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Midmarket organisations face the same challenges as their enterprise counterparts in reducing the
complexity and cost of maintaining their print infrastructure. While many large enterprises have adopted
managed print services (MPS) as a way to tackle escalating costs and improve efficiency, midmarket
organisations are now also waking up to the MPS opportunity. The emergence of simple and affordable
packaged services for print management helps to reduce operational costs, increase uptime and allows
strained IT resources to focus on more strategic tasks.
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1 Introduction

The ubiquitous availability of printers in businesses today, while offering speed and convenience, can also lead
to spiralling costs and environmental waste, if left uncontrolled. Few midmarket organisations, defined in this
paper as companies between 100 and 999 employees, have a real handle on print costs due to lack of visibility
into what is being printed where, and by whom. With all businesses striving to reduce costs while increasing
productivity, midsize businesses can no longer afford to ignore the huge cost drain that printing can represent.
Midmarket organisations are a powerful engine for European economies. However, challenging economic
conditions and intense competition are forcing many midsize businesses to find new ways to reduce costs,
while maintaining profitability and cash flow. IT can play a critical role in addressing these demands and,
although faced with limited IT resources and skills, midmarket businesses face the same challenges as larger
organisations to remove complexity from the IT environment: to simplify processes, to reduce downtime and
to improve security and regulatory compliance. Although not a panacea, Quocirca believes that a well
managed print infrastructure can play a significant role in shaping how midmarket businesses operate more
efficiently and cost effectively.

The haphazard nature of the way printing infrastructures have evolved mean that they are overburdened with
equipment from different manufacturers, requiring different consumables, software and service contracts. To
date, managed print services have been targeted mainly at larger organisations, but, although they don't have
enterprise IT budgets, there is no reason why mid-size businesses cannot use external services to operate an
efficient print infrastructure in the same way as their larger counterparts. By operating a managed print
environment, midmarket businesses can improve efficiency, flexibility and business continuity. For example, a
leasing approach eliminates upfront hardware costs, helping businesses shift capital expenditure (CapEx) to
operating expenditure (OpEx) through predictable monthly billing, based on print usage. By implementing
some of the lessons larger organisations have learned when it comes to printing, mid-sized businesses should
be able to cut costs, improve productivity and keep their business running smoothly.

This paper highlights the printing challenges faced by businesses and the implications of operating an
unmanaged print environment. It discusses the benefits that midsize businesses can gain from adopting a
managed print service ¢ whether it is a basic packaged service that combines hardware, supplies and support
at one end of the scale, to an end-to-end managed print service (MPS) at the other. This paper should be read
by anyone who has responsibility for purchasing, managing or supporting printing in a midsize business.

2 Midmarket challenges: Enterprise needs, limited resources

Key Findings:
9 The challenge of minimising print costs for mid-market businesses is coupled with limited IT

skills and resources.

' Manual processes for purchasing and managing hardware and consumables are costly and

time consuming.

9 Alonger-term approach to purchasing and managing print is required to reduce costs and is

one less distraction from focusing on the business and its core competencies.

Midmarket companies often have printing infrastructure needs similar to those of their larger counterparts;
specifically around reliability, manageability and affordability. Typical print environments in the midmarket are
characterised by a mix of desktop printers, workgroup printers, multifunction peripherals (MFPs) and digital
copiers. Although print volumes are not necessarily increasing, the use of colour is ¢ which can be costly if not
done on the most cost-effective device. Some businesses with access to higher-end devices may produce high
quality colour printing such as marketing collateral internally; others will outsource to commercial print shops.
With midmarket businesses using printing in many areas, it becomes a challenge to support and manage or
gain visibility on total printing costs across a business.

While smaller organisations are typically characterised by highly manual processes, ad-hoc purchasing and lack
of dedicated IT resources, larger midmarket businesses have dedicated IT departments, formal purchasing
processes, and a strategic approach to large expenditure. As a business grows from an SMB to being a
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midmarket organisation, a diverse and complex printer landscape is created, with decentralised management
and heterogeneous printer fleets becoming increasingly common across the organisation.

Many businesses manage the installation, maintenance and support of printers and associated drivers
internally. Staff time may also be spent on consumables management, including stocking, purchasing and
replacing toner/ink/paper. These tasks may also be split between IT, purchasing and facilities management. As
a consequence, the printing environment, for many, has evolved to become a tangled mix of printers, copiers
and MFPs without integrated management of devices, software or consumables. Quocirca research’ reported
in 2007 that printer problems were the most common IT issues amongst small and medium businesses (Figure
1). This can become a significant productivity issue, which can be mitigated with the use of MPS. Remote
monitoring simplifies supplies replenishment through either online tools for re-ordering, or automated just-in-
time delivery. Together with inclusive service and support, this can translate into significant administration and
support cost savings.

Figure 1
Frequency of IT management problems
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Key challenges

Businesses can struggle to keep on top of print costs for a number of reasons:

I Fragmented approach to purchasing. There are two ways of purchasing printing devices. Firstly,
devices may be purchased outright using capital expenditure (CapEx), requiring upfront cash and
depreciation over a period of time. Consumables are often bought on an ad-hoc basis, from a variety
of suppliers ¢ stationery stores, IT resellers or from the vendor direct. The manual process of ordering
consumables can be time consuming, hindering productivity and making it almost impossible to keep
track of running costs. The second approach is using operational expenses through leasing. Leasing
equipment means a business has no capital outlay, and the asset does not have to be depreciated. In
this approach, a cost-per-page contract includes supplies, service and, in some cases, help-desk
support. Disparate purchasing processes mean that few organisations have a clear picture of overall
print costs.

Device sprawl. The haphazard approach to printer purchasing often results in a patchwork of old
equipment and technologies, requiring storage of different supplies, multiple maintenance or no
contracts, keeping drivers up to date and increasingly hard to service help desk demands. As well as
the inherent costs in managing a mixed fleet of devices, this also impacts user and IT staff productivity
and ultimately business continuity.
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9 Ratio of printers to users. Businesses may often have far more printers than they need, often driven
by fragmented purchasing of desktop and workgroup printers. Some businesses (such as media
companies) may operate device-to-user ratios as high as one for every three users, but many would
operate more efficiently with a more balanced deployment of devices that may, for instance, share
one device between 10 users. The more printers a business has, the greater the costs for supplies,
maintenance, support and management. By eliminating desktop printers and centralising workgroup
printers, device ratios can be optimised, increasing productivity and reducing operating costs.

 Ageing printer fleet. Many businesses are operating ageing printer fleets over 5 years old. The older a
printer, the more likely it is to break down, leading to higher service and maintenance kit costs and
reduced productivity. Older printers are less efficient and also often have higher supplies costs, which
increases the cost per page for printing. Replacing outdated printers with more efficient printers or
MFPs can significantly reduce costs and lower energy usage. Older equipment is also less likely to be
compatible with the latest document workflow solutions that can offer further benefits in terms of
reducing paper usage and enhancing document security.

Lack of print management tools. Few organisations have the software tools to enable them to track,
monitor, audit and control their print environment to reduce waste, optimise performance, guide the
purchase of new devices and make the most of existing ones. As a result, much of the cost of printing
remains invisible.

Services are emerging from value added resellers (VARs) to offer midmarket businesses a way to address these
challenges by providing access to enterprise-class printing technologies and support for a predictable monthly
fee, without requiring a large capital investment and paying only for those services that they need.

3  Avalue proposition for MPS

Key Findings:
T Many midmarket businesses are trailing larger enterprises in deploying print management services.
9 Services for the midmarket range from bundled packaged services that include hardware, supplies
and service to end-to-end lifecycle services that offer ongoing management of the print environment.
Managed print services can reduce capital expenditures and operating costs, improve energy
efficiency and allow IT to focus on more strategic activities.

Unpublished Quocirca research, conducted in 2008, showed that nearly half of midmarket businesses struggle
to manage or understand actual printing usage. The majority managed their printing needs internally but, with
limited IT skills and resources, were struggling to operate an efficient print environment. However, there is
good news. MPS is starting to filter down from larger enterprises, driven by the introduction of lower cost
models that offer smaller businesses access to enterprise-level service and support.

Quocirca research indicates that the top two drivers amongst midmarket organisations, who are already using
or considering MPS, are allowing IT to focus on more strategic activities and cost reduction imperatives.
Quocirca expects uptake of MPS in the midmarket to be boosted as more affordable packaged services
emerge.

There are two approaches that midmarket organisations can adopt:

I Basic entry-level packaged services. These are typically provided by a manufacturer's channel
partner. Hardware is bundled along with supplies, maintenance and support, based on a cost-per-
page charge. Similar to mobile phone offerings based around fixed call charges, these contracts offer
predictable monthly pricing based on estimated print volumes, service and support, and may also
offer proactive supplies replenishment if remote monitoring is used to track supplies usage. These
contracts are hardware driven, and do not necessarily require an audit of the print environment.

9 Full MPS. Businesses may also consider a more comprehensive managed print service (MPS) where an
external provider conducts an audit of existing print usage. For this to be most effective it should
track not only print volumes, but also what types of documents are being printed and to what
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devices. The MPS provider can then make recommendations on how best to optimise the existing
printer fleet in order to balance costs and productivity. Device consolidation replaces outdated
printers with the latest MFP technology, and document workflow solutions may be implemented to
further minimise wasteful output and streamline business processes. More comprehensive MPS
engagements offer continuous monitoring and management based on pre-defined service level
agreements (SLAs).

Key benefits

Quocirca uses a Total Value Proposition (TVP) methodology that includes consideration of the cost, value and
risk of a technology investment. While a basic managed service requires monthly fees together with some on-
going capital expenditure on the hardware, the business value and risk reduction from implementing such a
service can still make it worthwhile. A managed print environment should be reviewed in light of all three
elements:

Managing Cost

Lower costs. Both basic and full MPS offer predictable pricing based on monthly cost-per-page
contracts. Remote monitoring of the printer fleet ensures just-in-time delivery of supplies and reliable
break/fix service delivery, meaning that businesses do not need to tie up capital in stocking
consumables that may never get used if a printer goes out of service, and time is not wasted
searching for a wide range of different consumables.

1 Simplified procurement and budgeting. Using an MPS contract reduces manual procurement
processes and simplifies invoicing through consolidated billing. With few organisations using a single
printer or copier brand, the most effective service is one that covers all devices in the print
environment.

9 Device consolidation. Managing fewer devices and fewer service contracts means easier tracking and
less administrative work. Single function devices can be replaced with MFPs, which require fewer
consumables, reducing total cost of ownership, storage requirements and service interruptions.
Money saved from device consolidation and effective print management can be devoted to other
areas of the business.

1 Improved energy efficiency. Sustainable IT has become an area of concern for businesses of all sizes.
By consolidating a multitude of printers, copiers, fax machines and scanners to fewer MFP platforms,
businesses can realise energy savings through reduced power consumption. Smarter printing
practices such as duplex printing, colour access controls and pull-printing, which releases print jobs on
user authentication, can also minimise the amount of wasteful printing and so further lowering
energy usage.

Adding Value

I Free up IT staff. Midmarket firms are limited by the lack of IT staff with specific printing expertise.
Without the in-house skills, businesses are finding it challenging to support printers that are
increasing in sophistication. By adopting an MPS contract that includes service and support, many of
the mundane tasks of printer management can be managed by a third party, which can free up IT staff
to focus on addressing other issues, resulting in greater productivity for the IT department.

Increased user productivity. Less user intervention and minimal device downtime through proactive
supplies replenishment and assured service delivery means fewer business disruptions. Midmarket
print services that offer remote monitoring enable device and supply usage to be monitored, freeing
up dependency on IT resources. This can be particularly useful for the high proportion of midmarket
businesses that have multiple locations and branch offices. Branch locations typically have few or no
IT skills at their site and require remote assistance to support printing equipment.

Smart printing practices. Efficient device utilisation means the right print jobs are sent to the most
cost-effective printers, and colour documents are printed only when needed. The use of document
workflow solutions and MFPs means that scan-to-email or scan-to-file features can be used to
minimise unnecessary printing.
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Reduced Risk

il

Enhanced information security. Networked printers and MFPs pose the same security risks as any
networked device. A managed print service can include SLAs for providing both device and document
security. This may include encryption of data on a device's hard drive, as well as smart card
authentication or "follow-me" printing that holds print jobs until a user authenticates at the device.
While this can be achieved without MPS, an external provider can help implement policies and
business rules that can enforce and audit secure printing policies.

Business continuity. Printing is critical to many business processes, and for mid-sized organisations
the threat of down time can arguably be more severe than for the large organisations, as they
frequently do not have the spare capacity to cope with problems, or have the time and skills to pre-
empt them. By using a managed service provider to monitor and manage the print environment, the
midmarket organisation can mitigate the risk of downtime and pre-empt potential problems, rather
than trying to fire fight when they’ve already happened.

In summary, even if the overall cost of deploying MPS leads to greater monthly outlays, this is offset by cost
savings generated through device consolidation and improving IT and user productivity by minimising the
manual processes needed to support the print environment.

Measurable savings with MPS
Captiva GmbH, based in Neuss am Rhein, Germany, helps companies resolve short-term problems through
taking responsibility for overproduced stock for immediate payment.

Business challenge

Captiva's print infrastructure was an assortment of printers, scanners and fax machines from different
manufacturers. As a small company, Captiva could not afford to employ a maintenance and administration
specialist, meaning that print management tasks were handled by general staff, diverting them from their
core business responsibilities. Captiva wanted to reduce costs and administration overheads, together with
improving scan and print quality.

Solution chosen

Captiva opted for an HP solution, which replaced dedicated copiers, scanners and fax machines with HP MFP
technology that includes the deployment of HP Universal Drivers (UD). HP Web Jetadmin is used for
proactive monitoring, while an HP Smart Printing Services contract, delivered through HP partner N&sse
Datantechik GmbH, manages print costs based on actual consumables used.

Business Benefits

Captiva has gained a 28 per cent direct saving on energy and paper costs, together with 30 per cent less time
spent on support and administration. Virtually no capital is tied up, as there are no longer extensive stocks of
toner supplies.

Maintenance of the equipment is now much easier, as Captiva no longer needs to manually order toner. HP
Web Jetadmin does this automatically by sending an email to the HP partner, and Captiva is only charged for
the actual toner used. The HP Smart Printing Services contract makes the cost of consumables transparent,
leading to predictable costs and, ultimately, a much more reliable print infrastructure.

4 Conclusion

Midmarket organisations simply don't have the IT skills or resources to manage printing effectively internally.
Even companies large enough to have some in-house IT support can better spend their resources on strategic
initiatives than on managing low-level printing functions. Outsourcing basic printing services frees them to
focus on IT functions that are specific to their business. Up until now, the midmarket has not widely adopted
managed print services, primarily due to a lack of understanding about what managed print services are, how
they are delivered and what the costs are. Consequently, many midsize businesses simply do not have MPS on
the agenda.
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There are now a range of packaged MPS offerings emerging which offer a simple and low-cost approach and
flexible levels of services which can be deployed and managed with a minimum of IT intervention. Pricing can
be set to meet individual business needs, meaning that MPS can easily scale to support business growth,
something which can often be challenging for a mid-sized organisation. The TVP analysis presented here shows
that operating a managed print environment can offer significant productivity gains and reduced risk, in
addition to generating cost savings. Through a single point of contact, businesses gain accountability from their
MPS partner for all their hardware, services and maintenance needs. This reduces manual processes for
businesses, and through regular billing, expenses are predictable and transparent. Businesses that use such
services enjoy high levels of printing support and availability, and internal IT staff can focus on strategic
activities instead of printing support.

There is no one-size-fits-all solution for every midmarket business printing need. Smaller organisations will
benefit from a simple contractual approach that simplifies the printer purchasing, administration, service and
support, while businesses operating in a distributed environment with multiple remote sites, or branch offices
with fewer employees, may realise greater savings from a more comprehensive MPS than from in-house
management. The first, and most important, step is to accurately assess the existing print infrastructure and
look to integrate the disparate processes used across IT, facilities management and procurement. Once an
accurate picture of the current environment has been developed, businesses can take a phased approach to
implementing a managed environment. Businesses should therefore look for a service that is flexible and
scalable to meet changing print demands as a businessCheeds change.

Ultimately, managed services can free midsize businesses from having to worry about managing large parts of

their IT infrastructure so that they can focus on what they do bestT running their core businesses and
remaining competitive in their markets.

References: ' Quocirca IT management for SMBs (10¢500 employees), December 2007
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About HP

HP, the world's largest technology company, simplifies the technology experience for consumers and
businesses with a portfolio that spans printing, personal computing, software, services and IT infrastructure.
More information about HP (NYSE: HPQ) is available at http://www.hp.com/.
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About Quocirca

Quocirca is a primary research and analysis company specialising in the business impact of information technology and
communications (ITC). With worldwide, native language reach, Quocirca provides in-depth insights into the views of buyers
and influencers in large, mid-sized and small organisations. Its analyst team is made up of real-world practitioners with
first-hand experience of ITC delivery, who continuously research and track the industry in the following key areas:

Business process evolution and enablement
Enterprise solutions and integration

Business intelligence and reporting
Communications, collaboration and mobility
Infrastructure and IT systems management
Systems security and end-point management
Utility computing and delivery of IT as a service
IT delivery channels and practices

IT investment activity, behaviour and planning
Public sector technology adoption and issues
Integrated print management
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Through researching perceptions, Quocirca uncovers the real hurdles to technology adoptionT the personal and political
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implementation. This capability to uncover and report back on the end-user perceptions in the market enables Quocirca to

advise on the realities of technology adoption, not the promises.

Quocirca research is always pragmatic, business-orientated and conducted in the context of the bigger picture. ITC has the
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organisations improve their success rate in process enablement through better levels of understanding and the adoption of

the correct technologies at the correct time.

Quocirca has a proactive primary research programme, regularly surveying users, purchasers and resellers of ITC products
and services on emerging, evolving and maturing technologies. Over time, Quocirca has built a picture of long-term
investment trends, providing invaluable information for the whole of the ITC community.

Quocirca works with global and local providers of ITC products and services to help them deliver on the promise that ITC
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along with other large and medium-sized vendors, service-providers and more specialist firms.
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possible audience measured in the millions.
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is always objective, accurate, actionable and challenging.

Quocirca reports are freely available to everyone and may be requested via www.quocirca.com.

Contact:

Quocirca Ltd
Mountbatten House
Fairacres

Windsor

Berkshire

SL4 4LE

United Kingdom

Tel +44 1753 754 838

quocirca
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