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Background and Company Performance 

Industry Challenges 

Facility management (FM) companies are experiencing rapid transformation to meet new 

marketplace demands spurred by the digital transformation and technological evolution 

happening globally. To survive in the competitive market, FM service providers must keep 

pace with industry mega trends and progress towards integrating workplace management, 

smart technologies, and energy management (EM) services into their offerings.   

Frost & Sullivan posits that FM companies offering traditional FM services alone could be at 

a risk of losing their business to pure energy service providers. It is necessary for them to 

explore opportunities to become integrated FM (IFM) providers1. As a result, they will be 

positioned to compete with pure energy players in the building EM market. 

Top growth opportunities for integrated FM service providers include: 

- Achieve energy service company (ESCO) accreditation as an FM service provider 

- Evaluate energy performance contracting business models and adopt the most 

suitable   

-  Explore partnership opportunities with Super ESCOs and financial institutions 

IFM companies have already experienced the value add of EM services to their business, 

clients, and ultimately, the environment. The value proposition for EM services goes far 

beyond the benefits of energy efficiency; it enables end users to access EM data and make 

better decisions, increase business productivity, and enjoy more successful energy 

performance contracting. Although typical EM projects are primarily delivered by ESCOs, 

FM service providers are gradually beginning to compete with them by acquiring ESCO 

accreditation globally. 

In the Gulf Cooperation Council (GCC), however, energy performance contracting for FM 

companies and ESCOs remains in the early stage of development, primarily because of 

regional restraints such as access to financing, an incomplete regulatory environment, and 

lack of awareness about the benefits of implementing energy efficiency measures as 

facility owners. Nevertheless, in 2013 and 2017, creation of Super ESCOs in the United 

Arab Emirates (UAE) and the Kingdom of Saudi Arabia (KSA), respectively, significantly 

eliminated entry challenges, especially in the UAE, given the longer presence of Etihad 
ESCO (the UAE's Super ESCO) in the market. 

Despite the clear benefits of implementing energy efficiency measures, project financing 

remains a challenge. This is because many developers and facility owners do not realize 

the importance of energy performance contracting. Regardless of these challenges, there 

                                           
1 The provision of services from (at least) two distinct spheres by the same company. 
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is huge potential for EM in the GCC. For instance, the as-built infrastructure that can 

benefit from retrofitting is significant, facilitated by being relatively new and adequately 

sophisticated.  

Moreover, maintaining top operational conditions while optimizing their assets‘ life cycle 

and energy efficiency is a key requirement for FM owners. Achieving these goals partly 

relies on regular inspection of facilities‘ structural integrity and specific assets‘ operating 

conditions; however, physical execution of these checks can prove difficult and potentially 

hazardous for FM staff. This has created a need for operational support tools, such as 

industrial drones to circumvent maintenance and safety issues, offering an alternative, 

integrated inspection and analysis solution. 

Overall, FM companies play a key role in the changing EM industry and could derive 

substantial gains as the FM market evolves. However, success is only achievable through 

comprehensive planning and research; an FM company must sufficiently prepare and 

continuously improve its solutions and offer to operate in this emerging industry. Frost & 

Sullivan finds that a shift from a services model to an asset-heavy model, the ability to 

manage contracts over the long term, and establishment of a highly trained workforce are 

the key aspects that will redefine how FM companies operate. 

Customer Impact and Business Impact 

Financial Performance  

Frost & Sullivan recognizes Enova for its strong growth in the FM market in the UAE. 

Despite macroeconomic headwinds in some markets in the Middle East and North Africa 

(MENA) region, Enova‘s revenue grew at a rate of 11% in 2018 over its revenue in 2017.2 

In 2019, the company secured key FM accounts across the ESCO, healthcare, industrial, 

hospitality and transportation sectors, making them one of the leading facility 

management  service providers in UAE. 

Customer Service Experience  

Enova caters to a wide portfolio of clients in the GCC region across the public, hospitality, 

commercial, industrial, transportation and healthcare sectors. In 2014, the company 

launched Hubgrade as the initial iteration of its Energy Saving Center in a move to 

centralize data monitoring and analysis to deliver guaranteed savings for its clients. To 

respond to the dynamic FM market needs in the GCC region, Enova has continually 

enhanced Hubgrade. In 2017, Hubgrade 2.0 was launched to cater to the broadened EM 

market. In 2018, Hubgrade 3.0 was released to offer seamless integration with Enova‘s 

computer-aided facilities management (CAFM) tool and newly launched smart waste 

services.  

                                           
2 Being a subsidiary of the listed firms Majid Al Futtaim and Veolia, Enova is not authorized 

to disclose revenue and profitability metrics. 
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In May 2019, Enova introduced its smart monitoring and reporting center as Hubgrade 

4.0. This latest version is a fully integrated hypervision platform from which the 

operations and customer service teams work together in the newly inaugurated dedicated 

Energy & Performance workspace. Hubgrade 4.0 offers increased scope in terms of 

quantity and quality of data monitored and analyzed, and it can be applied to any type of 

property, including mixed-use communities and industrial sites.  

One of the most impressive features is the 'Super Dashboard', which combines a series of 

sub-dashboards into one real-time overview, thus empowering customers with the 

flexibility to filter and customize views according to the viewer‘s needs. Additionnally, it 

allows to benchmark different assets in a wide portfolio: a concrete example herefore 

would be the Majid Al Futtaim City Centre Super Dashboard that consolidates data from 

several City Centre shopping malls from across the region and enables an easy and fast 

drill down to a specific mall while also giving the overview of the set. Enova‘s seamlessly 

interconnected suite is an award-winning solution. What differentiates it from competing 

products most is its interactivity with other support tools as well as the degree of 

customization and automated reporting options.  

Enova devised a digital roadmap to stand out from its competitors; thus it launched a 

digital suite. Besides the benefits its smart monitoring platform offers, the digital suite 

helps clients view their performance indicators and best understand what their engineers 

are working on.  

The latest customer tool launched is the Enova by Veolia App that provides clients 24-hour 

access to real-time data on energy and facilities management services through user-

friendly features such as automatic status updates, instant task reporting, and real-time 

data on financial and operational performance. It empowers clients to optimize 

deployment of work orders, view operations, and interact with the FM teams working on 

the ground. This feature is currently widened with a business-to-business-to-consumers 

B2B2C section to also serve consumers, such as tenants in a mall for example.   

An additional app, known as the Enova Smart Waste App, or Eswap, enables clients to 

quickly and efficiently check, track, and manage their waste management procedures. 

Frost & Sullivan recognizes that Hubgrade, Enova by Veolia App, and Eswap have 

revolutionized how clients interact with their assets‘ consumption data by making 

information more accessible, instant, and actionable. 

 

Performance Value  

Enova takes a customer-centric approach by providing an integrated solution that 

combines EM and FM. Tailored to meet client and end-user needs, Enova offers two key 

benefits. On the one hand, each building it manages profits from increased appeal thanks 

to guaranteed health and wellbeing conditions for occupants, being it the passengers in an 
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airport, shoppers in a mall, or the guests in a hotel. On the other hand, increased 

efficiency and effective energy use combined with a decreased waste production reduces 

the consumption of precious resources, thereby leading to a lower environmental impact 

of the buildings while simultaneously reducing operational costs. Hence, Enova creates a 

winning situation for clients and their end-users, as well as for the environment. 

Enova is dedicated to modernizing how customers perceive its brand, shifting from an FM 

firm and provider of comprehensive EM solutions to a true sustainability partner that 

supports clients in maintaining their growth over the long-term. Customer trust is clear, 

as reflected through the company‘s attainment of numerous certifications and awards, 

including the following: 

• International certifications: 

o ISO 9001:2015 – Quality Management 

o ISO 14001:2015 – Environmental Management 

o OHSAS 18001:2007 – Occupational Health & Safety 

o ISO 50001:2011 – Energy Management 

o ISO 55001:2014 – Asset Management 

• Recent Awards: 

o ―Technology-Driven FM Award‖ by MEFMA (2019) 

o ―Health & Safety Initiative of the Year‖ (highly commended) by FM ME Awards (2019)  

o ―Excellence in Facilities Management – Silver Award‖ by Global FM Awards (2018) 

o ―UAE Energy Management Company of the Year‖ by Frost & Sullivan (2018) 

o ―UAE Energy Efficiency New Product Innovation Award‖ by Frost & Sullivan (2018) 

o ―Solar Retrofit Project of the Year‖ by RetrofitTech UAE (2018) 

o ―Best Contractor & FM‖ by RetrofitTech UAE (2018) 

o ―Retrofit Project of the Year‖ by RetrofitTech UAE (2017) 

o ―Supplier of the Year (non-SME)‖ by Expo 2020 (2017) 

Frost & Sullivan recognizes that Enova‘s highly motivated and skilled teams working 

across the GCC region, have led it to occupy a pioneering position in this transforming 

market. Moreover, Frost & Sullivan finds Enova has a competitive advantage over other 
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market players as it possesses two strong shareholders — Veolia and Majid Al Futtaim. In 

particular, Veolia has 160 years of experience in sustainable energy, water, and 

environmental services. Majid Al Futtaim is a sustainability pioneer in the MENA region, as 

the ambitious and bold Net Positive Commitment shows. This vast experience and 

expertise position have led Enova to launch innovative solutions that address existing and 

new customers‘ needs at a pivotal point of change in the GCC region‘s FM market. 

Brand Equity 

Frost & Sullivan finds Enova stands out as a market leader specifically for integrated EM 

and FM solutions. It was the first company to be ESCO accredited by the Regulatory and 

Supervisory Bureau (RSB) in Dubai in 2014 and has since significantly expanded its 

retrofit footprint across the region, notably on the different emirates of the UAE and in the 

KSA. Often asked to share knowledge and experience at public industry events, Enova‘s 

team regularly lends insights into energy conservation and efficiency best practices 

through panel discussions and presentations.  

In demonstrating vision and leadership, Enova offers a three-part guarantee, going far 

beyond what other companies offer, to reassure clients that it will deliver on its promise. 

Enova earns its clients‘ trust by delivering savings and guaranteeing results on a 

contractual, technical, and financial level. In fact, Enova was the first company — and 

remains one of the few —to provide a money-back guarantee if the service plans were to 

fall short of predicted savings. 

What characterizes Enova‘s FM offer is that it is customer-centric and sector-specific, two 

elements that make it stand out and gain recognition from Frost & Sullivan. This approach 

is complemented by innovative services and solutions, especially with regards to 

digitalization, transparency, and communication. Enova provides its clients full visibility on 

contractual performance by allowing them to access all information retrieved through both 

the CAFM system and Hubgrade. 

Enova‘s formula for success is based on the following elements: 

• Sustaining clients‘ growth while simultaneously satisfying their needs and reducing their 

environmental footprint  

• Delivering digitalized and smart services featuring transparent real-time data 

• Ensuring a tailored customer-centric approach addressing the requirements of specific 

sectors 

• Adding value through the development of innovative service delivery methodologies 

• Integrating energy performance with guaranteed commitments over the FM service 

delivery 

https://www.worldgbc.org/news-media/majid-al-futtaim-becomes-first-middle-eastern-company-adopt-net-positive-strategy
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 Below are a few examples of Enova‘s top contracts in the UAE and regionally: 

• UAE: Mall of the Emirates, Ski Dubai, Al Zahia Community Sharjah, Sharjah 
International Airport, Al Ain International Airport, Emaar, Al Bateen Executive Airport, 

Pullman Deira Creek Hotel, Sheraton Dubai Mall of the Emirates Hotel

• Across MENA: Majid Al Futtaim City Centres, Carrefour, VOX Cinemas, Reel Cinemas, Al 
Tayer, Cairo Children‘s Cancer Hospital, Cairo Festival City, Doha City Center, Banque 
Saudi Fransi, Chalhoub Group, Waterfront City Beirut

Enova is a key member of and contributor to regional and international organizations in 

both the Energy and Facilities Management fields. Recent contributions include chairing 

MEFMA‘s Strategic Committee and being a board member of the Clean Energy Business 

Council MENA. These appointments in regional FM and EM organizations help anchor the 

already solid brand equity Enova has established as a thought leader and trailblazer 

across the region. 

Operational Efficiency 

Enova has the expertise to deliver long-term savings for its customers and to manage a 

variety of sustainability services under a single contract, something few of its competitors 

can match. The firm follows a People-Processes-Tools approach: deploy the right kind of 

people, who are highly trained and who are experts in the field; establish a strong process 

to monitor every step; and utilize the right tools using cutting-edge technology to deliver 

the highest quality, first-rate service. This approach is supported by an extensive suite of 

fully integrated digital solutions and tools, with the hypervision platform Hubgrade and 

CAFM system at its core.  

One major success story in operational efficiency advancement was the launch of its two 

complementary solutions: drone inspection services and energy modeling. Depending on 

client requirements and needs, Enova provides three different packages: 

1. Drone observation

2. Drone observation and corrective recommendations

3. Drone observation, energy modeling, and recommendations

The main benefits provided by drone inspections are: 

• Fast retrieval of accurate target data

• Reduced inspection cost and downtime

• Lower exposure to risk
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• Improved asset liability 

The advantageous combination of innovative drone and energy modeling solutions has 

contributed to Enova‘s operational efficiency and on several levels. First, it has increased 

competitiveness for unmatched cost-effectiveness and efficiency compared to traditional 

inspection approaches. Second, additional areas of application are created due to the 

possibility of inspecting areas non-accessible through conventional methods (e.g., roof 

glass domes). Last, less manpower is needed, which mitigates health and safety issues. 

Frost & Sullivan finds Enova has taken the right measures by providing competitive 

solutions to meet its clients‘ operational and safety requirements by investing in cutting-

edge drone technology.  

  



 

BEST PRACTICES RESEARCH 

© Frost & Sullivan 2019  10  "We Accelerate Growth" 
 

Growth Potential  

As its slogan ‗Sustaining your growth‘ promises, Enova has made it its goa l to serve as a 

true partner, helping clients increase their growth rate over the long-term. In addition to 

providing a one-stop shop for a vast array of EM and FM services enhanced with 

innovative solutions, Enova earns its clients‘ trust by demonstrating savings and 

guaranteeing results. 

With a unique service offering, a regional footprint, and the strength and support of its 

shareholders, Enova expects to cement its position as the leading regional ESCO. 

Capitalizing on this, the firm is aiming to grow its FM solution footprint in the seven 

countries3 it currently operates in, as well as enter markets with a growing demand for a 

proficient service provider. Assuming that the contract retention rate remains extremely 

high and taking into consideration the current market conditions, the company is expected 

to grow at a faster pace than its competitors. 

However, Enova is not only committed to its clients or its own growth ambition, but also 

to the communities it operates in, its staff, and the industry as a whole. 

Communities: Corporate social responsibility (CSR) is well-embedded in Enova‘s strategy 

and, as such, it received the Dubai Chamber CSR Label for the 6th year in a row in 2019. 

The activities range from sustainability initiatives for clients to Ramadan gift bags and 

clean-up drives to numerous activities that raise awareness on environmental topics. 

Enova believes in promoting transparent and clear communication with its end users so 

they can understand their environmental footprint and impact on a building‘s 

consumption. In this way, end users become active supporters of energy efficiency. Enova 

offers clients tailored, easy-to-understand live dashboards for their occupants and 

organizes Hubgrade tours and other workshops to share insights and knowledge. 

To ensure that sustainability values and appreciation of the environment and its scarce 

resources are assimilated from an early age, Enovians also conduct educational 

presentations at schools. 

#ProudToBeEnovian: Across the region, Enova has nearly 3,000 employees, 

representing over 45 nationalities who speak more than 25 languages between them. 

Diversity and inclusivity matter at Enova. 

Keeping its workforce safe and healthy is a top priority. Because of its uncompromising 

commitment to risk prevention, the company‘s severity rate has dropped by 98% and the 

frequency rate of LTIs (lost time injury) was reduced by 85% over the last eight years. In 

                                           
3 United Arab Emirates, Kingdom of Saudi Arabia, Lebanon, State of Qatar, Sultanate of 

Oman, Egypt and Kingdom of Bahrain. 
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addition, Enova‘s latest employee Health & Safety campaign #ActForABetterTomorrow was 

highly commended at the FM ME Awards 2019.4 

Enova‘s workforce is its most valuable asset, so learning, development, and employee 

engagement are key. Each Enovian received about 13 hours of training in 2018. In 

addition, staff has access to a large array of LinkedIn Learning courses, and learning KPIs 

have been integrated into the annual performance reviews. Due to its continuous skill 

development, Enova was able to fill 200 vacancies internally through promotion in 2018. 

Moreover, on Happiness Day 2019, Enova launched its very own Happiness Committee in 

charge of organizing activities in and out of the workplace to support employee 

contentment and well-being both in the office environment and on site. 

Driving the energy & FM sector forward: Exchanging expertise with other industry 

leaders in the field of EM and FM, as well as acting as a thought leader on sustainability in 

general, is crucial for the continuous development of these sectors to serve clients‘ 

changing needs and to deliver ever-evolving technologies. For instance, Enova is a 

founding member of MEFMA (Middle East Facilities Management Association) and leads a 

working committee. Also, it sits on the board of both the Clean Energy Business Council 

and the French Business Group. 

Conclusion 

Enova will continue to focus on broadening its client base as well as adding to its cutting-

edge portfolio of FM services by venturing into new geographies and sectors or service 

lines. With its holistic offering complemented by digital tools and innovative solutions, 

Enova is able to showcase an impressive regional portfolio covering a broad base of 

sectors, contract types, and services.  

Moreover, Enova is successfully catering to the changing needs of the FM industry in UAE 

by making the right partnerships, investing in drones, achieving international 

accreditations, and upgrading digital tools and applications; this makes the company a 

leader in the FM industry. Indeed, the company is positioned to maintain a strong foothold 

in the UAE‘s FM services market due to its consistent development and unstoppable drive 

towards excellence; customers in the region will continue to trust Enova with their 

projects.  

For its strong overall performance, Enova is recognized with Frost & Sullivan‘s 2019 

Customer Value Leadership Award. 

 

  

                                           
4 FM ME Awards 2019 

https://www.enova-me.com/careers/health-safety-work/actforabettertomorrow-2018
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Significance of Customer Value Leadership  

Ultimately, growth in any organization depends on customers purchasing from a company 

and then making the decision to return time and again. Satisfying customers is the 

cornerstone of any successful growth strategy. To achieve this, an organization must be 

best in class in three key areas: understanding demand, differentiating from the 

competition, and nurturing the brand.  

 

Understanding Customer Value Leadership 

Customer Value Leadership is defined and measured by two macro-level categories: 

Customer Impact and Business Impact. These two sides work together to make customers 

feel valued and confident in their products‘ quality and performance. This dual satisfaction 

translates into repeat purchases and a lifetime of customer value.  
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Key Benchmarking Criteria 

For the Customer Value Leadership Award, Frost & Sullivan analysts independently 

evaluated Customer Impact and Business Impact according to the criteria identified below.  

Customer Impact  

Criterion 1: Price/Performance Value  

Requirement: Products or services offer the best value for the price, compared to similar 

offerings in the market. 

Criterion 2: Customer Purchase Experience  

Requirement: Customers feel they are buying the optimal solution that addresses both 

their unique needs and their unique constraints.  

Criterion 3: Customer Ownership Experience 

Requirement: Customers are proud to own the company‘s product or service and have a 

positive experience throughout the life of the product or service. 

Criterion 4: Customer Service Experience 

Requirement: Customer service is accessible, fast, stress-free, and of high quality. 

Criterion 5: Brand Equity 

Requirement: Customers have a positive view of the brand and exhibit high brand loyalty. 

Business Impact  

Criterion 1: Financial Performance 

Requirement: Overall financial performance is strong in terms of revenue, revenue 

growth, operating margin, and other key financial metrics. 

Criterion 2: Customer Acquisition 

Requirement: Customer-facing processes support the efficient and consistent acquisition 

of new customers, even as it enhances retention of current customers.  

Criterion 3: Operational Efficiency 

Requirement: Staff is able to perform assigned tasks productively, quickly, and to a high 

quality standard. 

Criterion 4: Growth Potential 

Requirements: Customer focus strengthens brand, reinforces customer loyalty, and 

enhances growth potential. 

Criterion 5: Human Capital  

Requirement: Company culture is characterized by a strong commitment to quality and 

customers, which in turn enhances employee morale and retention. 
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Best Practices Recognition: 10 Steps to Researching, 
Identifying, and Recognizing Best Practices  

Frost & Sullivan analysts follow a 10-step process to evaluate award candidates and 

assess their fit with select best practices criteria. The reputation and integrity of the 

awards are based on close adherence to this process. 

STEP OBJECTIVE KEY ACTIVITIES OUTPUT 

1 
Monitor, 
target, and 
screen 

Identify award recipient 
candidates from around the 
world 

 Conduct in-depth industry 
research 

 Identify emerging industries 

 Scan multiple regions 

Pipeline of candidates that 
potentially meet all best 
practices criteria 

2 
Perform  
360-degree 
research 

Perform comprehensive, 
360-degree research on all 
candidates in the pipeline 

 Interview thought leaders 
and industry practitioners  

 Assess candidates‘ fit with 
best practices criteria 

 Rank all candidates 

Matrix positioning of all 
candidates‘ performance 
relative to one another  

3 

Invite 
thought 
leadership in 
best 
practices 

Perform in-depth 
examination of all candidates 

 Confirm best practices 
criteria 

 Examine eligibility of all 
candidates 

 Identify any information gaps  

Detailed profiles of all 
ranked candidates 

4 

Initiate 
research 
director 
review 

Conduct an unbiased 
evaluation of all candidate 
profiles 

 Brainstorm ranking options 
 Invite multiple perspectives 

on candidates‘ performance 
 Update candidate profiles  

Final prioritization of all 
eligible candidates and 
companion best practices 
positioning paper 

5 

Assemble 
panel of 
industry 
experts 

Present findings to an expert 
panel of industry thought 
leaders 

 Share findings 
 Strengthen cases for 

candidate eligibility 
 Prioritize candidates 

Refined list of prioritized 
award candidates 

6 

Conduct 
global 
industry 
review 

Build consensus on award 
candidates‘ eligibility 

 Hold global team meeting to 
review all candidates 

 Pressure-test fit with criteria 
 Confirm inclusion of all 

eligible candidates 

Final list of eligible award 
candidates, representing 
success stories worldwide 

7 
Perform 
quality check 

Develop official award 
consideration materials  

 Perform final performance 
benchmarking activities 

 Write nominations 
 Perform quality review 

High-quality, accurate, and 
creative presentation of 
nominees‘ successes 

8 

Reconnect 
with panel of 
industry 
experts 

Finalize the selection of the 
best practices award 
recipient 

 Review analysis with panel 
 Build consensus 
 Select recipient 

Decision on which company 
performs best against all 
best practices criteria 

9 
Communicate 
recognition 

Inform award recipient of 
award recognition  

 Present award to the CEO 
 Inspire the organization for 

continued success 
 Celebrate the recipient‘s 

performance 

Announcement of award 
and plan for how recipient 
can use the award to 
enhance the brand 

10 
Take 
strategic 
action 

Upon licensing, company is 
able to share award news 
with stakeholders and 
customers 

 Coordinate media outreach 
 Design a marketing plan 
 Assess award‘s role in 

strategic planning 

Widespread awareness of 
recipient‘s award status 
among investors, media 
personnel, and employees  
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The Intersection between 360-Degree Research and Best 
Practices Awards 

Research Methodology  

Frost & Sullivan‘s 360-degree research 

methodology represents the analytical 

rigor of the research process. It offers a 

360-degree-view of industry challenges, 

trends, and issues by integrating all 7 of 

Frost & Sullivan‘s research methodologies. 

Too often companies make important 

growth decisions based on a narrow 

understanding of their environment, 

resulting in errors of both omission and 

commission. Successful growth strategies 

are founded on a thorough understanding 

of market, technical, economic, financial, 

customer, best practices, and 

demographic analyses. The integration of 

these research disciplines into the 360-

degree research methodology provides an 

evaluation platform for benchmarking 

industry participants and for identifying those performing at best-in-class levels. 

About Frost & Sullivan  

Frost & Sullivan, the Growth Partnership Company, helps clients accelerate growth and 

achieve best-in-class positions in growth, innovation and leadership. The company's 

Growth Partnership Service provides the CEO and the CEO's growth team with disciplined 

research and best practices models to drive the generation, evaluation, and 

implementation of powerful growth strategies. Frost & Sullivan leverages nearly 60 years 

of experience in partnering with Global 1000 companies, emerging businesses, and the 

investment community from 45 offices on 6 continents. To join Frost & Sullivan‘s Growth 

Partnership, visit http://www.frost.com. 
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