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Despite the huge growth in electronic communications, printed output, whether internally 
produced or externally procured, is still widely used in 21st century businesses. Yet all too often, a 
fragmented approach to managing desktop printing, the print room and external printing means 
that few organisations have visibility into enterprise-wide print costs. This can lead to spiralling 
economic and environmental costs along with the inherent security risks of poorly managed 
printing.  
 
The problems are further compounded by the need to ensure all users - whether they are office-
based or remote - have access to the right devices and tools to enable them to print documents 
securely, reliably and in a timely manner. Many large businesses are seeing significant cost 
reductions, better resource use, higher availability and better visibility of their spending on print 
through adopting a managed print service that covers both internally and externally produced 
printed materials.  
 
This paper explores the challenges of managing printing in large organisations today, the 
implications of an unmanaged print environment and recommendations for adopting an 
enterprise wide print strategy. 
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21st century enterprise printing services 

A coordinated approach to controlling internally and 
externally produced print 
 

EXECUTIVE SUMMARY 
Most office printing environments have evolved to become a patchwork of devices including copiers, 
printers, scanners and fax machines, together with a multitude of isolated document processes. Despite the 
proliferation of digital communications, printed output remains pervasive ς whether it is internally printed 
documents or those outsourced to commercial printers. Most organisations manage desktop printing, the 
print room, remote printing and external procurement as silos, resulting in little or no visibility of 
enterprise-wide printing costs. Progressive organisations that are adopting enterprise managed print 
services (MPS) are gaining visibility across both internal and externally procured print, leading to reduced 
costs and greater efficiency.  

¶ Printing is pervasive across large businesses, but managed in silos. From desktop-generated documents 
produced on office printers, to high volume or customised documents produced in print rooms through 
to externally procured material, printed output is ubiquitous and must be accessible to both office 
workers and the growing population of remote workers. Yet fragmented print management through 
different stakeholders, including IT, procurement, facilities management and the lines of business means 
few organisations have a comprehensive view of enterprise-wide printing costs. 

¶ An unmanaged print environment is costly and inefficient. Operating an unmanaged print environment 
can lead to excessive paper wastage, high energy usage, poorly optimised purchasing of consumables and 
security vulnerabilities. While this can be mitigated through MPS, embracing the wider picture of 
enterprise printed output is key to longer term savings and efficiencies. 

¶ Large organisations are using MPS to optimise their distributed office print requirements. Using an 
external provider to manage office printing addresses device sprawl through consolidation and minimises 
disruption through proactive service and support. However, few organisations include the print room 
within their office MPS engagement or consider the wider costs associated with the decentralised use of 
external commercial printers.  

¶ Poor device utilisation impacts print room productivity. Many document production processes are 
cumbersome and rarely integrated across the office and print room environments. This can cause poor 
print room device utilisation, particularly when jobs that can be produced more cost-effectively in the 
print room are sent to commercial printers. Integrated workflow tools enable complex print jobs to be re-
routed from office printers to the print room, ensuring optimal device utilisation and minimal business 
disruption. This integration is the foundation of enterprise print services. 

¶ Traditional approaches to print procurement are no longer tenable. In industries such as publishing, 
advertising and retail, printing is a major item of corporate spending. Most print procurement processes 
are manual and costly with little control across the supply chain and limited visibility into overall 
spending. A centralised, outsourced e-procurement service leverages economies of scale, leading to 
faster job completion turnaround times, lowering costs and eliminating ad hoc spending.  

¶ Businesses must look beyond office printing to further reduce costs. Enterprises should first conduct a 
thorough review of all internal and external print spending through using an external MPS provider. This 
will identify which opportunities for consolidation and centralisation will generate the fastest and most 
significant print infrastructure cost savings and environmental efficiencies.  

Conclusions 
Quocirca recommends that large organisations consider all elements of internally and externally produced 
printing and take a strategic approach to developing an efficient, environmentally sound and low cost 
enterprise printing infrastructure. 
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1 Introduction 

21st century businesses are under relentless pressure to reduce costs and drive productivity through the 
intelligent adoption of technology. Many are operating 24x7, and with a highly distributed workforce. All this is 
facilitated through the use of information and communication technology and high availability is therefore 
critical. Yet, many organisations are still grappling with high IT costs, slow response times and an inconsistently 
managed infrastructure. One area where these challenges are often neglected is printing.  

Despite living in an age of rapidly increasing use of digital communications, printing remains a key element of 
many business processes. The pervasiveness of networked printers, multifunction devices and digital copiers 
has offered speed and convenience for office and remote workers alike, but has also created inefficiencies and 
uncontrolled costs. Few large businesses produce all their printed materials internally; many outsource more 
complex print jobs to commercial print shops. External printing can account for a significant proportion of 
corporate print spend, particularly in the retail, publishing and advertising industries. 

An effective enterprise printing strategy must encompass printed output wherever it is produced - in the 
office, at a remote location, in the print room or in commercial print shops. While many organisations focus on 
the cost per page, they overlook significant cost savings that can be made by building efficiency into the 
creation, production, management, storage and distribution of printed documents across the enterprise. 

All too often, printing is managed as silos by different 
stakeholders (IT departments, facilities management, 
procurement and line of business). This lack of coordination 
comes at a high cost. Unmanaged printing poses document 
security risks, while unexpected equipment failure can impact 
user productivity and put pressure on already stretched IT 
support resources. Coupled with inefficient decentralised print 
purchasing and underutilised print rooms, the enterprise print 
environment can rapidly become inefficient and costly. 

The wild frontier of enterprise printing is the office 
environment and, unsurprisingly, many organisations are 
turning to managed print services (MPS) to tame it. Quocirca 
estimates that around 15% of large enterprises use MPS to 
manage their office printing, with the primary motivator being 
cost reduction. However, most MPS engagements focus on the 
office printing environment, leaving areas such as print rooms, 
external print procurement and the growing population of 
remote workers to be managed separately. This overlooks the 
significant opportunity to aggregate and centralise enterprise-
wide spending on both internal and external print.  

Without considering print beyond the desktop, it is not 
possible to have visibility into overall print costs across an 
organisation. Getting a handle on costs in all these areas and 
driving efficiency through a centralised approach is the 
foundation of enterprise managed print services. 

This report describes the challenges of managing printing across the business, the impact of an uncontrolled 
print environment and the benefits of using a single supplier to provide a coordinated approach to the 
procurement, management and support of both internal and external printed output.  
  

Uncontrolled print procurement 
 
Many companies use commercial 
printers for specialist printing tasks 
that they do not have the 
capability to undertake in-house. 
Examples include brochures, 
posters, corporate/branded 
materials and event tickets. 
 
The cebr (Centre for Economics 
and Business Research) estimates 
that the total annual printing bill 
for EMEA businesses is around 
$258,800 million. Of this, 
approximately $76,700 million 
(30%) is spent on outsourced 
printing services.  
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Key Findings: 

¶ Fragmented management of print leads to poor visibility of spending. 

¶ Tactical approaches to external print procurement means processes are disjointed and 
impossible to monitor and control. 

¶ Businesses should prioritise strategic action to centralise and aggregate spending on internal 
and external printing. 

2 The sprawling 21st century enterprise print environment 

The printing landscape has changed dramatically over the past decade. Photocopiers have been replaced by 
networked digital copiers; fax machines have given way to scanning and email; and, despite all the other 
options for sharing content, print volumes are growing. According to the print consultancy firm, NewField IT, 
the average print volume per office worker in organisations of 750 employees or above is 11,000 pages per 
year, with a range of 3,000 pages to 39,000 depending on industry sector. 
 
Colour printing is now commonplace, and increasing, in many offices, driven by office productivity 
applications. Many businesses are also using high-end colour printer and copier devices to print material that 
would have previously been fulfilled by external print houses, further increasing internal print costs. Enterprise 
printed material not only encompasses general office documents but also marketing and sales collateral, direct 
mail, training material, business cards, envelopes, customised stationery and business forms. These print 
requirements are often handled in a variety of ways - at the user's discretion via desktop devices, by internal 
print rooms or corporate reprographics departments (CRDs), with some more complex jobs being outsourced 
to external print shops.  
 
In addition to the range of documents produced in an enterprise, different users within the enterprise will 
have varying needs for how they print and distribute documents. While some users may require high volume 
printing and distribution, others may require scanning to capture and store incoming paper documents. 
Finance, legal and human resource users may require secure printing while marketing may need high quality, 
full colour output. Such capabilities need to be made available to both office and remote workers alike. The 
characteristics of a typical enterprise print environment are shown in Figure 1. 

 
Figure1. The complexity of enterprise print 
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The challenges of managing a complex and diverse enterprise printing environment are numerous:  
 

Office Printing 
¶ Fragmented ownership. Ownership and management of office printers, copiers and scanners is often 

fragmented across business departments, workgroups and locations. There may be no centralised 
record of who owns and uses the equipment, and little information on service contracts. On top of all 
this, few organisations have document tracking systems that accurately measure the true usage for 
printing and copying. The running costs of devices (consumables and servicing) are normally expensed 
via departmental cost centres and can far outweigh original purchase costs. With different 
stakeholders - such as IT, facilities management and procurement - responsible for office printing and 
the print room, it is almost impossible to get an accurate view of print costs across the enterprise. 

¶ Device sprawl. A lack of centralised management means that organisations often have too many 
devices, from multiple vendors, which are underutilised. Many of the devices are old and expensive to 
run due to high maintenance and supply costs. Dealing with support requests for an unmanaged print 
environment can put further pressure on already strained IT resources.  

¶ Environmental impact. Ineffective print management can lead to paper wastage and, coupled with 
the use of outdated and inefficient equipment, energy usage is higher than it needs to be. This applies 
both to office printing devices and production devices in the print room - with few organisations 
having transparency around the environmental impact of printing. 

¶ Enterprise security and compliance risks. Networked printing also raises security issuesτnot only are 
printed documents a potential source of data leakage, many devices also store information in 
memory or hard disk, which poses further risks to document security. Unauthorised access to 
documents can lead to an information leak or breach of confidential data - whether it is an 
organisation's financial information or intellectual property. It may also increase the risk of identity 
theft or pose regulatory risks if personal data is involved. For any business, lost or stolen data can lead 
to lost sales, financial penalties and loss of reputation. Ultimately, any unsecured device, whether in 
the office or print room, poses an inherent 
security risk.  

The print room 

¶ Underutilised print rooms. Print rooms are 
challenged with keeping devices running 
and productive together with demands for 
faster turnaround times. If a print room is 
not easily accessible or responsive, users 
will just print documents on desktop 
printers, adversely effecting corporate 
branding, document quality and cost 
effectiveness. Print rooms face constant 
battles of downtime and peak loads as they 
may run at full capacity, but only for part of 
the day, week, month or other cyclical 
period. Such poor device utilisation can be 
costly, yet few organisations effectively 
optimise utilisation of production devices.  

¶ Competing with commercial printers. 
While in-house print volumes have risen 
due to the affordability of high 
performance production printing displacing 
the volume of complex jobs sent to 
commercial printers, print rooms are still 
challenged with stringent costs controls 

The value of internal print services 
 
A corporate reprographic department (CRD) is 
an internal service that performs copying or 
printing for its organisation. It has dedicated 
staff and may include in-house print facilities, 
integrated print rooms, as well as mail centres 
that also offer copying or printing services.  
 
CRDs are most often used for networked-based 
printing of manuals, sales and marketing 
collateral, booklets and other short-run 
documents. 
 
CRDs must continually demonstrate the 
ongoing value that they provide their business 
through offering fast, affordable and efficient 
services. An efficient and well-managed CRD is 
one that maximises productivity through the 
use of simple job submission, cost calculation 
tools and intelligent job routing. This leads to 
enhanced customer service, lowers outsourced 
print volumes and allows considerable cost 
savings. 
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and the need to compete against external print suppliers. 

¶ Poor integration between office printing and the print room. Desktop users may send inappropriate 
jobs to departmental printers instead of the print room. Employees may not know how to send jobs 
to the CRD or find it too cumbersome. Often these jobs are too large for the departmental printers, 
tying them up for long periods of time, inconveniencing other users, delaying work, and costing more 
to produce.  

Print procurement 

¶ Fragmented processes. Gaining control of externally-procured print spending can be a challenge, 
particularly for large businesses. External print procurement is rarely regarded as a distinct specialist 
function. Instead, it tends to be a fragmented, unmeasured process undertaken by a large number of 
individuals, usually as an incidental part of their main job. Printed material is often commissioned by 
employees with little or no formal experience in buying print. With no central coordination, complex 
print specifications and spend information is inconsistent and usually not available at all. 
Consequently it is almost impossible to enforce procurement compliance, negotiate best prices and 
manage the print supplier base. 

¶ Wastage. Industry estimates indicate for every dollar spent on printing, an incremental $5ς8 is spent 
on activities such as administration, document preparation, internal and external creative costs, 
warehousing, archiving, fulfilment and distribution. A significant part of the extra expense is in the 
high cost of obsolescence when printed material becomes outdated and ultimately thrown out. 

¶ Lack of tracking tools. Few organisations have the tools to track and monitor print purchasing costs, 
which means that costs can go unchecked and cost saving opportunities are lost. 

¶ Poor brand consistency. Some external printers may not be able to meet corporate standards for 
quality or appearance of materials. The production of inconsistent or poor quality printed materials 
makes it difficult to enforce brand compliance and integrity.  

Virtual printing 

¶ Uncontrolled virtual worker printing costs. The rapid growth of enterprise mobility means businesses 
are challenged with controlling print costs for home workers. Without centralised purchasing or 
replenishment of consumables, these costs for remote workers can escalate and also have 
implications for home worker productivity. Remote workers need access to the same capabilities and 
resources as those workers in a traditional corporate office. This means not only access to efficient 
printers but also to technical support, break-fix, maintenance and consumable replacement to enable 
them to remain productive.  

As businesses strive to reduce their costs and environmental impact and drive efficiency across all business 
processes, they can no longer afford to take an uncoordinated approach to managing enterprise print. The use 
of multiple suppliers for the office and production environments can lead to a number of inefficiencies. 
Although these areas can be consolidated and standardised, lack of integration means that an organisation is 
not operating a truly optimised enterprise print environment. Maintaining this disparate approach means poor 
visibility into enterprise print costs and provides little opportunity to gain efficiencies across all print 
environments. This is further exacerbated by suppliers competing for page volumes in order to maximise their 
own revenue and profitability.  

The following section discusses how significant cost savings and productivity improvements can be achieved by 
using a single provider to implement a standardised enterprise platform for controlling and managing both 
external and internally produced print.  
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3 Beyond the office: the enterprise print services approach 

 
An enterprise print services strategy coordinates both internal and external printing through a diligent 
evaluation of existing processes in each print environment. Organisations that have started using MPS find 
that it directly addresses each of their printing challenges; reduced device sprawl, increased device utilisation 
and reduced costs in relation to both internal and external printing.  

Enterprise MPS encompasses a range of activities from the desktop through to external print procurement, 
supported by intelligent document workflow and production tools. These include the following benefits: 

¶ Enterprise printing assessment. A detailed assessment of all printing conducted within the enterprise, 
including: 
τ A full evaluation of what is being printed, by whom and where. 
τ Security and environmental assessments of the existing printer fleet. 
τ Evaluation of the cost and quality of print room/CRD operations in relation to external print 

purchasing. 
τ An analysis of existing procurement practice and the opportunity to replace with automated e-

procurement workflow services. 

Key Findings: 

¶ Progressive organisations are using managed service providers (MPS) to handle end-to-end 
printing needs. 

¶ MPS providers can strategically source preferred vendors, deploy more efficient printing 
practices and provide consolidated billing for all print spending. 

¶ Properly executed, outsourcing the management of some or all print activities to a single 
provider can bring significant cost savings and efficiency improvements to businesses who 
are operating an unmanaged print environment. 

Case Study: Reuters - measurable savings with MPS 
 
Business challenge 
Reuters had accumulated a fleet of 1,046 printers, copiers and multifunction devices, comprised 
of 242 different models from 27 suppliers. Xerox's assessment also revealed that the company 
ǿŀǎ ǇǊƻŘǳŎƛƴƎ мсΦр Ƴƛƭƭƛƻƴ ΨƛƳǇǊŜǎǎƛƻƴǎΩ ǇŜǊ ȅŜŀǊΣ ŜǉǳŀǘƛƴƎ ǘƻ ŀǊƻǳƴŘ пнл ǇŀƎŜǎ ǇŜǊ ƘŜŀŘΣ ǇŜǊ 
month. Departmental purchasing of low cost desktop devices led to high page costs on devices, 
which were commonly under-utilised. Reuters had no effective central support strategy, meaning 
devices could take a long time to repair.  
 
Solution chosen 
Xerox introduced a fully managed service that took complete responsibility for the entire output 
environment. Inefficient, expensive devices were removed and an optimised fleet of 
appropriately located, best-for-purpose machines - which included existing equipment, where 
practicable - was created. A print room to handle large and specialised jobs was also established. 
 
Benefits gained 
Reuters staff no longer purchase their own printers, replenish ink and paper or suffer from 
downtime as a result of faulty equipment. Xerox's continuous management of the printer fleet 
means that Xerox handles printer repairs proactively, leading to user satisfaction and 
productivity. In terms of cost savings, Reuters has reduced the total cost of ownership by 19.2% 
per annum, which equates to $1.45 million over the life of the 5-year contract. 
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¶ Office printing device consolidation. Through rationalisation of the existing office printer fleet, the 
number of devices deployed can be substantially reduced, leading to lower up-front and ongoing cost 
savings. Fewer service agreements reduce the burden on IT departments by saving time in maintaining 
multiple systems. Other direct benefits include reduced energy demands for the print environment and 
less wasted floor space. 

¶ Centralised external print procurement. This leads to improved monitoring and tracking of purchases and 
a network of commercial printers that matches requirements and leverages economies of scale. It also 
provides control and visibility of external print spending. Print e-procurement is the process by which 
buyers are able to electronically source, price, procure and pay for printed materials. By pushing all print 
buying through an e-procurement system, ad hoc spending is reduced or eliminated and print job 
turnaround times are improved. 

¶ Maximised print room productivity. An 
efficient print room can lower outsourced print 
volume and save considerable costs. Print 
routing means that IT managers can control the 
volume of print and, as such, re-direct it to the 
print room where appropriate, leading to 
improved user service. Rules-based printing 
can determine the most efficient printer for a 
print job, ensuring it is produced in the most 
timely and cost effective manner. This can also 
reduce the occurrence of jobs failing, 
improving user productivity and minimising 
disruption to business processes. Web-based 
job submission enables documents to be sent 
directly to the print room and also provide 
users with the ability to view cost comparisons 
for printing a job locally or in the print room.  

¶ Enhanced document security. Secure printing 
solutions utilise user authentication at printing 
devices across the enterprises. This enables 
print jobs to be held at the device until the user enters a password or uses a swipe card to identify 
credentials. Document security can be further enhanced through document encryption and providing 
audit trails to maximise security and compliance with regulations such as MiFID, Data Protection laws and 
Basel II. 

¶ Improved employee productivity. MPS ensures that all employees have the right hardware, software, 
services and support they require for completing their jobs, whether they are based in the office or at 
home. This means having access to the right devices and tools to print both ad hoc and high volume or 
complex jobs seamlessly. Proactive service and support, provided by an external provider, minimises 
device downtime and allows IT staff to focus on other strategic activities. Meanwhile, deployment of 
software, such as universal print drivers, not only simplifies printer management across all devices but 
enables users to print on any supported device across multiple locations in an organisation. This also 
enhances mobile worker productivity by providing access to printers in remote locations. 

¶ Reduced environmental impact. Implementing effective printing practices through developing an 
enterprise-wide print policy can eliminate unnecessary printing, reduces power usage and consumables 
waste, therefore reducing carbon footprint. Introducing paper and toner-saving print modes such as eco-
mode or draft printing to reduce consumable usage, and automated duplex printing to save paper, are 
some examples of how the environmental impact of printing can be reduced, both in the office and print 
room. Energy usage can be reduced through deploying low energy devices that are Energy Star compliant 
or have multiple low-power sleep modes that reduce power consumption to even lower levels after long 
periods of consumption. When it comes to aftermarket recycling, many vendors now also offer 
comprehensive waste recycling services and end-of-life disposal services.  

  

Driving print room efficiencies 
 
Recent Quocirca research amongst 200 large 
enterprises in the US and Europe showed that 
almost a quarter of organisations use, or are 
planning to use, a single MPS provider to manage 
both their office and print room environments. 
 
From an overall sample size of 200, those who did 
use a single MPS provider for both environments 
indicated that they were either satisfied or very 
satisfied with the management and performance 
of their enterprise print environment, indicating 
the benefits of a centralised approach to managing 
both office and the print room. 
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4 Best practices 

Quocirca recommends that enterprises consider the following criteria when embarking on an enterprise MPS 
engagement: 
¶ Service provider considerations. A provider of enterprise-wide print services must have a level of 

maturity in delivering office MPS, print room services and external procurement. For large distributed 
global businesses, providers must have the expertise at delivering services on a global scale and have 
the agility to respond to changing business dynamics. Whichever service is required, the provider must 
have the technology depth and local experience to facilitate global transactions.  

¶ Create a single cross-functional group. This should consider overall business needs that involve 
multiple stakeholders (IT, FM, procurement, line of business). This will help the organisation drive and 
support their overall strategy, and manage change. 

¶ Conduct a detailed evaluation. This should go beyond analysing print volumes to understanding what 
type of documents are being printed, where and by whom. This will ensure that effective 
transformation programmes can be implemented, predicted cost savings are realistic and the need for 
document workflow solutions can be assessed, based on existing business processes. 

¶ Consider practices that can support electronic document distribution. While printed output may be 
the preferred choice for certain material, consider other ways to deliver output to a range of 
destinations (e.g. email, web, mobile) to ensure that lower cost channels are utilised wherever possible. 
Specialist document composition tools for customer communications, as seen in some customer 
relationship management or campaign management systems, can address these needs and can 
complement existing high volume variable data production. 

¶ Think beyond cost per page. An enterprise-wide print strategy should be integrated across the 
business, and should avoid simply focusing on reducing acquisition costs and cost per page. Enterprises 
should implement a flexible and sustainable print strategy that delivers ongoing cost savings through a 
standardised technology platform and optimised business workflows. 

¶ Continuous improvement. To deliver best results, an enterprise MPS implementation should be 
regularly monitored and modified to reflect changing business needs. This must be supported by 
consolidated and intelligent management reporting so that service level agreement quality can be 
tracked, along with any changes in print usage.  

Operational cost savings and efficiencies at Procter and Gamble 

P&G is a leading consumer products company with more than 138,000 employees in 80 
countries/regions. Through a five year Xerox enterprise print services contract to manage its 
print shops, offices and home-based work settings, P&G predicts it will reduce print-related 
power usage by 30 percent and paper consumption by 20ς30 percent annually through its 
five year contract. 

Xerox will provide on-site training to help P&G's employees manage the new print 
environment, including tips on how to reduce the time spent on print-related activities. 
Xerox will also create a Web portal for online learning and easy procurement of equipment, 
consumables and support for virtual employees.  

ά²ƻǊƪƛƴƎ ǿƛǘƘ ·ŜǊƻȄ ǘƻ ǎƛƳǇƭƛŦȅ ƻǳǊ Ǝƭƻōŀƭ ǇǊƛƴǘ ǎǘǊǳŎǘǳǊŜ ƘŜƭǇǎ ƛƴŎǊŜŀǎŜ reliability and 
efficiency, transforming the way we work. This innovative initiative is a new business model 
and one stop on the journey to go digital and make our workplace more sustainableΦέ 
 

- Flippo Passerini, CIO & President, Global Business Services, Procter & Gamble 
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5 Conclusion 
!ƴ ŜƴǘŜǊǇǊƛǎŜ ǇǊƛƴǘƛƴƎ ǎŜǊǾƛŎŜ ŜƴŎƻƳǇŀǎǎŜǎ ŀ ǿƛŘŜ ǊŀƴƎŜ ƻŦ ǎŜǊǾƛŎŜǎΦ ! ōǳǎƛƴŜǎǎΩǎ ƳŀǘǳǊƛǘȅ, with respect to its 
printing strategy, will determine which services it should consider. For the most progressive organisations, who 
have already implemented MPS for their office environment, expanding this to encompass the print room 
and/or external print is the natural next step and will give a holistic view of all print spending. At the other end 
of the scale, those just embarking on the MPS journey should firstly undertake a detailed assessment of all 
existing print costs, and look to prioritise those areas that require immediate attention. For those 
organisations that wish to start small, an office-driven MPS, which focuses on device consolidation and 
establishing corporate print policies, can lead to rapid cost savings. However, for those large organisations who 
want to achieve the biggest overall impact, it is possible to move straight to developing an enterprise-wide 
print services platform. 
 
Ultimately, an effective enterprise printing strategy will create a roadmap to encompass all elements of 
internal and external printing. Organisations that want to compete on the global stage need to take an 
enterprise view and make strategic judgments about which printing operations they want to keep and which 
are best delivered externally. Organisations that are prepared to take advantage of the emerging model of 
enterprise MPS can dramatically increase their opportunities for innovation, operational efficiency and 
reducing cost. 

Moving to a single provider 
 
The decision to use a single provider to manage all enterprise print requirements should be 
made carefully with consideration to current business strategy and future initiatives.  
 
Using multiple providers allows customers to seek best-of-breed service offerings from a 
range of suppliers. This can give the customer more competitive leverage, which can 
sometimes lead to lower price per contract - but will generally lead to a higher overall price 
for the complete solution than going to a single supplier. However, managing a range of 
suppliers can be complex, requiring the administration of multiple contracts, integration of 
service delivery and ongoing governance effort. 
 
Using multiple suppliers to manage disparate print silos can also create inefficiencies and a 
sub-optimised enterprise print environment, leading to fragmented visibility of print costs. 
A single provider can provide an enterprise-level view of print costs and, as it is responsible 
for delivering cost savings across all areas of print, it must ensure that enterprise-wide print 
is managed efficiently and cost-effectively. A single provider also reduces the governance 
effort associated with multiple contracts. 
 
Transitioning to a single provider environment depends on the maturity level and 
capabilities of the organisation, and how well the process is planned, implemented and 
monitored. It is therefore crucial that the provider commits to strict KPIs to be able to 
quantify the operational and financial benefits of using a single provider rather than 
multiple suppliers. 
 
Although a single-source contract may not always provide the level of individual specialism 
that a best-of-breed approach can, it is important to weigh the benefits of this against the 
issues of managing multiple contracts and the aggregation of data between differing print 
environments.  
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6 Enterprise print services in practice 

Case study: A global professional services company 

Business challenge 
¢Ƙƛǎ Ǝƭƻōŀƭ ǇǊƻŦŜǎǎƛƻƴŀƭ ǎŜǊǾƛŎŜǎ ŦƛǊƳ ƛǎ ǇǊŜǎŜƴǘ ƛƴ ǿŜƭƭ ƻǾŜǊ млл ŎƻǳƴǘǊƛŜǎΦ .ŜŎŀǳǎŜ ƛǘΩǎ ŀƴ ƛƴŦƻǊƳŀǘƛƻƴ-centric 
and document-heavy business, user productivity can easily be improved by the ability to scan, copy or print 
documents quickly. Furthermore, a ŦƛǊƳΩǎ ǇǊƻŦŜǎǎƛƻƴŀƭ ƛƳŀƎŜ Ŏŀƴ ōŜ ŜƴƘŀƴŎŜŘφƻǊ ǳƴŘŜǊƳƛƴŜŘφōȅ ǘƘŜ 
quality and finish of its documents. 
 
In one of its key European locations, with 20 offices, the approaching end of several print-related contracts 
created an opportunity for the company to take control of its print, copy, scan and fax requirements once and 
for all. The company recognised that the business would be best served if people could easily make the right 
ŎƘƻƛŎŜǎ ōŜǘǿŜŜƴ ǇǊƛƴǘƛƴƎ ƻƴ ŀƴ ƻŦŦƛŎŜ ŘŜǾƛŎŜΣ ǳǎƛƴƎ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ƻǿƴ ǇǊƻŘǳŎǘƛƻƴ ŦŀŎƛƭƛǘƛŜǎ, or paying for the 
services of an external supplier.  
 
Its primary objective was to replace the traditional silos of office printing, central reprographics and external 
print procurement with an end-to-end enterprise print service. 
 
Solution chosen 
The company chose Xerox Global Services over more than ten other suppliers. Some 1,300 office devices were 
ŎƻƴǎƻƭƛŘŀǘŜŘ Řƻǿƴ ǘƻ мΣллл ŀƴŘ ǎǘŀƴŘŀǊŘƛǎŜŘ ǘƻ Ƨǳǎǘ ǎƛȄ ŘƛŦŦŜǊŜƴǘ ƳƻŘŜƭǎΦ IŀƭŦ ƻŦ ǘƘŜ ŦƛǊƳΩǎ ƛƴ-house 
production print centres were closed and a list of approved external suppliers was agreed. 
 
A single usage policy promotes environmentally friendly practices and gives guidelines on when to use office 
devices, central in-house facilities and procured print. Advanced software underpins the whole managed print 
service: on-site engineers respond to real-time printer service data; pop-up alerts advise employees about the 
status and suitability of devices; production print jobs, whether to be produced in-house or externally, are 
submitted via a single web interface and the company has access to a full accounting of costs, down to 
individual users. Secure printing has also been implemented, enabling users to release print jobs at their 
chosen device using smart card authentication. 
 
Business benefits 
Overall, the company is seeing a cost reduction of around 20%. Sustainability objectives are being met by 
recycling 100% of used consumables and reducing the overall amount of paper and consumables used.  

Employees are experiencing a much more consistent and reliable print operation that meets their needs better 
than before. For example, there are more colour devices available, they have new scan-to-email and follow-me 
print capabilities, and they have much easier access to sophisticated and flexible central print facilities.  

Office device availability averages 99% and helpdesk calls have fallen by 60%. User satisfaction with the central 
and procured print service stands at 99% now that it has become more consistent in quality and more 
responsive to user needs. 
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About Enterprise Print Services from Xerox 
 

A proven partner 
 
Thousands of businesses in more than 50 countries around the world rely on us every day to manage their 
enterprise print environments: to deliver cost savings and a platform they can leverage for enhanced 
productivity and process innovation. By working with us you can redeploy your internal resources and focus 
more clearly on achieving your strategic business goals. 
 

 
About Xerox Global Services 
 
Xerox Global Services is a world leader in document outsourcing services with industry expertise that helps you 
reduce costs, achieve operational excellence and grow revenue. Our unique combination of experience, 
technology and delivery capabilities enable integration, transformation and continuous innovation of your 
office environment, centralised print production, and communication and business processes. We deliver 
excellence in every corner of the worldτlocally, nationally, globally. 
 

To learn more about Enterprise Print Services, please visit us at: www.xerox.com/globalservices 

 

 
 

 

 

 
  

http://www.xerox.com/globalservices
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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 
 
Through researching perceptions, Quocirca uncovers the real hurdles to technology adoptionτthe personal and 
ǇƻƭƛǘƛŎŀƭ ŀǎǇŜŎǘǎ ƻŦ ŀƴ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ŜƴǾƛǊƻƴƳŜƴǘ ŀƴŘ ǘƘŜ ǇǊŜǎǎǳǊŜǎ ƻŦ ǘƘŜ ƴŜŜŘ ŦƻǊ ŘŜƳƻƴǎǘǊŀōƭŜ ōǳǎƛƴŜǎǎ ǾŀƭǳŜ ƛƴ 
any 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 
Ƙŀǎ ǘƘŜ ŀōƛƭƛǘȅ ǘƻ ǘǊŀƴǎŦƻǊƳ ōǳǎƛƴŜǎǎŜǎ ŀƴŘ ǘƘŜ ǇǊƻŎŜǎǎŜǎ ǘƘŀǘ ŘǊƛǾŜ ǘƘŜƳΣ ōǳǘ ƻŦǘŜƴ Ŧŀƛƭǎ ǘƻ Řƻ ǎƻΦ vǳƻŎƛǊŎŀΩǎ Ƴƛǎǎƛƻƴ 
is to help 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 
L¢/ ƘƻƭŘǎ ŦƻǊ ōǳǎƛƴŜǎǎΦ vǳƻŎƛǊŎŀΩǎ ŎƭƛŜƴǘǎ ƛƴŎƭǳŘŜ hǊŀŎƭŜΣ aƛŎǊƻǎƻŦǘΣ L.aΣ 5ŜƭƭΣ ¢-Mobile, Vodafone, EMC, Symantec 
and Cisco, along with other large and medium-sized vendors, service-providers and more specialist firms.  
 
Sponsorship of specific studƛŜǎ ōȅ ǎǳŎƘ ƻǊƎŀƴƛǎŀǘƛƻƴǎ ŀƭƭƻǿǎ ƳǳŎƘ ƻŦ vǳƻŎƛǊŎŀΩǎ ǊŜǎŜŀǊŎƘ ǘƻ ōŜ ǇƭŀŎŜŘ ƛƴǘƻ ǘƘŜ ǇǳōƭƛŎ 
domain at no cost. vǳƻŎƛǊŎŀΩǎ ǊŜŀŎƘ ƛǎ ƎǊŜŀǘτthrough a network of media partners, Quocirca publishes its research 
to a possible audience measured in the millions.  
 
QǳƻŎƛǊŎŀΩǎ ƛƴŘŜǇŜƴŘŜƴǘ ŎǳƭǘǳǊŜ ŀƴŘ ǘƘŜ ǊŜŀƭ-ǿƻǊƭŘ ŜȄǇŜǊƛŜƴŎŜ ƻŦ vǳƻŎƛǊŎŀΩǎ ŀƴŀƭȅǎǘǎ ŜƴǎǳǊŜ ǘƘŀǘ ƻǳǊ ǊŜǎŜŀǊŎƘ ŀƴŘ 
analysis 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 

 

 
 

http://www.quocirca.com/

