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How we conducted the survey
In June 2021, Zbooni polled more than 200 SME merchants who 
use the platform. It included a wide cross-section of businesses 
across multiple industries. Reflecting the varied nature of 
businesses in the Emirates, the poll was an exact 50-50 split 
between online-only businesses and those with a physical retail 
presence. It included businesses that were set-up before Covid-19, 
businesses that pivoted during the pandemic and those that took 
the plunge to start during lockdown and recovery.
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Zbooni has one of the strongest communities of SMEs in the UAE 
with thousands of merchants. Across the country, the SME sector 
represents more than 94% of total companies and employs over 
86% of the private sector workforce (Ministry of Economy). 

As a proudly homegrown business, we serve the local ecosystem 
and are constantly finding new ways to support businesses from 
setting-up through to scaling. To effectively understand how we 
can best assist businesses, we must understand them. That’s why 
we spend time conducting research, surveys and polls to ensure 
we are at the cutting edge of knowledge. 

Recently, we polled a broad range of businesses who use the 
Zbooni platform to understand why businesses are starting in the 
UAE, how they intend to grow and their aspirations for the future. 
These key findings are presented in this snapshot report. Thank you 
to those businesses that took the time to provide their insight – we 
are one community, a crowd of local businesses that are ‘from here, 
for here’, with the aim of helping one another to succeed. 

We hope you find this information interesting and we look forward 
to speaking to more of you over the coming months. In the 
meantime, if you have any suggestions on how Zbooni can support 
your business better, please get in touch.



Every business owner has different reasons for wanting to 
start a business, whether it’s a choice, through necessity or a 
combination of both.

The first finding of our UAE survey showed that nearly half 
(43%) of SME business owners decided to start a business 
to pursue a passion. The strength of being passionate about 
what you do cannot be underestimated.

In 2007 there was a panel at the  D5: All Things Digital 
Conference. On this rare occasion, Steve Jobs, the late 
co-founder, CEO and chairman of Apple was a panelist 
alongside Microsoft co-founder and philanthropist, 
Bill Gates. Both Jobs and Gates attributed success to 
passion and people (that you hire or partner with).
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Almost 9 out of 10 SME business owners surveyed said that the 
UAE is a great place to start a business (89.3%). 9.0% said they 
weren’t sure and just 1.7% said they didn’t think it was a good 
place for entrepreneurship.

“I think it’s a lot about the people 
and the passion. And it’s amazing 
that the business (Microsoft) 
worked out the way that it did.”

Bill Gates
Steve Jobs

People say you have to have a lot 
of passion for what you’re doing 
and it’s totally true, and the reason 
is because it’s so hard that if you 
don’t, any rational person would 
give up.”



Through swift lockdowns, enhanced vaccination drives and 
economic incentives, the UAE has positioned itself at the 
forefront of recovery from Covid-19. While there are many 
challenges ahead, there were some surprising results regarding 
business performance amongst the SMEs that were polled. 

89.5% of businesses said that they had grown over the past 
12 months - a strong reflection that agile and nimble SMEs 
have been able to create a positive economic impact despite 
tough and challenging times

SMEs in the UAE are also overwhelmingly optimistic, with 
83.7% saying they were either optimistic or very optimistic 
about the future of their business. 15% took a neutral stance, 
while only 1.3% were pessimistic.

One of the most compelling statistics from the survey was 
regarding business outlook for 2021 - 91% of SMEs expect to 
grow this year. 

These figures underscore a general positivity amongst 
merchants, retailers and entrepreneurs within the UAE SME 
landscape to drive and fuel commercial success, now and in 
the future.

Zbooni has been a great business 
partner for The Wall since the very 
first day of our launch! It provided 

a worry-free and user friendly 
payment solution with exceptional 
customer service. They are always 

available and genuinely interested 
to support our business. On top of 
this, they also offer e-store on their 

app which can be used across 
a brand’s social media platforms 

to give startups expansion 
opportunities. We would 

recommend Zbooni to all SMEs 
and startups in a heartbeat!

Resilience, Growth and 
Optimism - A bright future 

for UAE Entrepreneurs

The Wall -
How Zbooni helped them 

start their business

Zbooni is a breakthrough smart 
payment solution, perfect for 
entrepreneurs. The ease and 

convenience it provides on making 
transactions anytime, anywhere 
truly empowers businesspeople. 
That's why I highly recommend 

Zbooni with confidence to whoever 
I think might need it to streamline 
their business operations, through 

simple and straightforward 
payment technology.

Guro E-Learning 
Services International

How they referred Zbooni   

Zbooni has been an excellent 
platform for Clap; allowing us to 
safely and efficiently take client 
payments. It has been faultless 

and especially useful when 
controlling large events such as 
New Year’s Eve. The app is really 
easy to use, and the team have 

been great with all their support. 
Thank you Zbooni!

Clap Dubai -
How Zbooni helped them 

increase their sales



Selling more -
Optimising

 Customer Channels
The opportunity of digital channels for customer acquisition, 
sales growth and enhanced retention, has not been missed by 
Zbooni’s surveyed SME businesses. 

Instagram was highlighted as the most popular channel for 
growing online sales, with almost 8 out of 10 people (79.4%) 
describing it as an important driver. WhatsApp ranked second 
with 44.2% of businesses saying it was essential for online sales. 
Own brand website was third with 38.2% of SMEs assessing it 
as a crucial sales touchpoint, while Facebook was important for 
36.9% of the merchants surveyed. Interestingly, just 18% of 
SME businesses rated online marketplaces as a driver for their 
online sales.

Prioritising business improvement

Top Five Channels for Online Sales according to
UAE Business Owners

Many of the most successful business owners are obsessed with 
finding ways to improve products, services and processes to 
benefit their teams and customers. Continuous improvement, 
sometimes referred to in Japanese as kaizen, looks at everything 
from small, incremental improvements to bigger, more 
transformational business changes.

Within the SME survey, we asked how businesses are prioritizing 
their improvement strategies.     

The results are fairly evenly distributed
Online advertising just coming out on top as the 
biggest priority for improvement amongst SMEs

Creating and perfecting better social media 
channels ranked second

Improving and optimising website experience 
was a close third 

29.2%
27.9%
27.5%

Online marketplacesFacebookOwn websiteWhatsAppInstagram



Recommended by 
you - Zbooni, designed 

for businesses 

To learn more about zbooni 

of people would 
recommend Zbooni

97.7%

Zbooni has always strived to serve its community of businesses 
by connecting them with solutions that improve business 
performance and drive better interactions and transactions 
with customers. 

The final question in our survey looked at whether people would 
recommend Zbooni. We’re humbled by the result. More than 
200 businesses were surveyed and 97.7% said they would 
recommend Zbooni. 2.3% of respondents were still sitting on 
the fence as unsure (we have to convince you!).

87.5% of you had already recommended Zbooni while a further 
10.2% said they intended to. Thank you for this vote of confidence 
and for recommending us to your friends and family.

Zbooni was founded in 2017 with the aim of helping businesses 
to thrive. Since then, Zbooni has welcomed thousands of merchants, 

retailers and SMEs to its platform. Zbooni provides practical 
business-focused solutions that help businesses more effectively 

connect, interact and transact with customers.

@zbooni_app /zbooniApp @zbooni Zbooni

zbooni.com


