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Intell ect-s Managed Print Group brings suppliuwers of managed pri

community with a clear understanding of the capabilities of technology in this area.

This paper is designed to provide readers with a vendareutral assessment of the various solutions available to
customers, and how best to exploit these.
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Introduction

Audience

This paper is aimed at the senior management
and procurement teams of medium to large
organisations wishing to understand how to
manage their printed output more effectively,
and how a dedicated print strategy could help
their business, in the light of the sustained
increase in the volume of information and
documents. This guide looks at the business
case for managed print, rather than just the
technology behind it, and explains how it can
help organisations handle some of the
consequences of the explosion of information
creation and sharing, by controlling costs and
increasing efficiency.

Introduction

The Information Age is well and truly in motion.
While the focus has largely remained on the
spectacular growth of digital information
volumes, there are also important implications
for the office printing environment. An
information-heavy future, coupled with
changes in the use of technology and software
applications, place new requirements on office
printing both in terms of volumes and quality.

While environmental concerns are encouraging
organisations to curb their printing and paper
usagé, the nature of office printing is
changing, as businesses face new print
requirements: the increasing use of graphic
intensive new enterprise applications, such as
ERP (Enterprise Resource Planning) systems,
means that offices are now using more
consumables such as toner, and the demand
for colour printing (and the costs associated
with it) is increasing.

Furthermore, recent developments have
brought issues such as compliance and
governance of information to the fore. As the
volumes of information created, captured and
circulated increase, not only are the cost and
sustainability of your printing facilities affected,
but also the security of your information.
However, as well as structural changes such as
these, businesses are today also facing
considerable cyclical change, in the form of the
current economic climate. This factor is putting
pressure on organisations to search for new
ways to maximise their control over costs, while
minimising them as far as possible.

This paper examines a critical, yet often
overl ooked, element of an org
infrastructure £ the way in which print output is
managed. The cost of printed output and
document management is a significant burden
on most organisationst yet the extent of this
burden is rarely clear, and often goes by
unnoticed. Given the economic and financial
climate, many organisations may chose to
re-assess their printing environment as a likely
area for successful optimisation.

Clo crogebo fkcloj~rqgflk | k Fk
this area please visit www.intellectuk.org/mps

1 The Economist, -A greener office-
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Introduction

Documents are =~the Lifebl
according to the market intelligence firm IDC.
However, controlling paper output remains

complex:

U output is produced in multiple locations+
in-house and outsourced sites across what
is often a broad regional base;

u the print process is often wrapped into
wider critical business processes;

u the ownership of the output remains at a
localised level; and

u costs are invisible as a line item because
they are wrapped into departmental
budgets

This paper looks at how managed print services
(MPS) provide a means for controlling a critical
area of your printed output + print in the office
and local environment. This environmeni

often the most fragmented + is the

organi sation-s quickest
output to bring under control. It can also offer
the biggest returns and the most demonstrable
benefits. An MPS offers a fresh approach to
tackling the rise in information volumes: by
treating office printing in a more strategic
fashion, cost savings, increased sustainability,
and greater efficiency are enabled, and greater
provisions for security can be made.

and

2 Documents-The Life Blood of Your Business?-

0 o0 ¢ You will learn that:

u poor management of your print facilities is
costing you time and money

u managed print services allow you to use
your print assets more effectively: you can
measure your costs, contain them, gain
control over your printed output and
increase information security

U you can streamline your printing practices
for greater efficiency and sustainability,
supporting your environmental agenda

u initiating managed print practices need not
be overcomplicated, disruptive or costly:
you can control your print assets to optimise
their business impact and add real value to
your organisation

This paper is not intended to be a sales pitch,
nor does it reflect the views or products of any
one company. lItis designed to provide you
with the information to understand how
an MPS can play a part in tackling some of the
challenges brought about by the information
age, by:
u reducing your organisation-s cost
u increasing the efficiency and sustainability

of your printing
u facilitating better governance and

compliance

All of this can play a part in improving your
overall business performance.

I DC Executive Brief, October 2003
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What is a Managed Print Service?

Gartner defines an MPS
a service offered by an external provider to
optimise or manage a company's document
output to certain objectives, such as driving
down costs, improving efficiency and
productivity, and reducing the support

wo r k | oWnder an MPS, a service provider
takes primary responsibility for meeting the
customer's office printing and imaging needs,
including the equipment, the supplies, the
service, and the overall management of the
printing fleet.

Once a needs assessment has been conducted,
there are three =-core-
will offer:

u selective or general optimisation of the print
environment, including printers, and the
services and supplies needed to operate
the printers

u proactive maintenance

u management information, and billing

Figure 1: What constitutes an MPS

Management
information and
billing

Optimisation of
printers, services
and supplies

Source: Intellect

Proactive
maintenance

as a

ser vi

The most basic managed service will therefore
provide you with devices that can print, scan,
fax and copy, take care of the upkeep and
repair of the printers, and manage and replace
supplies such as ink and toner. This will allow
you to keep track of the full costs involved in
printing across your entire organisation.

Beyond these =—-core- servi
number of additional servi
mi x- style, to suit your

The provision of these services will be covered
in the contract with the provider.

The components of an MPS are illustrated in
the diagram below which highlights the general
m-core- services that
and the additional components that can be
provided. An explanation of these core services
is provided on the next page, with a description
of the additional features on page 11.

Core Managed
Print Services (see p.06)

Additional Managed
Print Services (see p.11)

3 Gartner RAS Core Research Note G00160852, September 2008
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Core Managed Print Services

Optimisation of printers, services and supplies

Printer management is the core of any MPS
offering, and a balanced deployment of the
printers is key to the optimisation of the MPS.
An MPS allows key aspects of the printer to be
identified, managed and updated to ensure
that there is a detailed inventory of all devices,
what the correct configuration should be, and
their status at any time. For international
organisations, this can to be provided at a
global level without the need for manual
consolidation of separate systems.

For example, a managed service allows
notifications = such as a low toner or an error
code * to identify not only the physical location
of the printer in need of attention, but also the
correct parts, settings, and configurations to be
restored once the intervention is complete.

A print estate is subject to constant change,
and this change should be managed in line with
the strategy you agree with your managed print
provider. New printers can be installed or
moved between locations, have their
configurations changed, or be completely
removed and disposed. An MPS provider will
run the IMACD (Install, Move, Add, Change
and Dispose) process live to ensure that all
devices remain fully managed and supported
throughout the product lifecycle. Without this,
for example, if a printer had moved physical
location but retained the same IP address, toner
would be shipped to the incorrect location.

Supplies management

Supplies include all the elements a printer will
require during its lifecycle, such as toner,
maintenance kits, etc. Paper is usually excluded
from the most basic forms of MPS. Typically, an
MPS will ensure that these supplies are
provided on a proactive and timely basis, and in
an automated fashion. Ideally, this should link
to the printer optimisation defined above to
ensure the correct part number is shipped to
the correct location via the correct route. Once
the part is received, it needs to be easily
identified and linked to the requesting device.
An MPS manages the entire process, and is
beyond the generation
notification to a helpdesk.

of a

17
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Proactive maintenance

An MPS provider will typically offer
comprehensive maintenance services. These
usually involve monitoring software that can
trigger alters to allow proactive maintenance.
For example, a printer can automatically send
alerts to notify the helpdesk of its error state
and code. The helpdesk can do further remote
interrogation of the printer and either fix it
remotely, or send an engineer with the correct
parts to resolve the issue. All of this can occur
without the need for users to call the helpdesk.

Management information and billing

Basic Management Information Reporting (MIR)
involves the provision of devicébased
information, in other words, printer-level
reporting on the usage of printing, faxing,
copying, scanning; colour or mono; A4 and A3,
etc. More detailed MIR can also provide user
level information, recommendations regarding
efficiencies in deployment, configuration, and
workflow, and environmental impact reporting.

An MPS will provide billing as well as reporting:
it captures and counts only the actual pages
printed, including their configuration (duplex,
A3, A4, colour, mono etc). The service can
consolidate all printers into one bill.

What a managed print service is NOT

The simple provision of a printer, alongside a
charge per printed page that includes basic
maintenance and toner, is a standard service
that has been traditionally provided by copier
and print vendors for many years, but does not
amount to an MPS. An MPS involves more
proactive and comprehensive levels of service
that enable the print
to be maximised.

environment - s



What are the benefits of a Managed Print Service?

The benefits of implementing an MPS are broad
and varied. Below is a list of the kinds of
advantages an organisation can expect as part
of a return on its investment. The nature of the
benefits that occur will depend upon a range of
factors, including the type of managed print
solution chosen, and the original printing
practices. The benefits of managed print fall
into the following four categories.

Cost containment and control
Efficiency and sustainability
Risk mitigation and compliance
User satisfaction

PR

Cost containment and control

The costs associated with unmanaged print can
be substantial. However, many organisations
are not aware of the extent of these expenses,
as there is rarely a formalised structure to shed
light on the costs associated with maintaining
an organisation-s
know who is printing, on what, and where?

The difficulty in accessing accurate figures also
stretches beyond costs. Do you know how
many printers your organisation has, and where
they are based?

Table 1: Annual costs of unmanaged print

per employee by industry sector

Sector Cost per employeé
Educatiorl £320
Manufacturing £230

Financial Services £600
Pharmaceutical £450

Legal £720

Government £450

Source: NewField IT research covering 70,000 devices.-b&sed data.

5 InfoTrends/ CAP Ventures

-Lro kbt mofkgq
effective, environmentally friendly, and
makes dayto-day operations faster and

jlob bccf fbkqlt-
John Thorp, Group Chief Information Officer,
Dixons Store Group International

Source: Lexmark

printing ¢

& ALL

If these questions are difficult to answer, it
becomes clear that the use and efficiency of an
organi sation-s printers
Not only does managing a fleet of multivendor
printers eradicate savings based on scale, but
do you know whether the devices being used
are the most suitable? Do you know who is
responsible for managing your printers, across
the organisation? This could be your facilities
department, IT department or business
departments, or possibly a combination of all
three, and inevitably, a lack of centralised
management conceals both the overall cost and
efficiency of your printers.

Statistics reflect this problem well: 70 percent
of European organisations lack an accurate
understanding of the total cost of their
printing®, and research suggests that for every
£1 spent on equipment, supplies, and service,
another £9 is spent on other burdened costs
that are not being exposed. Table 1 illustrates
the annual cost of print per employee, where
no managed print service is in place, according
to different industry sectors.

4 InfoTrends, CrossService Assessment

Associates Group,

6 Costs include acquisition of hardware, print software, consumables (including paper), and maintenance only (excluding caiteprographic function costs)

7 Pro Rata based on FTE student equivalent (Further/ Higher Education)

pqo~rgbdv
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What are the benefits of a Managed Print Service?

With such large amounts at stake, it is
unsurprising that managing costs are often an
organi sation-s primary
the market research company InfoTrends,
effective managed print services can reduce
document-related costs by up to 30 percerit

A managed service can enable the following:

conece

u Fabkgfcf ~qgflk | c vl Il od
printing costs:An MPS allows organisations

to receive detailed and accurate costings for

their printing, which in turn facilitates more

accurate and realistic cost control.

ro

Data transparencythe costs incurred for
procurement, usage and disposal of all

-E~rsfkd afp rppba
considerations and the type of productive print
strategy we were looking for, our supplier
replaced 227 different printing devices with 66
multifunctional printers (MFPs). Fewer device
mean cost savings and increased efficiency

in the long run. Not only that, but running

less machines is better for the environment

and also frees up some much needed space
tfgefk geb | ccf

James Gunning, IT Support Manager
LexisNexis

Source: Canon UK Ltd, Canon Business Soluti

bksfol kj bkqghi

ons

printers, supplies and other costs associated
with office printing, become clear,
predictable and auditable.

Efficiency and sustainability

An MPS also carries efficiency advantages:

Control over spendingan organisation can
ensure that only authorised spend will
actually take place.

Clear provider accountabilitypne provider
enables accountability without conflict
between different providers for different
parts of the service. Furthermore, with only
one provider to pay, you are also able to
reduce your own administration costs.
Finally, a rewardbased payment system can
incent the provider to achieve success as
defined in the SLA criteria, thus improving
return on investment.

Standardisation:an MPS can be tailored to

meet your organisation-s
requirements, allowing you greater control

over your printing output and the

associated costs.

(o]

-Qeb prmmifbo«p-onl i
approach has allowed us to realise significant
cashable savings and bring this area of spend

under corporate control without alienating
departments. Other tangible benefits include

improved energy efficiency and a more
pro-active service for faults and consumables
obmi bkfpej bkgqg+

Il o”q

Mike Ward, Chief Financial Officer,
Hartlepool Borough Council

Source: Northgate Information Solutions

8 InfoTrends/ CAP Ventures & ALL
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Associ ates

u Environmental advantages and
sustainability: better control over, and the
correct use of, supplies such as toner and
paper, enable waste to be controlled and
curbed, thereby helping organisations
reduce their carbon footprint and meet
some of their Corporate Social
Responsibility objectives.

Single provider reduced supply chain, and
improved customesprovider relationship:
working with a single provider enables you
to optimise your supply chain, thereby
minimising wastage in this area;
additionally, a close working relationship
with your provider can allow them a better
understanding of your requirements, and
wider business objectives.

Consistency of productnot only will your

provider offer you the most suitable product

f $afge, b& Yol RaY also be able to benefit

from consistent user interface and
functionality. Staff can learn optimised use
of the equipment very quickly, and retain
this understanding.

Training:an MPS can include training of
your staff to use the new products and
services as efficiently as possible, and mak
the most of the new infrastructure.

Scalability:the right contract terms will
allow you to increase or decrease your
printing fleet in line with business level
changes, or to amend the type or
configuration of your equipment.

Group,

- As s es ategnyg- ,& 2B0eOn5Sc h mar ki ng
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What are the benefits of a Managed Print Service?

Risk mitigation and compliance

Managed print services can also improve the
continuity of an
capacity, and facilitate compliance:

u Compliancein an increasingly regulated
environment, you can ensure that your
organisation is meeting current legislative
obligations, such as those set out in the FOI
Act, MiFID, or the Data Protection Act.

u Business continuityrecent ICM research has
found that unnecessary printer downtime is
costing every European business, on
average, 17,000 a
support staff spend an average of 120
hours a year on print related issués With
an MPS, the provider is responsible for
maintenance and support, reducing the risk
of downtime, and ensuring business
continuity as a result.

year,

u Commercial riskan MPS can allow you to
contract to a predictable cost per print,
rather than taking the risk procuring your
own equipment, consumables and support
services and potentially buying more than
you need. Optimisation and savings targets
could also be incorporated into your MPS
contract.

u Security:a managed service can be set up
where only authorised documents can be
printed, reducing the chance of any
sensitive or confidential information being
left at printers or forgotten.

u Technology and controlthe provider can
enable you to identify and optimise all
possible processes for ensuring the security
of your data.

User satisfaction

An MPS will not only bring about greater

organi sat i cefficiency and cost savings, but will also result

in greater user satisfaction:

u Product consistencyuser frustration arising
from unfamiliarity with the products is
eliminated, as staff are trained to efficiently
use a consistent and tailored set of products
and services.

u Technological benefitsan MPS enables
organisations to upgrade their products to
take advantage of the latest technology

a improvements, and the efficiency

implications these bring.

u Better support and reliability:a single point
of contact and a tailored range of products
and services will enable you to obtain better
quality support, whether from your own
staffed helpdesk, or from one supplied by
your provider. Furthermore, as the provider
monitors all equipment and services and
their suitability, the timeliness and
effectiveness of support is improved:
downtime is reduced as closely as possible
to 0%, and a short communication chain to
your provider enables speedy resolution of
any problems, and increased availability.

9 ICM Research commissioned by Canon Europe, June 2008
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Myth-busting: common questions around print and managed services

-J~rk~dba
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lthpdodahm-t" hadpegitvo be. A good N
real costs will be reduced. The return on investment can be immediate

-Abphgl m mofkqgbog
we cannot be spending much in this

Indepemidenprésearcle dorfimms thdt the total cost of print services is a
significant spend in many businesses, but one which is unrecognised al

Nob”) pl fg«p kIl glargely angomtrolied. dNp enferprisercan ignore opportunities to reduce
and control costs.

-Fpk«qg "~k JMP -igr pNo, ydbur MPSwill be whab ywd nmake it: you can transfer as much

Ndobbjbkg tfge " |cdbspdbugioBiplki-ty to your provider
+ control over your costs and greater efficiency, as well as transferring
maintenance responsibility, alongside a host of other options could be
well worth the effort.

-El't albp "~k JMP |ArMBSWilpompvide & platform for your business to create hardcopy

business in moving forward? It looks
likeashortq boj cf u+-

documents, but can also provide better access to electronic processes,
faxing and scanning. If done well, it can lead your organisation to a
lesspaper environment and deliver significant productivity improvement
as well as cost savings.

ur

-Fpk«g "k JMP 7~ a

Effpctively dutsogrpirlg yoorr piinting facilities is likely to be far less risky
than maintaining your current state of decentralised management.

Furthermore, much of the risk can be transferred to the service provider:

you can be contractually protected in the event of a failure, which is not
the case if you continue to go it alone.

-@*k«q FQ pbosf L
the print environment, even though

Thellarges T seitvice proviidérkdd dffier managed print, but these will
often be sub-contracted to a printer specialist. Some IT service provider

12}

fgep kl g qebf o ° I|mdynothaje thé exgeiise to be able to deliver such components.

-Tl k«g F ilpb I Koo ¢am retaircconitral of theafeksg/ou want, and factor this into your

bksfol kj bkqg«<- contract. Furthermore, an MPS allows you to focus on the outcome
getting your print where and how you want it, at a predictable cost.

->k JMP pl r ksiefitsi f| Quite tHe cdntkaty: each managed print service is unique to the

ANdbdoooplirgfl k- customer-s needs. While there ar
you can pick which components you require to tailor the overall solution
to your specific needs.

= F«j klg hbbk | k bk wdrkdt tdmley deal with sal espe

pri bpmbl mi b+ - a broad-based team which should include project managers, delivery
managers, financial analysts and IT support staff. Or, you could get a
third party to take care of the process.

A F «j kl g prob t e bldabe adobk apogryudgnee on page 12.
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Additional components of a Managed Print Service

As well as the =core ser vi ceRoaming printing in
the paper, you can also choose from an array of
extra services to suit your business needs, such An MPS can include roaming printing (also
as: known as =pull printing- or -
printing), which enables the user to store a
Helpdesk print job on the server, and print it from the
printer of his or her choice. There are many
Helpdesk offerings range from the use of a advantages to this printing technique, other
dedicated MPS provider helpdesk, to than the flexibility and convenience of
integration with the cust omeauthenticatingand printing from any device,
helpdesk, which is provided with tools, training which is particularly useful for roaming users.
and software to receive, diagnose, action and
close the ®I can-t print ucs<l Confidential documents can be protected,
as documents are only printed when the
Onssite staff user is present at the device;
2. It enables a user to verify who has printed
Many on-site services are available, from staff a given document;
who -feed and watesite the pr i3 Itallowsstringentprivacy and auditing
engineers who are able to resolve more regulation to be met; and
complex issues. 4. It reduces costs, by eliminating wasteful
printing and reducing the amount of
Non-paper output uncollected confidential documents that

need to be destroyed.
Output management solutions provide

customised means to capture information Security

securely from virtually any source, and deliver it

to any destination, including print, fax, email, An MPS can also provide improved security
web, or file. capacity, via encryption and secure data storage

on print devices. Controlled information
retrieval is also possible, thanks to pin codes,
proximity badges and ID cards.
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