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Zoho delivers a 439 
percent ROI and reduces 
TCO by 47 percent 
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The Bottom Line 

 
Customers switching to Zoho from Salesforce experienced a 68 percent reduction in total cost 
of ownership, while those moving from Dynamics achieved a 53 percent saving. These figures 
are supported by recent Nucleus case studies conducted to evaluate the average ROI of 
implementing Zoho One. The analysis revealed that for every dollar invested, organizations 
enjoyed a return of $4.39, with most users recouping their investment in under four months. 
Additionally, customers consistently reported boosts in sales productivity, enhanced support 
efficiency, and significant cuts in technology expenses. 
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Overview 
Organizations of various sizes, especially those scaling rapidly in diverse 
environments, often encounter challenges with software systems that 
become overly customized. This customization, intended to meet 
specific needs, can inadvertently lead to reduced adoption rates and 
put significant pressure on IT teams. Additionally, organizations seek 
flexible solutions that are intuitive and cater to the needs of end users, 
eliminating the need for frequent interventions by IT personnel. Against 
a backdrop of escalating software costs, organizations are increasingly 
inclined towards solutions that offer a lower total cost of ownership 
(TCO), helping them expand without the burden of hidden fees and 
add-ons. 
Nucleus conducted a detailed examination of Zoho One deployments 
across a variety of organizations ranging from 150 to over 1,500 
employees. The analysis revealed an average ROI of 439 percent, with 
an average payback period of 3.8 months post-deployment. These 
findings underscore Zoho One's effectiveness in enhancing sales 
productivity and overall operational efficiency. The purpose of this 
research is to explore the key benefits that contribute to the significant 
ROI and to identify strategies that enabled customers to maximize the 
value of their Zoho deployments.  

Zoho 
Zoho One, Zoho’s cloud-based business operating system, is designed 
to meet the evolving demands of organizations ranging from startups 
with a few employees to large enterprises with thousands of users. By 
bundling together more than 45 integrated applications spanning areas 
such as CRM, finance, HR, marketing, analytics, and more, Zoho One 
provides a unified platform that allows organizations to manage all their 
core operations from a single interface. Zoho One functions as a central 
system for all of an organization’s operational needs, regardless of size 
or industry. Each user gains access to comprehensive yet user-friendly 
applications that minimize the need for extensive, specialized training. 
The straightforward interface and tight integration between modules 
help drive adoption, enabling end-users and IT teams to focus on 
strategic initiatives rather than troubleshooting software systems. 
Overall, Zoho’s strengths lie in its scalability, user-friendly design, and 
comprehensive suite of applications, all offered in a cost-effective 
package. For organizations in search of a cloud-based platform that can 
seamlessly support their growth without adding complexity or 
overhead, Zoho One stands out as a compelling solution. 

Organizations opting 
for Zoho One 
achieve an average 
ROI of 439 percent.  
 

“Before Zoho, we 
had an old server-
based system that 
didn’t have the 
agility and 
connectivity that we 
needed to scale. We 
looked at a lot of 
other vendors, but 
Zoho checked all of 
our boxes and didn’t 
require insane 
amounts of training 
or technical 
expertise. For us it 
really was a no-
brainer.”  
- Startup Founder  
 

 
Organizations opting 
for Zoho One 
achieve an average 
ROI of 439 percent.  
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Typical Benefit Areas 
The most common benefit areas found across ROI analyses conducted 
on Zoho deployments include improved sales productivity, increased 
support productivity, and a significantly reduced total cost of 
ownership.  

Improved Sales Productivity 
Customers leveraging Zoho One reported an average increase in 
overall sales productivity of 57 percent, translating into an approximate 
three percent increase in revenue. This boost in performance can be 
largely attributed to sales teams spending 68 percent less time on 
manual reporting and prospecting. A unified customer view across 
applications such as Zoho CRM, Zoho Analytics, Zoho Campaigns, and 
Zoho SalesIQ consolidates vital sales and marketing information into a 
single workspace, eliminating data silos and ensuring a consistent 
understanding of the sales pipeline. 
By offering this single source of record, Zoho One helps sales teams 
align on shared objectives and apply uniform strategies for lead 
nurturing, follow-up, and deal progression, resulting in an average 
increase in close rates by 6.5 percent. Users reported that Zoho CRM in 
particular, stands out as a foundational tool for managing customer 
information and automating day-to-day tasks, while Zoho Analytics 
delivers actionable insights to refine sales tactics. Customers also noted 
that Zoho SalesIQ, in its ability to facilitate real-time engagement with 
prospects, effectively rounded out the platform’s end-to-end sales 
enablement capabilities. 
 

Reduced Total Cost of Ownership 

On average, organizations migrating to Zoho achieved a 47 percent 
lower total cost of ownership (TCO) while maintaining, and in some 
cases enhancing, overall functionality. This cost reduction is not solely 
attributed to more affordable licensing but also comes from minimized 
reliance on IT resources and streamlined solution administration. For 
example, one organization that switched from Microsoft Dynamics 
reduced its TCO by 53 percent, while another moving away from 
Salesforce saved 68 percent. Another organization considered building 
a custom system in-house only to discover that Zoho was 88 percent 
more cost-effective than a fully customized project. 
In addition to lowering software costs, customers reported that Zoho’s 
integrated platform required significantly less IT oversight, by 
approximately 30 percent, due to fewer system conflicts and more 

Zoho customers 
reported a 57 
percent increase in 
sales productivity, 
translating to a three 
percent boost in 
revenue.  
 

 
On average, Zoho 
customers switching 
from Salesforce 
reduced TCO by 
68%, and those 
switching from 
Dynamics saved 
53%.   
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cohesive workflows. This lighter IT burden was complemented by 
higher end-user adoption rates, which rose by an estimated 15 percent 
on average on average across all deployments. Together, these gains 
indicate that Zoho One provides businesses with a holistic solution that 
reduces hidden expenses, eases the workload on support teams, and 
enables broader user uptake, all of which leads to a markedly lower 
TCO over time. 

Increased Support Productivity 
Organizations that adopted Zoho Desk as part of their Zoho One 
deployment reported an average 59 percent increase in support 
productivity, with some achieving up to a 93 percent improvement. By 
integrating ticket creation, call tracking, and escalation management 
into a single platform, Zoho Desk enabled customers to eliminate 
manual processes and redeploy valuable headcount. One organization 
saved more than $70,000 annually, equivalent to 20 percent of labor 
costs, simply by automating ticket creation and tracking tasks that 
previously demanded a dedicated employee. 
Beyond these immediate savings, customers leveraging Zoho across 
multiple channels including email, phone, live chat, and self-service, 
cited an impressive 24 percent reduction in average resolution time 
while simultaneously improving net promoter scores (NPS) by an 
average of seven percent. One organization significantly streamlined 
hardware repair workflows, achieving a 90 percent increase in repair 
efficiency by using Zoho to centralize all repair requests and enhance 
collaboration between support and sales teams.  

Strategies For Success 
Nucleus examined the initial buying intentions and deployment 
strategies that enabled organizations to maximize the value of their 
Zoho deployments. Customers noted that regularly reassessing their 
business and software requirements, conducting thorough analysis of 
alternatives prior to deployment, and making concerted efforts to drive 
user adoption were all key to their strong ROI with Zoho.  

Regularly Reassessing Requirements 
A key strategy for organizations adopting Zoho is to continuously 
reexamine their system requirements, especially during periods of 
expansion or internal change. Users often describe their Zoho deployment 
as a pivotal chance to revisit and streamline outdated processes, rather 
than adjusting their workflows to fit rigid software architectures. Zoho’s 
user-friendly flexibility allows them to configure the platform around real-

 
“By consolidating 
ticket creation, call 
tracking, and 
hardware repair 
workflows into one 
place with Zoho 
Desk, we've cut our 
resolution times by 
24 percent, boosted 
our NPS by seven 
percent, and freed 
our support team to 
focus on delivering a 
more efficient, high-
quality customer 
experience. 

Customer 
Support Manager  
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world needs, in contrast to experiences with Salesforce or Dynamics, 
where customers reported needing multiple workarounds to navigate 
fixed modules and licensing models. 
By periodically reviewing and updating requirements, organizations using 
Zoho find it much easier to accommodate new demands, such as 
launching additional product lines or restructuring internal teams, without 
the heavy reliance on IT support or third-party consultants. This proactive 
approach not only ensures the technology evolves in alignment with the 
business but also helps maintain agility and efficiency. Ultimately, 
companies that embrace ongoing requirements reassessment see 
reduced complexity, fewer unnecessary costs, and a notable improvement 
in the overall user experience. 

Conducting Thorough Analysis of Alternatives 
Organizations that took the time to thoroughly evaluate multiple 
solutions prior to deploying Zoho consistently reported smoother 
rollouts and fewer unexpected costs. Many users highlighted that, by 
carefully comparing Zoho with alternatives like Salesforce, Dynamics, 
and HubSpot, they were able to identify differences in licensing 
structures, customization needs, and total cost of ownership upfront. 
This proactive approach saved them from potential vendor lock-in and 
costly add-ons down the road. 
In addition, customers found value in assessing factors beyond features, 
such as vendor support, scalability, and the solution’s overall 
ecosystem, during their decision process. By including Zoho’s sandbox 
capabilities and user-friendly interface in their trials, they could more 
accurately gauge day-to-day usability and integration options. This level 
of due diligence ultimately helped organizations choose the platform 
that best aligned with both their immediate and long-term 
requirements, leading to faster adoption and a more seamless transition 
once the solution was fully implemented. 

Driving End-User Adoption 
Customers frequently cited Zoho’s intuitive interface and flexible 
customization capabilities as key factors in achieving high user 
adoption. Compared to other solutions, which often require extensive 
training and specialized configurations, Zoho’s design enables teams to 
quickly familiarize themselves with core features. Users appreciate 
being able to tailor the platform to meet their needs without having to 
sift through multiple add-ons or complex licensing arrangements. 
Beyond ease of use, Zoho’s single ecosystem for sales, support, and 
other business functions eliminates the need to switch between 
disjointed applications. This unified environment was found to 

 
 
Users switching to 
Zoho reported a 15 
percent increase in 
adoption rates 
 
 
 

 
 
 
 
 
 

 
“Zoho has enabled 
us to start fresh after 
years of making time 
consuming and 
complex tweaks to 
our Salesforce 
environment. We can 
now build workflows 
that support our 
processes, instead of 
having to alter our 
processes based on 
our technology.”  

Manufacturing 
CEO 
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accelerate the onboarding process and foster a culture of collaboration, 
as teams can readily share data and insights. Many organizations have 
seen user adoption rates climb rapidly, often exceeding their previous 
experiences, thanks to Zoho’s consistent user experience and lower 
reliance on IT assistance. By focusing on simplicity and coherence, Zoho 
ensures that new features and integrations feel natural for employees, 
sustaining engagement well past the initial deployment phase. 

Looking Ahead 
Over the next 12 months, the CRM market is expected to see customers 
becoming more intentional with their spending, seeking out solutions 
that directly drive revenue growth and streamline sales processes. In this 
environment, Zoho’s integrated platform and competitive value 
proposition stand out as appealing alternatives to incumbent vendors. 
By combining strong analytics, intuitive interfaces, and comprehensive 
functionality under one unified suite, Zoho is poised to meet the evolving 
needs of scaling organizations seeking a cost-effective edge. 
Given the market’s shift toward sales-centric strategies, Zoho’s ability to 
unify customer data, automate workflows, and deliver real-time insights 
positions it as a strong choice for organizations aiming to stay agile 
without overextending their budgets. As organizations prioritize 
platforms that can support rapid expansion while maintaining simplicity, 
Zoho’s integrated nature, and user-friendliness, is expected to further its 
reputation as a forward-thinking option in the CRM and business 
operations space. 
 

 
 

 
 

 

 

 

 

 
“We had Dynamics 
before, and over 
time it just became 
overly customized 
trying to mirror our 
evolving business, 
causing 
overcomplexities and 
tech problems that 
killed adoption. 
Since switching to 
Zoho, we have been 
able to build 
workflows that our 
teams actually need 
and our adoption 
rates have gone 
through the roof.”  

SVP of 
Technology 

 
 
 

 
 
 
 
 
 
 
 
 

 
 
 


