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“I would never consider entering into an acquisition or 
due diligence activity without a SAM engagement.”  Customer: eTelecare Global Solutions 

Web Site: www.etelecare.com 
Customer Size: 13,000 employees 
Country or Region: United States 
Industry: Professional services—Business 
process outsourcing 
Partner: Universal Management Solutions 
 
Customer Profile 
Based in Scottsdale, Arizona, eTelecare 
Global Solutions is a provider of business 
process outsourcing. With more than 
13,000 employees, the company supports 
more than 3 million client contacts per 
month through voice, e-mail, and chat.  
 
Services 

 Software Asset Management 

George Hines, Chief Information Officer, eTelecare Global Solutions 

When the CIO for eTelecare Global Solutions, a provider of business 
process outsourcing, joined the company, he used a Software 
Asset Management (SAM) engagement to quickly gain a 
comprehensive understanding of the company’s software assets. 
As the company grew, the CIO saw that SAM could be employed in 
the due diligence phase of potential acquisitions. By applying SAM 
processes, eTelecare is identifying potential IT burdens prior to 
finalizing any deals and has continued its relationship with its SAM 
partner, Universal Management Solutions.  
 
Business Needs 
Founded in 1999, eTelecare Global 
Solutions offers solutions for business 
process outsourcing, including technical 
support, customer service, sales, and back-
office support, delivered through voice, 
e-mail, and chat technology. With 15 service 
centers located in Philippines, United States, 
Nicaragua, and South Africa, eTelecare plans 
to continue expanding through acquisitions 
in selected locations worldwide. 
 
The company had developed exacting 
policies for reviewing the financial and 
historical data of potential acquisitions. Its 
managers realized that they needed a way to 
identify and analyze potential IT challenges, 
as well, such as licensing compliance and 

license transfer. “In my experience, many 
organizations do not have strong IT asset 
management policies in place,” says George 
Hines, Chief Information Officer (CIO) at 
eTelecare. Acquiring a company meant also 
acquiring that company’s licensing and 
compliance issues. 
 
Further, because eTelecare is a global 
company, it needed a partner that could 
understand not only the company’s current 
licensing program, but also the many kinds 
of licensing programs in place at the 
companies eTelecare was considering for 
acquisition. The company sought a partner 
that could work with it during the due 
diligence phase of acquisitions and ensure 
that all aspects of licensing were considered.   

For more information about other Microsoft 
customer successes, please visit: 
www.microsoft.com/casestudies  

http://www.etelecare.com/
http://www.microsoft.com/casestudies
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Solution 
Having previously gone through a Software 
Asset Management (SAM) engagement within 
eTelecare, Hines appreciated how much 
information a SAM engagement could provide. 
He believed that SAM could play an important 
role in the due diligence process. “Every 
potential acquisition can bring its own set 
of challenges and problems,” says Hines. 
“I knew SAM would help to identify various 
hardships the company could be taking on 
with a new company.”   
 
Hines had previously worked with Universal 
Management Solutions (UMS), a Microsoft® 
Certified Partner for Licensing Solutions, to 
conduct the internal SAM engagement. 
Because of the success of that partnership, 
Hines chose to continue working with UMS 
to apply SAM best practices to potential 
acquisitions.  
 
When eTelecare is considering making an 
acquisition, Hines contacts UMS to help 
conduct the due diligence on the prospective 
purchase. “UMS is involved from the very 
beginning,” says Hines. “Their consultants 
know our business and understand our 
needs.” The partner conducts an electronic 
discovery of all assets for a prospective com-
pany, including all computers and servers. 
Purchasing records and licensing agreements 
are also reviewed and compared to all assets. 
In the final stage of the review, UMS deter-
mines what licenses can be transferred and 
what potential pitfalls eTelecare could face 
with the acquisition of license assets.  
 
Benefits 
“I would never consider entering into an 
acquisition or due diligence activity without a 
SAM engagement,” says Hines. “The process 
provides invaluable information.” SAM is 
helping eTelecare to identify potential finan-
cial risks and license transfer challenges, as 

well as involve all key groups that could be 
affected by the acquisition. The company 
has developed a deeper relationship with its 
SAM consulting firm, UMS, as well.  
 
Identifies Potential Monetary Risks  
The SAM process was employed by 
eTelecare during two recent potential acqui-
sitions. In the first, SAM helped eTelecare to 
identify a U.S.$3 million gap in licensing for a 
company that it was planning to acquire. 
Had that shortfall not been identified ahead 
of time, eTelecare would have been respon-
sible for reconciling the discrepancy.  
 
During the second acquisition, a SAM 
assessment allowed eTelecare to predict 
problems with license transfer due to the 
foreign origin of the company. “I estimate it 
would have cost the company $500,000 in 
licensing and outside counsel fees to figure 
out the license transfer legalities on our 
own,” says Hines. “We were able to write an 
addendum into the sales-pending agreement 
to address the license transfer issue, which 
covered us financially.”  
 
Enhances the Role of IT Leadership 
During Acquisitions 
The eTelecare IT department is now playing 
a key role during the due diligence process 
for acquisitions. Hines explains, “The IT 
team is helping to catch potentially sub-
stantial financial issues before they become 
our problem. Our experience with SAM 
during acquisitions shows why IT needs to 
play an integral role during the due diligence 
phase and not simply during the integration 
of an acquisition.”  
 
UMS consultant David Burns comments, “As 
eTelecare has demonstrated, mergers and 
acquisitions serve as a key area where IT 
organizations can employ SAM best 
practices to elevate themselves to be 

strategic business leaders within their 
organizations.” 
 
Secures an Ongoing Relationship with 
SAM Experts 
“UMS understands our business, our infra-
structure, and our goals. The partner’s 
licensing experts are available for us when-
ever we need them; our relationship has 
been extremely valuable,” Hines says. “Each 
SAM assessment is a small investment to 
guarantee that the company doesn’t run into 
trouble down the road.”  
 
In fact, eTelecare places so much value on 
its relationship with UMS that in addition to 
assistance during acquisitions, UMS is con-
ducting semiannual inventories and SAM 
reviews for eTelecare to proactively identify 
licensing compliance problems. Hines says, 
“No matter how good we are, the potential 
is always there, and UMS helps to mitigate 
that risk.”  


