
ExEcutivE Summary 

CIOs have identified “driving business innovation” as a key strategic goal 

for the next three to five years, according to CIO magazine’s 2010 “State of the CIO” survey. In 

the more immediate future, “developing IT strategy to accelerate business goals” and “aligning 

IT and business goals” are among the most frequently cited (66 percent) IT management priori-

ties for the year ahead. One supporting trend that is gaining traction among CIOs is managed 

print services. This highly evolved level of document management has grown out of printing 

services to encompass output management, change management, business process improve-

ment and collaboration. These functions, all encompassed within managed print services, are 

essential to the flow of information throughout the modern enterprise.

Organizations are more receptive than ever to hosted or externally provided infrastructure-

level services. While IT leaders indicate 22 percent of their organization’s IT services are 

provided by third parties, including outsourcers and cloud-service providers, they anticipate 

that number will increase to 34 percent in three to five years. Managed print services will be 

a major aspect of this shift. Managed print services brings a full range of document manage-

ment capabilities and technologies to the table, which help IT leaders streamline the entire 

document lifecycle, increase efficiency and productivity, and cut costs.
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Introduction

CIOs and other IT leaders continue to deal with the 
relentless drive to do more with less, the ongoing efforts 
to better align IT strategy to promote business goals, and 
the process of staying ahead of the sweeping changes 
in the technology landscape. The need to streamline 
processes and cut costs is incessant. These needs and 
goals align well with a services-oriented delivery model 
like managed print services. 

CIOs see technology delivered as a service as the trend 
most likely to have a significant impact on the CIO role 
over the next three to five years. This change in expecta-
tions reveals an enterprise technology climate ready to 
more fully adopt the services model. Market leaders have 
sufficiently addressed concerns about viability, delivery, 
dependability, security, and of course, ongoing costs.

Managed print services can ease a CIO’s burden by con-
solidating the document output infrastructure, promot-
ing transparency into document output and document 
management costs and processes, optimizing existing 
technology investments, and boosting productivity 
throughout the enterprise.

“Managed print services is about providing the right 
information to the right people at the right time,” says 
Mark Boelhouwer, ricoh’s vice president of strategic 
marketing. “It’s a transformation framework to under-
stand how the organization communicates and uses 
information.”

Industry experts agree that now and in the immedi-
ate future, technology services—and managed print 
services in particular—are poised to dramatically change 
the IT environment. “Managed print services streamlines 

business process document workflows and improves 
the way information is communicated and shared,” says 
angele Boyd, group vice president and general manager, 
Imaging/Output Document Solutions at IDC. “Improved 
information management frees line-of-business manag-
ers to focus on core business goals—that is, revenue-
generating and customer-care activities.”

Managed print services emerged out of basic docu-
ment management practices, and moved beyond simply 
monitoring output devices and ensuring toner and paper 
supplies are sufficient. It now incorporates output man-
agement, change management, workflow analysis, and 
comprehensive cost analysis. Managed print services 
encompasses the entire document lifecycle as it moves 
through the organization, the output infrastructure, work-
flow issues related to the need for printing documents, 
storage and retention and access to stored documents.

Choosing a Managed Print  
Services Provider
There are several key factors CIOs need to consider 
when evaluating a managed print services provider. 
They must carefully consider the process for assessing 
current infrastructure and overall document manage-
ment and output requirements. a potential managed 
print services provider should bring extensive expertise 
in change management, as adopting a service delivery 
model for a business support function as fundamental 
as document output, management and storage is a 
significant change. 

“[CIOs] need a partner that understands what they’re 
talking about. It almost becomes personal,” says 
Boelhouwer. “Of course it’s about understanding the 
business, but you also have to understand the CIO’s 
challenges and address those and tie them back into 
managed print services as a transformation framework.”

a relationship with a managed print services provider is 
extensive and ongoing, much like the business and opera-
tional relationship with any strategic partner. Initially, the 
provider works with the CIO and the IT team to develop a 
comprehensive infrastructure assessment. They look at 
the current document output workflow, help determine 
how workflow can be streamlined and optimized, and 
help prioritize document output and archiving needs.

an effective managed print services partner works 
within the existing environment and infrastructure. after 
a thorough process review, they examine and conduct 
a similarly detailed assessment of the document output 
infrastructure. This ensures the proper devices are in-
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stalled in the proper places with the proper functionality 
and output capacity. 

There is inevitably some consolidation, but this review, in 
concert with the process review and prioritization, helps 
promote transparency and cuts costs from the docu-
ment lifecycle. The goal is to ensure the right documents 
are output on the right devices for the right people at the 
right output levels—black and white, trace color or full 
color. Not every document needs to be rendered in full 
color. Not all documents can accomplish maximum busi-
ness impact in black and white.

“The first thing we do is sit down with [the CIO and the 
rest of the IT team] and do a rigorous process exam. 
We look at existing processes, but really focus on the 
change management front,” says Kevin Togashi, Chair-
man and CeO of ricoh americas Corporations. When an 
organization is making a change as significant as moving 
to a managed services model, the change management 
component is essential. “The customer must embrace 
the requisite extent of change in workflow to reduce 
costs. It is a combination of managing processes and the 
focus on change management.”

Naturally, the CIO and the IT team must manage the 
relationship with a managed print services provider, much 
like the relationship with any technology services provider. 
establishing and maintaining service levels on fundamen-
tal aspects like printer uptime and repair-or-replace cycles 
are basic services, and should be part of the initial con-
tract and deliverables agreement. These steps precede 
the initial infrastructure and workflow assessments. 

however, there is much more to the complex relationship 
with a managed print services provider than ensuring 
printer uptime. The client organization and the managed 
print services provider must enter into the relationship 
with their goals and expectations in alignment. “If as the 
CIO, you are not sitting down with the team once every 
three months with the partner’s side and your side and 

getting a good overview, then forget it,” says Boelhou-
wer. “You are just as much a part of it as we are. It’s a 
side-by-side, hand-in-hand approach. It is not something 
we just throw over the wall and say, ‘Go do it.’”

Focusing on the big picture and the right cost and process 
elements at the inception of the working relationship is 
essential. It’s about much more than simply counting 
printed copies and other consumables. “You need to take 
an open view of the breadth of costs you’re incurring 
around document management. Most customers initially 
want to focus on consumable costs: What are they spend-
ing on toner and ink and lease payments,” Togashi says. 
“There are so many other components that can get pulled 
and should get pulled into a cost assessment.”

any cost assessment is incomplete unless all hard costs, 
soft costs, and hidden costs are examined and included. 
a CIO must examine the organization’s costs, such as 
offsite printing, storing paper documents, and special-
ized prints like accounts payable and tax documents. 
“They have to be willing to take a broad perspective on 
what they’re spending to manage information in their 
environment,” says Togashi. “They have to look at the 
aggregate volume of consumables, labor, storage, and 
offsite printing—otherwise they’ll be missing the forest 
for the trees.”

In choosing a managed print services provider, the CIO 
must also bear in mind that this process is like choosing 
a long-term strategic organizational partner. Look for a 
provider with a proven track record of leading the market 
with not only its strategic approach, but also the depth 
and breadth of its service offerings. The ability to con-
duct a full infrastructure and workflow assessment, and 
the ability to recommend and deliver the optimal level 
of services and capabilities are essential elements of a 
successful managed print services provider.

Leading Change Efforts
CIOs and IT leaders are determined to lead change efforts 
within their organizations over the next few years (source: 
State of the CIO Survey, 2011). engaging a managed print 
services provider can certainly fuel that engine of change. 
Bringing managed print services into an organization’s 
infrastructure and existing portfolio of technology services 
can drive process change that leads to greater efficiency 
and productivity, as well as significant cost savings. 

The importance of the change management component 
cannot be overstated. “When you look at what is required 
to implement a managed print services solution, without 
the change management component, without trained 
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people to work with [the CIO and organization’s IT team 
members] to drive that change, it will not be effective,” 
Togashi says.

Taking basic document management practices and evolv-
ing them into a managed print services scenario is a major 
change for both IT organization and the business overall. 
Managed print services can help organizations drive 
business innovation by facilitating processes that were 
simply not feasible before. Besides optimizing the value 
of existing technology investments and increasing the 
value generated by refined business processes, managed 
print services frees up technology, personnel and financial 
resources. The new document and information manage-
ment practices facilitated by managed print services can 
open new business opportunities.

Managed print services can also drive efforts to develop, 
refine and improve IT strategy to promote and align busi-
ness goals. CIOs can configure the streamlined workflow 
facilitated by managed print services to closely match and 
support new or newly reexamined business processes. 
That alignment of IT support with business needs is a 
perennial goal of CIOs and IT leaders across all industries.
 
as managed print services has grown out of existing 
document management practices, it has emerged as an 
evolution, rather than a revolution. The managed print 
service provider works within the existing environment 
and infrastructure. Change is carefully managed and 
monitored. Change is introduced at a moderate pace and 
in increments easily accommodated by the organization 
and its personnel.

Integrating Managed Print Services
Once the relationship with a provider is under way, getting 
existing document management and data management 
systems to work seamlessly with new technologies and 
processes is a priority. advanced networking technology, 
cloud services, and other managed services may impact 
service delivery and the technology chosen to accommo-
date the organization’s needs. a managed print services 
provider needs to deliver services via an existing network, 
working along with its own strategic partners, or with a 
cloud services provider.

“We’re able to operate within the existing hardware envi-
ronment or work through the cloud. That [choice] would 
be determined by the CIO as part of the organization’s 
overall network strategy. We have capability to interface 
either way depending on how they’re managing their en-
vironment,” says Togashi. “We would not specify, ‘here’s 
where you should move into the cloud’ and ‘here’s where 

you should invest in your own hardware.’ We work within 
the existing infrastructure and strategy.”

Integrating managed print services into an existing docu-
ment and content management infrastructure is essential. 
adding managed print services to the portfolio does not 
imply a rip-and-replace approach. While some consolida-
tion is inevitable, a managed print services provider will 
work to maximize the efficiency of current document 
output workflow, but also to ensure the right amount of 
devices and the right types of devices. 

Conclusion
Managed print services is a cost-effective way for global 
enterprises, or even companies with numerous locations, 
to streamline and consolidate its document management 
infrastructure. In one real-world scenario, an international 
airline opted to implement managed print services, select-
ing from a menu of devices and services for document 
imaging and storage. By consolidating and simplifying the 
output infrastructure across its regional offices, the com-
pany was able to expedite document and device manage-
ment and reduce costly and inefficient device duplication. 
The service portfolio included training, centralized service, 
and centralized procurement.

as an international airline, this organization has a continu-
ous need for document management, output and reten-
tion services, but that is clearly not its core business. By 
working with a managed services provider, the company 
streamlined its document-related processes, dramati-
cally cut costs throughout the organization, and remained 
focused on its core business function.

as the nature and composition of the managed print 
services portfolio continues to evolve, organizations work-
ing with managed print services providers will be able to 
easily scale to suit their business, promote transparency, 
optimize existing processes, adopt new technologies with 
low risk and low cost, and continue to focus on their core 
business. n
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