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DELL Inc.
• One of the earliest companies outsourced in India

2001, the 1st customer service in Banglore

2003, the 2nd customer service in Hyderbrand 

-To save labor cost

Corcoran, Elizabeth (2004, May). Unoutsourcing;. Forbes, 173(10), 050-051. Retrieved , from ABI/INFORM 
Global database. (Document ID: 629341981).



DELL Inc. (cont.)
• The offshore customer service resulted in saving in 

labor cost, however, generated some complaints:

A. Language problem

B. Seems to be reading a script

C. Cultural misunderstandings

D. The Texas Attorney General’s 504 complaints 
against Dell Inc. and Dell Financial 

Business: Lost in translation; Offshoring. (2003, November). The Economist, 369(8352), 58. Retrieved , from 
ABI/INFORM Global database. (Document ID: 466914401).



DELL Inc. (cont.)
• Following great pressure from its customers, in 

November of 2003, Dell’s Customer Service was re-
routed back to the Austin, TX 

- Customer service to large and medium sized - Customer service to large and medium sized 
businesses was brought back

- Small sized business and consumer support still 
remain in India

• DELL plans to setup and operate more Indian call 
centers 



DELL Inc. (cont.)

• Productivity in an Indian corporate 
environment

- 69% of all U.S. software companies outsourced to India - Sand Hill 
Group

- Productivity is not as efficient in India as in the U.S 

1. High cost of attrition

2. Relocation of U.S. managers and increased salaries 

- Dell take advantage of economies of scale which allow them to 
affordably outsource and out compete startup companies 

Murphy, Richard McGill (2005, July). Pulling the Plug on Outsourcing. FSB : Fortune Small Business, 15(6), 
22-24. Retrieved , from ABI/INFORM Global database. (Document ID: 864997321).



Wal-Mart

• RFID (radio frequency identification)

- Increases its employee’s productivity

- Replenish shelves up to three times faster

http://www.walmart.com/

- Keep tracks on the products

- Help keeping the inventory cost low

- Make customers happy

Sullivan, L (2005, October). Wal-Mart Brings The RFID Proof. InformationWeek,(1060), 22. Retrieved August 27, 2006, from 
ABI/INFORM Global database. (Document ID: 916384741).   
http://www2.lib.purdue.edu:2060/pqdweb?index=0&did=916384741&SrchMode= 
1&sid=7&Fmt=4&VInst=PROD&VType=PQD&RQT=309&VName=PQD&TS=1156695723&clientId=31343

http://www.retailingworks.
com/map.htm



Wal-Mart (cont.)
• Wal-Mart uses computers to help further educate and to train their 

employees 

- 1.2 million employees in the U.S. are offered e-learning programs 

- offers classes that help to increase productivity at both work and in 
employees personal lives. Including:

http://www.asda.co.uk

employees personal lives. Including:

1. Time management

2. Goal setting

- Asda (owned by Wal-Mart in UK) offers e-learning for both its store 
employees and people who work in HQ

Howell, J (2004 April). Wal-Mart invites 1m staff to study. ITTraining, Retrieved August 25 2006, from
http://www2.lib.purdue.edu:6992/bsi/detail?vid=4&hid=104&sid=113b2d66-16f6-4f5e-a5da-29f3562a77a2%40sessionmgr101



Microsoft-Production of Employees

- Elixer

- Integrates different 
computer programs

- CRM Database- CRM Database

- Microsoft Outlook

- Helps Sales force

- Customer Satisfaction

- Overall Production



Microsoft-Working in Different Countries

• Involved in major antitrust suit from the 
European Union

• Microsoft was fined $625 million• Microsoft was fined $625 million

• Packaging of Media Player

• Forced to write an operating system manual for 
competitors 
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