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Just two decades after it was founded, Xerox 
Emirates became a leader in market share 
and profitability. By 2006, it was a three-time 
quality award winner known for operational 
excellence. However, that year, the company 
committed to do even more.

With an ambitious new goal to double its 
size in four years, Xerox brought in renowned 
service expert Ron Kaufman to help. General 
Manager, Andrew Hurt, explains saying, “We 
had a strong heritage in customer satisfaction. 
The big question was how to raise the bar and 
further improve what we were already doing. 
Uplifting Service delivered what we needed.”  

“This program generated so many new ideas and opportunities 
that it was necessary to establish an Uplifting Service task force 
to prioritize initiatives.”

ANDREW HURT
General Manager

Xerox Emirates 

XEROX EMIRATES
Raising the Bar on Customer Service Excellence

CUSTOMER SATISFACTION SOARS

Ron’s Uplifting Service program became 
the key pillar in the company’s growth 
strategy. Using in-house Uplifting Service 
Leaders, the program was customized 
around Xerox’s industry and culture. The 
results were remarkable. Xerox saw an 
immediate boost in employee motivation, 
as well as a 53% Gross Profit Growth 
and 52% Net Profit Growth. What’s more, 
Xerox launched an inspired service-
recovery project, turning customer 
complaints into rising satisfaction scores.

CLIENT 
XEROX Emirates

PROFILE 
A joint venture between the 
Mohamed Hareb Al Oteiba Group 
and Xerox Limited, Xerox Emirates 
markets document management 
products, applications and solutions 
throughout the highly competitive 
UAE market
 
PRODUCTS 
Expanding portfolio of products and 
services includes high-end digital 
production, publishing and printing 
systems, end-to-end document 
management services, networked 
multi-functional office devices, and 
a range of laser printers. 

TEAM MEMBERS 
200+ employees, representing 
20 different nationalities
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