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Dell TechCenter Increases Sales and 
Customer Engagement 
Founded in 1984, Dell was created with an 
unprecedented idea—to sell computer systems 
directly to customers and deliver the most effective 
computing solutions to meet their needs. With 
109,000 employees worldwide, Dell is committed to 
making technology more accessible to people and 
organizations across the globe. 

Today, Dell connects with more than 5.4 million 
customers every day, including large enterprises, 
public institutions, small and medium businesses 
and individuals. It ships more than 120,000 systems 
daily to customers in 180 countries—that’s more 
than one every second. Dell is the number one 
provider of PCs to both public sector customers in 
the US and large enterprises worldwide. It does 
business with 95 percent of Fortune 500 companies. 

Challenge 
Deliver exceptional customer service on a global 
scale before, during and after the sale 
Dell educates and supports enterprise IT customers 
who deploy large-scale projects. Based on research 
of the enterprise buying cycle, Dell found that 
the pre-sales interactions happening in online 
discussion forums and wikis influenced sales as 
well as the overall customer experience. Highly 
technical buyers who engaged Dell online to 
discuss IT deployments learned more about Dell’s 
products, services and people. This influenced more 
enterprise deals to close and increased revenue. 

Dell’s goals: 

 > Scale operations to meet the needs of more 
prospects and customers on a global level. 

 > Create an interactive online community to 
educate prospects about Dell products.

 > Encourage knowledge and best practice sharing 
between Dell customers and employees. 

 > Provide ongoing advice and resources for IT 
administrators to optimize their use of 
Dell products. 

Solution 
Created online community for enterprise sales 
enablement and ongoing engagement with 
IT customers 
Built on the Telligent platform, Dell created a global 
online community to serve as the education and 
engagement hub for IT administrators who want to 
learn the technical ins and outs of Dell solutions. 

“Today, Dell community managers and engineers 
in the U.S., China, Japan and Germany are able 
to provide superior support to our international 
IT customers, and we have plans to increase 
our footprint even further,” says Jeff Sullivan, Sr. 
Marketing Manager, Communities and Social Media 
at Dell. “Since making the transition to Telligent, 
page load times are incredibly fast and the search 
engine is light-years better. For engineers and IT 
professionals, this is incredibly important to 
online experience.” 

Dell TechCenter connects Dell customers and employees to share 
knowledge, best practices and information about Dell products

and installations.
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Dell sponsors blogs about events and shares 
editorials and recent news in the industry. About 
80 bloggers contribute to the community, with 10 
to 15 regular writers who share their expertise. 
At Dell, all employees can take social media and 
community courses to become a certified social 
media professional. They are encouraged to 
participate in different social media outlets, such as 
Facebook and Twitter. The TechCenter encourages 
staff to share their IT and engineering knowledge 
publicly to ensure that prospects find the 
information they need to make educated decisions 
about IT purchases and then use this knowledge to 
do their jobs better using Dell technology.

 

“Dell TechCenter’s community members are highly 
technical IT administrators who want to learn 
more about Dell directly from our engineers,” 
says Sullivan. “We create a bridge between our 
engineers, prospects and customers to share 
knowledge and helpful information. The community 
shows that we are personal, social and helpful to 
our customers.” 

Customers can discuss different topics in the 
community to learn about popular IT topics, 
like high performance computing, systems 
management and virtualization. Members can 
ask how-to questions and learn more about Dell’s 
solutions in order to pick the best option for an 
organization’s long-term IT plans. In addition, Dell 
provides extensive product documentation in wikis 
and instructional videos. 

Customers also provide product feedback during 
beta product launches. “Customers love giving 
us feedback, which we then incorporate into the 
product,” says Sullivan. 

Dell connects its community to social networks 
such as Twitter and YouTube. “We want to talk to 
customers wherever they are,” says Sullivan. “We’ll 
respond to customers on Twitter in real time and 
link to additional resources when necessary. We 
also post instructional videos on YouTube, answer 
questions and drive in-depth conversations back to 
the community.” 

Dell experts blog about industry news and share their expertise
with prospects and customers.

Community members review and discuss product
documentation and best practices in wikis.

Dell shares videos about upcoming events, product information
and how-to instructions. 
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Results 
Enhanced customer engagement and increased sales 
The Dell TechCenter is an active and growing online 
community with more than 10,000 registered 
members and over 300,000 unique visitors per 
month. The TechCenter community is enabling 
Dell to engage prospects and customers with 
helpful resources, knowledge sharing and direct 
communications throughout the sales cycle and 
deployment process. 

“TechCenter’s success is directly contributable to 
the dedicated staff of highly technical Community 
Managers behind it,” says Sullivan. “Each team 
member specializes in a solution area, such as 
virtualization, networking, storage, systems 
management and more. They are former IT admins 
and product engineers themselves. With years of 
industry experience, they can — and do — have real, 
in-depth conversations with the customers.” 

 > Expanded customer engagement and increased 
sales: Since migrating to the Telligent platform 
and integrating its community with Dell.com, 
traffic increased 30%. In addition, Dell expanded 
its reach into Europe and Asia to connect with a 
growing international base of IT administrators. 

 > Scaled customer education for a global 
audience: Enterprise IT administrators worldwide 
can now access best practices and learning 
resources, and have direct conversations with 
Dell team members. This improves the customer 
experience while enabling more efficient sales 
support processes at Dell. 

 > Improved product R&D processes: Customers 
can access beta products via the community and 
offer their feedback directly to Dell. Dell then 
incorporates updates into the products based 
on community feedback, which provides quicker 
updates to products and is a more efficient R&D 
process for Dell. 

Learn more about Dell TechCenter
 > Visit en.community.dell.com/techcenter
 > Follow @DellTechCenter
 > Find DellTechCenter on YouTube
 > Watch this video

Custom tailor your community experience

To learn more about Telligent Community, 
visit www.Telligent.com

 > Find Telligent on LinkedIn
 > Follow us on Twitter @telligent
 > Join Telligent on Facebook
 > Join Telligent on Google+

“With Telligent we were able to create an 
interactive community that enhances the 

customer experience.”

Jeff Sullivan, Sr. Marketing Manager, 
Communities and Social Media
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