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Dell was among one of the earliest companies to route Customer Service to India.
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Dell developed call centers to decrease their labor costs

In 2001, Dell completed construction on their first Indian location 
which was in Bangalore.

In 2003, Dell completed construction on their second Indian location 
which was in Hyderbrand.



The off shoring of customer service was successful in decreasing labor costs but 
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the move also generated some complaints.

a. In 2003, The Texas Better Business Bureau logged 3,726 complaints against 
Dell’s customer service techniques.

Language problems were among one the largest complaints 
among customers.

Customers stated that Customer Service Representatives 
were seemingly unwilling to depart from a script.

Cultural misunderstandings were cited as office logged troublesome 

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



The company does seem to be working to eliminate customer frustrations and 
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regain that portion of market share which has been lost to their off shoring 
decision.

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 businesses was the 
only support that was brought back but Dell has stated that they 
are uncertain as to whether or not such a move is permanent.

Small sized businesses and consumer support remain in India and 
there have been no announcements regarding its ultimate fate.

Dell’s administrative staff meets with the Texas Better Business Bureau 
quarterly to make themselves aware of problems and then address 
them.

There are currently plans to setup and operate more Indian call centers and 
demand for customer service will require increased productivity.



Productivity in an Indian corporate environment
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According to a survey by the Sand Hill Group, in 2004 69% of all U.S. 
software companies outsourced some aspect of their production to 
India.

Productivity is not as efficient in India as in the U.S. so startup companies 
typically cannot afford to outsource their labor.

The high cost of attrition can typically force smaller companies to 
remain domestic.

Relocation of U.S. managers and increased salaries of those 
managers also contribute to a lack of ability to outsource in small 
companies.

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



Wal-Mart uses RFID to increase its employee’s productivity.

6

Wal-Mart is experimenting with a radio-frequency identification system. 

With the use of RFID information technology, employees can 
replenish shelves up to three times faster than with the old bar 
code technology. 

Products have a radio frequency that a scanner and detect determine 
the amount of products and where they are located. 

Employees can also find products stored in the back room of the 
store quicker, helping to make the employee more productive 
and the customer happier.

Using RFID technology also helps to keep inventory costs down.

RFID can automatically tell when products need to be 
reordered, which is more efficient than being recorded 
when the employee determines the product needs to be 
restocked.



Wal-Mart uses computers to help further educate and to train their employees.
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Wal-Mart’s 1.2 million employees in the U.S. are offered e-learning programs to help 
develop their personal skills.

Using this information technology Wal-Mart offers classes that help to increase 
productivity at both work and in employees personal lives. 

Wal-Mart’s e-learning training includes times management and goal setting courses.

In the United Kingdom. Wal-Mart owned, Asda stores also offers e-learning.

Asda not only offers e-learning for its store employees but also to their 1,800 
employees who work at their headquarters.



Production of Employees
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1. Microsoft has developed a project to help is customer sales force by integrating 
different computer programs together.  Code named Elixer, it ties together the 
CRM database of the company to Microsoft Outlook.  This will allow the sales 
employees to access customer’s records much faster and easier.  This 
advancement in information technology should help not only productivity, but 
also customer satisfaction.

2. “Personal Productivity and Enterprise Interfaces Starting to Merge, says 
Microsoft.”  (May 2005) Manufacturing Business Technology. 23(5), 
26.  Retrieved from Business Source Premire. August 26, 2006.  
(Document ID: 16997537)  

http://www2.lib.purdue.edu:6859/login.aspx?direct=true&db=buh&AN=
16997537&site=bsi-live



Microsoft is currently involved in a major antitrust suit in Europe that deals with the how 
software is packaged together.  The European Union (EU) has previously ruled against 
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software is packaged together.  The European Union (EU) has previously ruled against 
Microsoft, says that it has created an unfair advantage in the software industry and 
fined the company $625 million.  Microsoft feels as though they are being unfairly 
targeted because they are a foreign company.

a. One reason Microsoft has been ruled against is because the EU has decided that since 
its Windows program (which runs on roughly 90% of all computers) dominates the 
market, it makes it very difficult for any rivals to compete.

Another reason they were ruled against is because of how Windows Media Player is tied 
packaged together for free with Windows.  Other companies were unable to make 
music programs that could tie into Windows, creating another monopoly.

Microsoft was previously ordered to make a manual of its operating system in order to 
make it easier for rivals to write music programs that were compatible to Windows.  
They then were told to re-write the manual because it was too complicated for the rivals 
to understand.
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