focus on hyper-personalisation,
predictive analysis, and Al-driven efficiencies, automation
is set to play a pivotal role, particularly in regions like the
Middle East and Africa.”

Read more

Vaishnavi Soundarrajan

Regional Manager of Marketing
Zoho Middle East and Africa
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Role of Zoho CRM Plus for delivering
unified and seamless CX

Providing a seamless customer experience demands more than what a traditional CRM system
can provide. For instance, Zoho CRM integrates sales, marketing, support, and analyticsinto a
single, unified platform, ensuring that every customer touchpoint, be it email, social media, live
chat, or phone call, is captured and managed in one place.

Wathan Brooks
% Telephony

.= Live Chat

gy - by
. A
¢
‘
= \o
’: Travel Assistant iq
| need assistance
Visiter i Visiter 440679 s
|

Visitors Online &

Department 1 Zylkor Travels

With such an omnichannel view of customer interactions, businesses can respond faster,
personalise engagement, enhance cross-team collaboration, and build lasting customer
relationships while eliminating silos.
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Role of Zoho CRM Plus for delivering
unified and seamless CX

A seamless customer
experience also depends on
the CRM's ability to use real-
time insights for proactive
e o engagements. With Zoho CRM
o — Plus, businesses can automate
workflows, track customer
sentiment, and leverage Al-
driven analytics to anticipate
customer requirements.

Trending Auto Tags Last 24 Hours = Sentiment Analysis Lask 24 Hours =
Wireless Charging o= [
o —
\ )
Replacement Camera g
Positive Heutral Hegative
Order status B ‘t’t
anery 59 28% 7%
J.J /0 L0 /0 (+]
Stylus ZylkerWidgets
Sentiment Trend Analysis Febephony Lasn 34 Hicwrs -
20
E 18 A,
8 / 7 7 R /
£ . _, {
\—o—e. = S G ——i———
AAM SAM AM TAM BAM BAM IBAM 1IAM IZAM IPM ZPM I8N ABM SPMC PM TR BPM TEM 108M MIPM
Hours of the Day
200 100 @
Houtral Respomses AV LN Megative Responses LT V.

They also have the option to integrate complementary solutions such as Zoho Desk, Sales|Q,
Marketing Automation, and more to create a powerful 360-degree customer experience engine
tailored to their needs. This ensures customers receive consistent, context-aware support across
channels, preventing miscommunication and delays. More importantly, it enables meaningful
customer engagement at every touchpoint, fostering long-term loyalty by providing consistently
superior experiences throughout their journey.
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Credits & disclaimer

List of survey and interview participants

AdEPT Technology Group plc

Air Arabia

Al Dar For Exchange Works

Al Mana

Al-Futtaim

Baker Hughes

Beside Group

bKash Limited

Builders Advanced Engineering &
Construction

Capstone Property
ConocoPhillips

Consolidated Contractors Company
Construction Development Company
LLC (CDC)

Danube Group

Danway Qatar

Doha Marketing Services Company, an
Al-Futtaim Group company
dormakaba MEA

DSERV

Egis

EMCO QATAR

Emerson Electric Co.

Ericsson

Forcepoint

FTC Qatar

Future Pipe Industries

GAC Group

Galfar Al Misnad Engineering and
Contracting W.L.L.

GWC | Official

Hamad International Airport

HBK Contracting Company W.L.L

Hilton
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Hitachi Energy

Honeywell

HyperThink Systems

IFS International Facilities Services
iHorizons

Jaidah Group

Kelvion

Kentz - now a part of Kent
Kitopi

Lals Group

Marble Medical Hospital
MBK Holding

Mercury

Modutec

Mouawad

Qatar Design Consortium
Qatar Foundation

Qatar Shell GTL

Qatar University

QPM - Qatar Project Management
Rapiscan Systems

Risin Ventures

RNS Technology Services
SASCO Group

Seeking Alpha

Shell

Snoonu

Sudatel Telecom Group, Ltd.
TCT (formerly Telephony)
Techno Q

the ENTERTAINER

Vodafone Business

Weill Cornell Medicine - Qatar
Zoho
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About us

We are a boutique market research firm that provides custom research
solutions for strategic business growth initiatives. Our services include -
Bespoke GTM, Strategy Research, Market Insights, Account Intelligence,
Competitor Intelligence and End-to-end Research-Based Marketing Campaigns.
Over the last seven years, we have successfully assisted 50+ Tech Services and
Product organisations in gaining and maintaining a leader's position in their
respective domains.

All rights reserved

No part of this publication may be reproduced, stored in a retrieval system, or
transmitted in any form by any means, electronic, mechanical, photocopying,
recording, or otherwise, without the prior permission of the publisher, Research
NXT and Zoho. The facts of this report are believed to be correct at the time of
publication, but cannot be guaranteed. Please note that the findings,
conclusions, and recommendations that Research NXT and Zoho deliver will be
based on information gathered in good faith from both primary and secondary
sources, whose accuracy we are not always in a position to guarantee. As such
Research NXT and Zoho can accept no liability whatever for actions taken based
on any information that may subsequently prove to be incorrect.
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