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Executive Summary

Dell Technologies (DT) is a diversified computer systems company which is providing a wide range of products from hardware to storage and infrastructure solutions.  DT operates in a competitive environment where product lifecycles are short and range from 1 to 3 years.  
DT to remain competitive must continue to innovate both its product suite and the management of its markets.
The expansion of DT in the Philippines provides an opportunity to leverage off the company’s strengths in chain supply management, quality product range, direct customer sales, and strong brand recognition.  
DT has experienced aggressive competition in the hardware and peripheral products area in the Philippines from Lenovo, Acer, and HP.  However, these companies are unable to compete across the full range of technology products.
After conducting a strategic internal and external audit and identifying opportunities and potential threats to DT’s business in the Philippines, three recommended strategies were generated.  These will provide a competitive sustainable advantage to DT for is market development. 
Operating from a centralised management office would provide a platform from which marketing and sales functions would be managed in a coordinated fashion.  The full DT product suite would be offered to the existing single -product line customers to maximise revenue.
The opening of sales and service centers in strategic locations in the major Philippine cities would highlight commitment, promote the DT brand, show community support and emphasise DT’s customer focused approach.
The third strategic recommendation is to market the full product suite to the education and energy sectors and related government departments.  Technology product sales in these areas is fragmented, so an “edge to cloud” approach or “one stop shop” would be appealing.
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1.0  Introduction
Dell Technologies (DT) was listed on the New York Stock Exchange in 2018 (Welch, 2018).  However, the origin of the company can be traced back to 1984 when Michael Dell founded, PC’s Limited.  
The company first went public in 1988 under the name Dell Computer Corporation (DCC).   DCC expanded rapidly after listing, opening manufacturing operations in Africa, Middle East, and Europe and by 1995 had a presence in Asia, Japan and across the America’s.  
DCC’s growth was due to its competitive advantage brought about by its direct sales model to customers and supply chain management.  However, the dynamic nature of the PC market, thin margins and intense competition started to weigh on the company’s market share and bottom line.
DCC privatised in 2013 at a cost of US$25 billion after having dropped from being the market leader in personal computer sales to third place in 2012 behind Hewlett Packard and Lenovo (Colt, 2019).
Operating as a private company from 2013 until its listing again as Dell Technologies Inc. provided an opportunity for the company to reconsider its strategy which included strategic alliances and acquisitions, the most significant being EMC Corporation.
The focus of this management report is to analyse DT’s strategic competitive advantages, and any barriers it may encounter to the development and expansion of its’ market share in the Philippines. 
This report is presented in two parts: -
Part A provides insight into DT’s organizational strengths and weaknesses and an awareness of the barriers which could be encountered to grow their market share in the Philippines.  The use of appropriate analytical techniques to conduct an internal and external audit provides clarity to the analysis.

Part B of the report identifies and analyses strategies which DT could implement to develop the Philippine market.  Consideration is given to the sustainable competitive advantage DT has over its main competitors Lenovo, HP, Asus, and Acer (Bhasin, 2018).  External barriers which may inhibit DT’s market development plans are analysed and solutions presented.
The report concludes with the recommendation of the most appropriate strategies for DT to expand its market share in the Philippines.

2.  Internal Environment and Analysis.
The following analysis of DT provides a balanced perspective of DT’s market position through analyzing its strengths and weaknesses.    

2.1  SWOT Analysis of Dell Technologies
2.1.1  Strengths
- Strong brand recognition due to customer focus.
- Strategic use of customer data in the management of the supply chain has enabled a significant reduction in inventory while providing flexibility to meet customer needs.
- Seven strategically aligned business units with the ability to work independently or in a coordinated fashion if required.
- Covers the full range of technology services from hardware, cloud, consulting, maintenance, security, and financial services effectively being a “one stop shop”.
- Order processing is fast efficient and flexible allowing customers to purchase technology specifically designed for their requirements.
- Direct to customer business approach reduces costs and enables relationship building directly with the customer.
- Clear Vision, Mission and Values statement (Comparably, n.d)
- Diversity in product range and geographic operations.
- Strong emphasis on innovation with a robust research department.

2.1.2  Weaknesses
- Operating globally presents challenges to the supply chain with different demands amongst the various markets.
- Lacking close dealership relationships (no distribution channel) due to DT’s direct selling model reduces the salability to individual customers or home users.
-  DT’s customer focus is on institutional organisations and governments with the educational sector appearing to be neglected.
- Extremely wide range of hardware and peripheral products from many different suppliers and geographic locations can lead to supply chain management difficulties.
- DT is not a manufacturer of computers it is a maker / assembler therefore making it difficult to change suppliers quickly.
- There is a still strong public perception that DT is stuck in the past, being just a PC and peripheral maker.  Arguably due to its customer focus on corporate and government organisations.
- Management and investor concerns as the founder Michael Dell has voting control relative to other shareholders (Vellante, 2019).
- The size of DT is now so large that it may be difficult to find meaningful solutions to problems, e.g. Hewlett Packard. 




2.1.3  Opportunities
- Expanding the customer base through tie-ups with research institutes, universities, and secondary schools.
- A pragmatic approach to the development of fairly priced products in particular the trend towards tablets and away from Desktop and Laptop computers.
-   Business sustainability and the environment are cornerstones of DT’s business model (Dell, n.dc).  Partnering and providing digital transformation solutions to industries in the energy and environment sustainability sectors, such as renewable energy developers and equipment manufactures.
- Opening Dell retail outlets in strategically located cities taking a similar strategy to Apple Inc.
- Vertical integration of all DT’s business units maximising revenue from each customer.

2.1.4  Threats
- Attempting to cover all aspects of Technology from edge to cloud DT may lose focus on some areas of the business.
- Price difference between computer brands is narrowing for products of similar quality.
- Constant innovation in the computer industry mean products and companies become outdated.
- Intense competition has reduced DT’s market share of its PC and storage / cloud businesses

3.0  Value Chain Analysis
The analysis of DT’s value chain provides insight into the companies control on costs, efficiency and waste minimization.  This analysis is divided into primary and secondary / support operations.


3.1  Primary Operations
3.1.1  Logistics (Inbound)
DT operates on a “just in time” model which has resulted in strong partnering with external logistic providers in order for its supply chain and inventory management objectives to be achieved. 
DT’s supply chain is vast with raw materials, warehouses and manufacturing / assembly operations spread strategically to serve its just in time model. Keeping inventory levels low without compromising customer expectations.
DT uses a range of transportation channels which includes air and sea for both its raw materials and end products.

3.1.2  Logistics (Outbound)
DT relies heavily on external logistic and vendor providers to deliver products and solutions to its global customer base.  DT’s extensive network of warehouses and distribution centers enables the fast and efficient delivery of products to customers by utilising the closest channel to the customer.  
DT’s outbound logistic operation not only focusses on efficient customer service but also incorporates the need to provide this service with the smallest carbon footprint and least environmental damage.  Taking this approach is highlighted in the company’s modus operandi in Europe where multi-channeled transportation enables a reduction in waste and emissions.
The DT supply chain management operation is structured to ensure that time and resources are not wasted through efficient use of transportation for both inbound and outbound functions.

3.1.3  Sustainable Operations
The implementation of a continuous quality improvement program using the Lean Six Sigma methodology offers a platform on which checks, and measures are part of the organisations inherent culture.
The DT brand and its commitment to ongoing quality improvement has enabled the company to gain maximum efficiency from its wide network and by doing so has expanded into emerging countries.  This emerging market focus has had a two-fold effect, reducing costs and growing the customer base.

3.1.4  Sales and Marketing
The majority of sales to DT’s retail customers is via its own online retail network.  However, in the past two years a strategy to build partnerships with a number of retailers was launched. 
Marketing and advertising are conducted on a number of platforms in additional to DT’s own website.  Social media and the traditional forms of adverting are both used by DT however considering the brand name and its revenue the advertising expense is small.

Table 1.  Advertising Expense
	Year
	Advertising Expenses ($M)

	2019
	$1,143

	2018
	$1,045

	2017
	$772

	2016
	$594

	2015
	$582


Source: Dell Annual Reports.

3.1.5  Services
DT through its website offers a range of services to customers including location and contact details of repair centers for its range of products.  The “carry in service” offered by DT allows customers to affect repairs for products under warranty or obtain upgrades to their PC’s or Laptops. The DT website also provides online support services to customers who wish to track their orders or discuss problems pertaining to DT’s product range.
3.2  Secondary Operations / Support
3.2.1  Technology and Infrastructure.
DT is a globally recongnised technology company which prides itself on innovation of products and services.  Apart from its hardware and peripheral products DT has developed innovative cloud storage, IT infrastructure and a digital transformation solutions division which compliment other areas of DT’s customer offering. 
Customers consider DT solutions as a strategic partner uniquely positioned to help customers transform their enterprise, as demands pressure organisations to technically advance.  This requires significant innovation by DT as each customer faces different aspects of transformation.  
IT infrastructure connects and supports not just innovative technology for customers but also DT’s own interlinked network and manufacturing infrastructure.
Investment into research by DT has increased significantly since its acquisition of EMC Corporation.  This research expenditure is the driver of continuous innovation at DT.

Table 2.  Research Expense
	Year
	Research Expenditure ($M)

	2020
	$4,992

	2019
	$4,602

	2018
	$4,384

	2017
	$2,636

	2016
	$1,051


Source: Adapted from Dell's expenditure on research and development                                               		2000-2020 financial years: Statista Research Department (2020). 				Available at: https://www.statista.com/statistics/264918/dell-expenditure-on				-research-and-development-since-2000/




3.2.2 Human Resources
According to Statista, (2020) DT had a global work force of 165,000 at the end of the fiscal year 2020.  Human resources management at DT is of critical importance to the success of the business.  DT through its IT infrastructure has been successful engaging employees, so they are positioned to coordinate between the seven main product areas.  Hence giving them the capability to maximize product sales and services to corporate clients.

3.2.3  Procurement
DT’s market position as a technology provider combined with its comprehensive logistics operation gives rise to the well-orchestrated procurement of components and raw materials. Purchases are conducted efficiently and effectively through a wide range of suppliers globally in coordination with DT’s supply chain sustainability division.  Ensuring that both products and their suppliers meet all the environmental standard set out by DT.
DT places immense importance on Environment, Social and Governance (ESG) standards which are a pillar of the company’s corporate profile.  Therefore, suppliers of all raw materials are expected to align themselves with international and DT corporate standards.

4.0  Financial analysis
The DT results for the full year 2020 showed an improvement on the previous 2 years in most financial metrics as depicted in Table 3.  Revenue was US$92.2 billion up 2% from the previous year, and a full year income of US$5.5 billion, with an adjusted EBITDA of US$11.8 billion. 
Operating income was US$2.6 billion an increase from a US$0.2 billion loss in 2019.  Cash flow from operations was US$9.3 billion up 33% from fiscal year 2019 with full year income US$5.5 billion (Dell, 2020b).
DT achieved its fiscal target during 2020 by paying down US$5 billion in debt due primarily to the acquisition of EMC Corporation in 2016 at a cost of US$67 billion (Statista, 2020c).  Since acquiring EMC Corporation, US$19.5 billion of debt has been paid down (Grant, 2020).
DT announced a US$1 billion share repurchase programme over the next 2 years as it believed the current stock price was trading at a “significant discount” (Dell, 2020b). The company stressed its goal was to reduce the level of debt it had on its balance sheet.

Table 3 - Dell Technologies Fiscal Year End Financial Position 
	USD in Millions
	
	Fiscal Years
	

	
	
	
	

	Period Ending
	31-Jan-2018
	31-Jan-2019
	31-Jan-2020

	
	
	
	

	Income Statement
	
	
	

	Revenue
	79,040
	90,621
	92154

	
	
	
	

	Operating Income
	(2,392)
	(191)
	2,622 

	
	
	
	

	Net Income
	(2,849)
	(2,310)
	4,616 

	
	
	
	

	Diluted EPS
	(3.71)
	(3.00)
	6.03 

	
	
	
	

	EBITDA
	6,160 
	7,747 
	11,787 

	
	
	
	

	Balance Sheet
	
	
	

	Cash & ST Invest
	16,129 
	9,676 
	9,302 

	
	
	
	

	Current Assets
	40,328 
	36,138 
	36,868 

	
	
	
	

	Total Assets
	124,193 
	111,820 
	118,861 

	
	
	
	

	Current Liabilities
	45,839 
	44,927 
	52,456 

	
	
	
	

	Total Liabilities
	106,708 
	112,762 
	115,706 

	
	
	
	

	Total Equity
	17,485 
	(942)
	3,155 

	
	
	
	

	Total Debit
	51,871 
	53,521 
	53,848 

	
	
	
	

	Cash Flow Statement
	
	

	Cash Flow Operations
	6,843 
	6,991 
	9,291 

	
	
	
	

	Cash Flow Financing
	(2,875)
	3,389 
	(4,686)

	
	
	
	

	Free Cash Flow
	5,476 
	5,762 
	7,039 


 Source: Adapted from Dell Annual Report 2020 (Dell, 2020c) Accessed: 11 April 2020
While melioration in revenue, free cashflow, operating and net income was observed in 2020 concern lies with the level of debt DT has on its balance sheet.  Consideration of profitability and liquidity ratios highlight challenges about the ability of DT to pay down the current debt of US$53,848 billion (Table 4).

Table 4 - Financial Metrics  
	
	Dell Technologies
	HP Inc
	

	
	
	
	

	Current Ratio
	0.7
	0.73
	(10-Apr-2020)

	Acid Test Ratio
	0.64
	0.53
	(31-Jan-2020)

	Cash to Debt
	0.17
	0.75
	(31-Jan-2020)

	Debt to Equity
	(34.21)
	(3.69)
	(31-Jan-2020)

	Days Inventory
	18.25
	42.41
	(31-Jan-2020)

	Debt to EBITDA
	6.11
	1.72
	(31-Jan-2020)

	Debt to Revenue
	0.56
	0.1
	(31-Jan-2020)

	ROC
	27.10%
	n/a
	(31-Jan-2020)

	ROA
	4.02%
	9.34%
	(31-Jan-2020)

	Gross Margin
	31.40%
	19.48%
	(31-Jan-2020)

	Operating Margin
	2.85%
	7.42%
	(31-Jan-2020)

	Net Margin
	5.00%
	5.16%
	(31-Jan-2020)

	PE Ratio
	6.87%
	7.95%
	(10-Apr-2020)

	EPS
	$6.05 
	$7.95 
	(31-Jan-2020)

	Dividend Yield
	0%
	4.21%
	(31-Jan-2020)


Source Adapted from www.gurufocus.com Available at: https://www.gurufocus.com/financials/DELL  Accessed: 11 April 2020

Debt to equity, debt to EBITDA and debt to revenue (Table 4) underline concerns of DT’s high level of debt.  While the revenue and cashflow enable DT to service its debt any change in economic conditions such as an increase in interest rates or global slowdown would have a deleterious impact on the balance sheet.  
Liquidity ratios, i.e. current ratio and acid test (Table 4) also indicate concerns over the level of debt. However, comparing DT to its main competitors such as HP Inc. liquidity ratios below 1 appear to be an industry norm. 
DT has efficient control of its inventories indicated by the small difference between the acid test and current ratio in comparison the HP Inc. In addition, Days Inventory for DT are less than half of HP Inc. further evidence of efficient stock control.
Gross profit margin of DT is a healthy 31.4% however, the Operating profit margin appears extremely low at under 3%.  DT has been making significant investments into research and development as it makes the transition to a diversified computer systems company.  This expenditure was nearly US$5 billion in fiscal year 2020 (Statista, 2020d).

5.0  External Audit
Consideration must be given to the macro environment of the Philippines in which DT operates.  The changes to the macro environment can have an impact on the strategy and competitive landscape which may affect the advantages DT has in operating in this geographic location.  
Porter Five Forces model (6.1) utilizes data from the PESTEL analysis to shape a competitive strategy for DT.

5.1  PESTEL Analysis
5.1.1  Political Factors
The Philippine government is democratically elected with the President holding considerable power.  The current administration continues to enjoy relatively strong public support as does the President, Roderigo Duterte.  
The political environment is relatively stable, however, there have been a number of issues which have drawn international condemnation and concern such as the controversial anti-drugs campaigns, and the extra-judicial killings of suspects.
Corruption is a major problem in Philippines at all levels of government and within the private sector, which is and continues to be a drain on the countries resources (CNN, 2020).




5.1.2  Economic Factors
The country had a GDP of US$ 355.5 Billion in 2019 (Trading Economics n.d) ranking it 36th on a global scale (Trading Economics, n.d A)
The corporate tax rate in the Philippines is 30% for both resident and non-resident corporations with an individual tax rate of between 5% to 32%.
The main industries include agriculture, basic manufacturing, tourism, mining, pharmaceuticals, and electronics. The primary trading partners are USA, Singapore, Japan, China and South Korea
Net Foreign direct investment (FDI) in 2019 was US$ 1,153 million an increase of 69% from the previous year (Trading Economics, n.d B). Most FDI was from Singapore, Netherlands, Japan, and the United States and was placed into the energy, financial and insurance sectors.

5.1.3  Social Factors
The population of the Philippines is approximately 110 million with nearly 83% being Christian (Population, 2020).  Approximately 8 % of the population is over the age of 65 years with 44% being of working age 14 to 64 years. Life expectancy has continued to increase currently at 71.28 years for 2020 (Macrotrends, 2020).
Tagalog and English are the official languages in the Philippines making communication uncomplicated for most international travelers. 
The Philippine people have a good basic standard of education and consequently can be trained to carry out a wide range of job functions.
However, the country is not without some social challenges with high levels of corruption, extensive drug abuse, poverty, few job opportunities, and more recently extra-judicial killings weigh heavily on the country.
Despite these challenges there is a growing middle class with an increasing level of disposable income.

5.1.4  Technology Factors
The Philippines has experienced rapid growth in demand for technology and related services in recent years.  Arguably as a consequence of smartphones and social media percolating through all levels of the society.
Digital transformation particularly in the financial sector is expected to show swift development in the near term due to a change in the country’s demographics and strong fundamentals (Schellhase and Garcia 2018).  
A growing middle class, increased usage of the internet and mobile phones, a transition to urbanization, combined with a growing economy have all been drivers for the rapid progress in technology and innovation.  IT spending is supporting this digital transition which is estimated to reach US$8.1 billion by 2023 (ITA, 2019).
Steps have been taken to ensure that adequate frameworks and regulatory standards particularly in the banking sector can support such development.
The Philippine education sector has embraced new technologies which are used to compliment the traditional teaching methodologies and enhancing the digital literacy of the population.
Most IT spending in the Philippines is on hardware particularly on devices such as PC’s, Laptops, smartphones, tablets, and the like (Research and Markets, 2019).  This reflects the increase in both sales volumes and revenue.
According to Research and Markets (2019) the competition within the market is fragmented with the main competitors being Samsung, Acer, Apple, Asus, LG, Toshiba, Vaio and Lenovo. The forecast is for revenues in the hardware market to continue to rise with a growing demand in sales of computers and peripherals. 
Business process outsourcing (BPO) has expanded rapidly due to basic call centers becoming more innovative in the way they are servicing customers.  The growth in this area is expected to continue with the use of Artificial Intelligence Systems (AIS).
The Philippine software industry has established itself as an area of technology with participation from both local and international companies.  IBM, Accenture, Genpac and HP are a few international companies who provide products and services meeting international standards.  The cultural and western-accent similarities, cost competitiveness, and good knowledge of IT have been drivers for the growth and development of this technology sector.  Software startup companies in the Philippines are expected to see further growth (Research and Markets, 2019).
The importance of cybersecurity has provided a platform on which a few Philippine domestic companies have established themselves.  They offer a wide range of cybersecurity solutions to the enterprise and retail segments.  This sector of technology has shown consistent growth from 2012 to 2018 (Research and Markets, 2019).  
In addition to the domestic cybersecurity organisations several international companies such as Symantec, Sophos and Norton McAfee also have a presence.
Most companies use Microsoft Defender antivirus software as it is pre-installed on most PC’s.  There is the expectation of an increase in the number of internet users which will strengthen demand for antivirus software and security solution.

5.1.5  Environmental Factors
The Philippines is composed of more than 7,640 Islands, constantly challenged by natural disasters such as typhoons, earthquakes, and volcanic disturbances costing on average US$3.5 Billion in asset losses each year (The World Bank, 2019).  Consequently, logistical problems and disruption to services such as the internet, water and electricity are not uncommon.
Transportation is limited to road, air and some rail services. The road network is poor and disorganised with constant traffic delays particularly in the main cities such as Manila.  Air transport is regular, providing services both internationally and to all major provincial towns.
Laws have been established to protect the environment against issues such as air and water pollution, illegal mining, deforestation, and coastal erosion (Bunye, 2019) however, they are rarely enforced.  Due primarily to the high degree of corruption and lack of political will by the government (CNN, 2020).
Progress is being made to improve the environmental, social and human rights standards of the Philippines, arguably due to the influence and demands by foreign countries and organisations.  International organisations are under increasing pressure from their stakeholders particularly investors, to ensure they meet environment, social and governance standards (ESG) (Eccles and Kilmenko, 2019).
The Philippines government realizes the need for foreign direct investment (FDI) to enable the country to develop.  Consequently, changes in attitudes towards corruption are occurring although slowly (Andrews et al. 2019)
Philippine management and employees take a hierarchical approach and are not accustom to open confrontation in the workplace. This can create difficulties for international organisations and foreign managers who tend to take a more direct approach when resolving staff issues or making demands on employees (Cultural Atlas, n.d).

5.1.6  Legal Factors	
The Philippines constitution of 1987 is the main source of law (GOVPH, 2020).  The Labour Code of the Philippines enacted in 1974 governs the employment practices and labour relations in the country (DOLE, 2020).  The Department of Labor and Employment is the government entity which provides guidance on employment issues such as hiring, firing, holiday pay, retirement pay, working hours, overtime, collective bargaining (DOLE 2019).
The Consumer protection laws were strengthened in 2018 as an ongoing improvement to enforcing quality standards of products and services from vendors (Acosa, 2018).
The Department of Information and Communications Technology (ICT) was established in 2016. It is responsible for implementing, planning, regulating and monitoring all actors in the telecom industry including internet services.  The ICT laws govern areas of cybercrime prevention, data privacy and security policies (Marquez, Pascual, and Ilas-Panganiban, 2016).
Intellectual property Law in the Philippines allows international organisations with property rights in one country to have reciprocal rights in the Philippines enabling foreign companies to operate without fear of unfair competition (Republic Act No. 8293, 1997).

6.0  Competitive Analysis 
6.1  Porter’s Five Competitive Forces
Porter’s Five Forces analysis bestows insight into the competitive forces affecting DT and its ability to expand its presence in the Philippine technology market.  DT is one of the main companies in the global PC and technology industry.  

6.1.1  Threats of Substitution
The PC market has been in decline since 2011 with only DT, Lenovo and HP managing to keep their unit sales steady by absorbing costs and switching from Intel as the main central unit processing (CPU) supplier. 
The decline in PC and Laptop markets was due to the introduction of products such as tablets and smartphones.   These products delivered superior options to customers who listened to music, played games and watched online streaming videos.   However, there is still the requirement from business and the education sector for laptops and office PC’s so complete substitution is not in the foreseeable future.
The technology market is undergoing a radical transformation from the traditional on-premise hardware data storage to cloud solutions.  DT through its acquisition of EMC corporation provided DT with a cloud computing software division which has enhanced its innovative efforts to provide cloud infrastructure solutions (Statista, 2020b). 




6.1.2  Threat of New Entrants
The threat of new competitors entering the DT hardware industry is deemed low, primarily because the requirement for capital investment is extremely large.  New entrants would also require a highly skilled workforce and technology infrastructure.  
The complexity and cost of building and managing an efficient supply chain along with the associated human resource factors add another dimension of difficulty to potential new entrants. 
Branding and customer relationships are extremely important as customers think of brands as trusted partners.  Establishing a brand requires time and investment to build symbolic, social, and cultural value with customers (Loureiro, 2012).

6.1.3  Bargaining Power of Suppliers
The suppliers of raw materials, components and resources to the diversified computer systems industry are numerous in comparison to the number of companies such as DT.  Therefore, it is not surprising that the ability for suppliers to negotiate with their customers is quite limited.
The building of an efficient and diversified supply chain has strengthened DT’s position regarding suppliers and their pricing.
DT has very specific standards and guidelines which suppliers must adhere to particularly in the areas of product quality and services. Quality assessment and facility audits are conducted on a regular basis.
DT requires all suppliers to undergo environmental, and social audits based on the EICC audit protocols (Dell, 2020a). Suppliers who fail to meet or adhere to DT’s policies can be removed from the list of approved suppliers.  DT places great emphasis on its ESG values and sustainable business practices which it integrates into its global corporate marketing (Dell, 2020).



6.1.4  Bargaining Power of Customers
DT has a reputation of providing a quality product with exceptional service which makes it difficult for customers to negotiate on price.  The direct selling model encourages strong brand recognition and customer loyalty (Kraemer, Derick and Yamashiro 2000) further reducing customer bargaining power.
Weakness in the PC and laptop markets has delivered limited bargaining opportunities for customers.  DT’s ability to innovate producing diversified products and vertically integrated services has reduced the bargaining power of customers.

6.1.5  Intensity of Rivalry within the Industry
The Diversified Computer Systems industry (DCS) is highly competitive with the major antagonists in the PC and Laptop sector being HP, Lenovo, DT, Asus, Apple and Acer (Statista, 2020e).  Decline in demand for PC’s and Laptops over the past 7 years (Richter, 2019) has driven companies to reduce prices, innovate and improve service to maintain market share.
The industry focus is on new product designs with enhanced productivity features, portability and pricing considerations.  This direction has been adopted to combat the persistent threat from smartphones and tables (mobile computing).
Competition between the top three companies Lenovo, HP and DT is highly combative with the loss of a customer to one usually results in an increase to the others.
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