
Things will break,
but the vendor that
responds fast and
with a good fix will
please any data
storage pro. Dell
snared its second
category win with
an average score of
6.62, splitting the
eight tech support
statements with
second-place Net-
App (6.57). HDS and
IBM tied for third,
each tallying aver-
ages of 6.35. Dell’s
strengths were 
delivering support
as promised, rarely
requiring problem
escalation, solving
issues in a timely manner and having well-versed support personnel. Net-
App led for doing a good job training its partners, providing good training
and documentation, and taking ownership of problems when they arise.

B R E A K I N G  D OW N
T H E  N U M B E R S :  

Dell’s 6.93 for 
“Vendor supplies
support as contrac-
tually specified” 
was the highest 
rating for any 
statement in this
category; its 6.91 for
“Support personnel
are knowledgeable”
was the second highest.

The two leaders’ statement scores were remark-
ably consistent; for Dell, its eight scores had a
range of 0.60; for NetApp, the range was 0.49.

Besides Dell and NetApp, HP was the only 
vendor to receive scores of 6.00-plus for all
statements.

W H AT  T H E Y ’ R E  S AY I N G :  

“Dell support is excellent every time.”  
— S U RV E Y  R E S P O N D E N T

Technical support
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6.62 Dell

6.57 NetApp

6.35 Hitachi

6.35 IBM

6.24 HP
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5.86 Nexsan

5.84 Oracle


