
Dell
When you look at the overall
numbers for desktop PCs,
Dell looks like it’s slipped out
of the top tier. But this has
more to do with the fact that
Dell sells a much higher per-

centage of work systems than the other
top-tier vendors. In general, people are
less satisfied with business PCs than home
computers. Thus Dell’s overall numbers
are affected more than other companies’.
However, when we drill into both the
Work and Home categories for desktops,
Dell scores significantly better than aver-
age in nearly every measure, especially in
the very important gauge of brand recog-
nition, likelihood to recommend. There-
fore Dell receives a Readers’ Choice award
for its desktop computers. 

The bigger issue is with notebooks,
where Dell’s overall score is worse than
average—for the second year running.
Still, the company’s notebooks score for
likelihood of recommending is the highest
of any manufacturer other than Apple,
even beating Readers’ Choice winner
Lenovo/IBM’s score on this measure. 

Dell system reliability is as strong as
ever. Its desktops’ score for reliability, 8.2,
is significantly better than average, as is its
repair rate. Readers say only 17 percent of
Dell desktops required repair—a score
that only Sony and Apple can better. 

Dell’s tech support scores are less in-
spiring. Though its score for tech support,
6.4, is within the average range, the com-
pany scored worse than average or signif-
icantly worse than average on several
drill-down questions on that measure.
Readers also complain about the time it
takes to reach technicians and of difficul-
ties communicating with them.

“Dell’s technical support has been pa-
thetic since they farmed most of it out
overseas,” says Dell Dimension owner
Jamie Kraft. “Their people do not speak
adequate English to understand the prob-
lem. They go through a scripted set of
questions, and if you are lucky, they bump
you up to an American.” Dell confirms
that it does outsource some of its techni-
cal support but says this is done mostly to
handle call overflow during peak buying

seasons, such as the winter holidays and
back-to-school shopping.

In a change of policy, Dell now charges
extra to remove viruses and spyware from
customer machines—a service that’s tech-
nically outside the bounds of its standard

warranty. Most other manufacturers will
support users under warranty trying to
recover from spyware and viruses. Gen-
erally, customers pay between $60 and
$80 per incident, but monthly and year-
long contracts are available for $49 and
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NOTEBOOKS LESS THAN A YEAR OLD
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Survey results: Notebooks
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