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Managed print services (MPS) offer organisations the opportunity to control costs, reduce 
the complexity of managing a heterogeneous infrastructure and improve business 
processes. With many organisations striving to do more with less, MPS can cut both 
capital and operational expenses. Now is the time to tackle the huge cost and productivity 
drain represented by an unmanaged print environment. MPS passes control of this 
complex infrastructure to the experts leaving an organisation to focus on its core business 
competencies. 
 
 

  

REPORT NOTE: 
This report has been written independently by Quocirca Ltd.  
 
During the preparation of this report, Quocirca has spoken to a number of suppliers involved in the areas covered. These include Canon, HP, 
Lexmark, Ricoh, Samsung, Toshiba, Xerox, NewField IT and EKM4. We are grateful for their time and insights. 
 
Although Quocirca has taken what steps it can to ensure that the information provided in this report is true and reflects real market conditions, 
Quocirca cannot take any responsibility for the ultimate reliability of the details presented. Therefore, Quocirca expressly disclaims all warranties 
and claims as to the validity of the data presented here, including any and all consequential losses incurred by any organisation or individual taking 
any action based on such data. 
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The evolving MPS Landscape 

European vendor analysis 2009 
 

EXECUTIVE SUMMARY 
Quocirca believes that the use of managed print services (MPS) will increase significantly over the next two 
years as organisations of all sizes focus on reducing the cost, complexity and risk associated with an 
unmanaged print environment. MPS is growing in adoption, particularly in larger organisations, and is 
increasingly characterised by out-tasked engagements where flexible services are tailored to business needs. 
Yet there is no one-size-fits-all approach, and for any organisation tackling spiralling print costs a multitude 
of considerations must be borne in mind before committing to, and developing, an MPS strategy. 
 

¶ Organisations must undertake MPS as part of a strategy to lower costs, manage complexity and reduce 
the risks associated with unmanaged multi-vendor environments 
Unmanaged print environments represent a huge cost drain and are characterised by fragmented 
ownership, device sprawl and a mix of old and new technology. This results in poor visibility and control 
over what is printed, leading to excessive consumption of paper, toner and ink. MPS rationalises the print 
environment by minimising device proliferation through reducing user-to-device ratios. This simplifies 
management tasks, provides economies of scale in respect to managing supplies and maximises business 
uptime through proactive monitoring.  

¶ HP and Xerox dominate the MPS market and continue to reshape their MPS strategy 
A maturing and consolidating market has increased manufacturersΩ focus on services as a vehicle to 
increase margins and long-term revenue opportunities. ·ŜǊƻȄΩǎ ǊŜŎŜƴǘ ŀŎǉǳƛǎƛǘƛƻƴ ƻŦ !/{, a BPO provider, 
is reflective of a market that is expanding to include business process transformation, and positions it 
well to offer a wider service portfolio to enterprises looking to automate paper dependent processes. 
Meanwhile HP has filled gaps in its product portfolio through its strategic alliance with Canon, enabling it 
to give MPS customers access to a broader range of devices. Much of ItΩǎ success has drawn on 
leveraging its strong relationships with IT decision makers, particularly in enterprises looking to outsource 
both their IT and print environments. Quocirca expects both vendors will strive to differentiate their 
offerings as the market becomes increasingly competitive. 

¶ Environmental assessments are increasing in popularity 
Assessments which measure the eƴǾƛǊƻƴƳŜƴǘŀƭ ƛƳǇŀŎǘ ƻŦ ŀƴ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ǇǊƛƴǘƛƴƎ ƛƴŦǊŀǎǘǊǳŎǘǳǊŜ are 
playing a larger part in many MPS tenders, with HP, Ricoh and Xerox all offering this type of assessment. 
While this is not always a primary motivator for investing in MPS, device consolidation and document 
workflow solutions can offer major reductions in energy and paper consumption. 

¶ Organisations should evaluate whether a single or multi-vendor strategy may deliver the best outcome  
With little standardisation between software platforms and devices between manufacturers, a single 
vendor strategy will simplify management, streamline vendor relationship management and reduce the 
number of support contracts. However, there are inherent risks associated with using one service 
provider and a single vendor may not have the product range, specialisation or domain knowledge to 
handle all the requirements of an organisation. This can be addressed through a multi-vendor best-of-
breed approach where an MPS provider may complement their own devices and solutions with those of 
competitors.  

¶ The benefits of MPS extend beyond office printing to improving business processes 
Although significant and rapid cost savings can be made from rationalising office printing, consideration 
should also be to leverage existing investments in multifunction products (MFPs) which offer 
sophisticated document capture, management and archiving integration capabilities.  

¶ Despite cost-cutting success, organisations must ensure that they are not compromising on flexibility 
and innovation 
While organisations will continue to find the value propositions of guaranteed cost reduction and access 
to skills compelling, they must ensure that contracts also allow for market shifts and changing business 
and customer needs. Long term MPS contracts need the flexibility to integrate with new technology to 
meet changing market and business demands.  
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1 Introduction 
¢ƻŘŀȅΩǎ document output landscape incorporates not only printers, copiers and networked multifunction 
peripheral (MFP) hardware devices, but also software to enable these devices to perform as sophisticated 
document processing hubs and services to ensure that organisations operate a cost-effective, secure and 
reliable infrastructure. Despite the growth in digital communications, enterprise printed output continues to 
be widespread but few organisations have a true insight into the mounting costs of an often complex and 
distributed printing environment. 
 
This is often a tangled mix of old and new hardware, requiring a myriad of different and incompatible software 
and consumables. Ownership is often fragmented across departments, locations or geographies and lack of 
centralised print management tools means that there is little or no visibility, or control, into usage and costs, 
let alone managing the issues that the ƛƴƘŜǊŜƴǘ ǎŜŎǳǊƛǘȅ Ǌƛǎƪǎ ƻŦ ǘƻŘŀȅΩǎ ƎŜƴŜǊŀǘƛƻƴ ƻŦ ŀŘǾŀƴŎŜŘ ƴŜǘǿƻǊƪŜŘ 
MFPs present to an information-rich organisation.  
 
Balancing cost, complexity and risk  
Organisations can no longer afford to ignore the costs of an unmanaged print environmentτwhich are not 
only financial and environmental, but also raise significant security risks due to unsecured printing practices. 
With cost reduction imperatives high on the agenda, coupled with ǘƻŘŀȅΩǎ ǊŜƎǳlatory-driven business world, 
organisations are striving to balance cost, complexity and risk. Many are already addressing this balancing act 
in other parts of their IT infrastructure through desktop or server virtualisation.  
 
Meanwhile, IT organisations, burdened by legacy IT infrastructure and unable to keep pace with fast changing 
skills and requirements, are realising that traditional in-house approaches to IT service delivery cannot 
effectively support a modern business. In response to this, a growing proportion of organisations are using 
external IT managed services providers. Leading organisations are now applying the same strategic focus to 
their print environment through adoption of a managed print service (MPS). 
 
MPS provides an immediate way to reduce capital investments and cut operating costs, reduce the complexity 
of the print environment and improve business processes. Device sprawl is reduced through consolidation, 
while document workflow solutions can enhance paper-intensive workflows and security and compliance risks 
can be mitigated through authentication and auditing solutions that help control access to documents. Also, 
with fewer and more efficient devices to manage, energy costs are reduced, management is simplified and use 
of services such as automated supplies replenishment or proactive service improves business continuity.  
 
Reviving a consolidated and mature market 
¢ƻŘŀȅΩǎ ǇǊƛƴǘŜǊ ŀƴŘ ŎƻǇƛŜǊ ǾŜƴŘƻǊǎ ŀǊŜ ŀƭƭ ŎƻƳǇŜǘƛƴƎ ƛƴ ŀ ƳŀǘǳǊŜ ŀƴŘ ǊŜƭŀǘƛǾŜƭȅ ǎǘŀƎƴŀƴǘ ƳŀǊƪŜǘ, where 
services are key to capturing incremental revenue and increasing margins for both manufacturers and channel 
partners. Quocirca estimates that MPS adoption within large enterprises is just 20%, indicating that the market 
is still in its infancy with huge opportunities for organisations to reduce waste, costs and improve efficiencies 
through adopting MPS. For printer and copier vendors, MPS enables them to increase ǘƘŜƛǊ άǎƘŀǊŜ ƻŦ ǘƘŜ 
ǿŀƭƭŜǘέ ŀǎ at{ ŎƻƴǘǊŀŎǘǎ ŜƴŀōƭŜ ŀ ǾŜƴŘƻǊ ǘƻ ƳŀƴŀƎŜ ōƻǘƘ ǘƘŜƛǊ ƻǿƴ ŀnd competitive devices.  
 
Quocirca expects the attractiveness of MPS to increase over the next two years as more organisations 
recognise the value that MPS offers, and vendors continue to promote and extend their MPS delivery 
capabilities. MPS will be expected to create business value in the same way IT is increasingly viewed. In a 
highly competitive market, only the vendors with a commitment for both low-cost delivery of high-quality 
services and the ability to drive business transformation will succeed. This report examines the trends that are 
impacting the enterprise MPS market and the ability for the leading vendors to increase their share. It 
discusses the main vendorsΩ offerings, recent developments and the future outlook for this market. 

2 Defining MPS 
vǳƻŎƛǊŎŀ ŘŜŦƛƴŜǎ ŀ άƳŀƴŀƎŜŘ ǇǊƛƴǘ ǎŜǊǾƛŎŜέ ŀǎ ǘƘŜ ǳǎŜ ƻŦ ŀƴ ŜȄǘŜǊƴŀƭ ǇǊƻǾƛŘŜǊ ǘƻ ŀǎǎŜǎǎΣ ƻǇǘƛƳƛǎŜ ŀƴŘ ƳŀƴŀƎŜ 
an organisationΩs document output environment in order to lower costs, improve productivity and efficiency 
while reducing risk. MPS allows organisations to reduce costs and improve efficiencies through rationalising 
the print environment, and also to leverage existing investments in MFPs while continually monitoring usage 
so that the optimised infrastructure continues to meet business needs. 
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MPS can take either a fully outsourced or out-tasked approach. A fully outsourced MPS provider acts as a 
ǎƛƴƎƭŜ Ǉƻƛƴǘ ƻŦ ŎƻƴǘŀŎǘ ŀƴŘ ǘŀƪŜǎ Ŧǳƭƭ ŎƻƴǘǊƻƭ ƻŦ ŀƴ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ŘƻŎǳƳŜƴǘ ƻǳǘǇǳǘ ŜƴǾƛǊƻƴƳŜƴǘΦ Cǳƭƭȅ 
outsourced providers may transfer staff to the organisation and agree to strict service-level agreements (SLAs) 
to establish performance levels. An out-tasked approach to MPS enables an organisation to retain some 
control through the selection of modular services.  
 
Payment for MPS is generally on a usage basis, based on an assessment of print usage. Pricing models differ 
between utility pricing (pay for actual usage), or payment according to minimum volumes, with an excess 
payable if these volumes are exceeded. More innovative pricing models such as cost-per-seat are not as 
commonly used as in traditional IT services contracts, but are likely to become more popular for those using 
the same provider for both IT and the print infrastructure; for example through a systems integrator.  
 
The drivers for using an external provider to deliver MPS are compelling. Nearly 85% of respondents in a 
recent Quocirca survey of organisations in the UK, France, Germany and the US identified cost reduction as 
their primary reason to use MPS. Organisations also cited allowing IT to focus on more strategic activities as a 
key driver, reflecting that most lack the in-house resources and expertise to keep pace with evolving user 
demands. Once freed from the distraction of managing and supporting printing, IT can focus on delivering 
more strategic value to the business. 
 

  
 

Figure 1: Drivers for considering or using an MPS (Source: Quocirca European study of 201 European 
respondents)  

 
The benefits of MPS are manifold: 

¶ Lower costs and more predictable investment: By taking advantage of MPS, companies are able to 
reduce a range of costs, such as the cost associated with unmanaged printing, as well as the IT costs 
to support devices. Transparency through cost-per-page or utility pricing allows costs to be far more 
stable and predictable. Device consolidation can also reduce the number of devices and therefore 
energy and paper consumption, as well as the cost of real estate taken up by multiple underutilised 
devices. 

¶ Access to experts: MPS providers maintain a staff of experts to support their clients. Solutions are 
implemented quickly and seamlessly, without the company having to make additions to its own IT 
staff.  

¶ Increased flexibility: The MPS provider offers a single point of contact and accountability for device 
management, service and supplies. Consolidated, regular billing, that includes services and 
consumables for all managed devices, simplifies reconciliation and accounting processes and provides 
an insight into actual print costs. 
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¶ More focus on business: MPS providers are dedicated to printing and, more importantly, albeit 
indirectly, to the client, as client satisfaction is key to retaining the customer, and so ensuring 
constant revenues. MPS is an innovative and cost-effective alternative to managing the printing 
infrastructure with internal resources enabling an organisation to focus on core business concerns. 

¶ Enhanced security and compliance: MPS providers can more effectively assess the potential security 
vulnerabilities and implement secure printing solutions that enhance privacy and provide audit trails 
against print and copy usage. 

¶ Increase environmental sustainability: the use of more highly energy-efficient products, along with 
solutions for more efficient printing, can help reduce energy, paper and ink/toner consumption. 

3 Making the MPS journey 
Approaching MPS is not a simple task, and an organisation needs to understand where it is already positioned 
in terms of the journey to implement such a service. Figure 2 provides an overview of a maturity model that 
can be used to assess current capabilities and plan for the future. 
 

 
 
 

 
Figure 2: MPS maturity model 

 

Quocirca recommends that organisations consider the following approach when moving to MPS: 
 

¶ Create a governance structure 
Any organisation embarking on an MPS journey should create an MPS governance structure to ensure that 
they are fully conversant with the benefits of MPS and the approach offered by their prospective supplier. 
Quocirca recommends a primary executive sponsor within the organisation supported by a broader 
executive council consisting of end-users and IT representatives. Such a council can monitor progress, 
validate the overall strategy, collecting metrics as regards adherence to the SLA and also provide an exit 
strategy or modify direction where required. Consideration should also be made to a multi-vendor or 
single vendor strategy.  

 

¶ Focus beyond cost savings 
While cost reduction is a primary motivator for implementing a managed print service, organisations 
should also balance cost saving guarantees against flexibility. Organisations need to continually adapt to 
shifts in customer preferences, technology and market changes to be positioned flexibly in a competitive 
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environment. For example, MPS may look to take advantage of next generation technology such as 
software as a service (SaaS), web-based technologies, open standards, cloud computing, business 
intelligence and ITIL-based process methodologies to ensure that business objectives continue to be met 
throughout the duration of the contract.   

 

¶ Move to a standardised environment 
While an MPS provider should offer multi-vendor capabilities at the outset in order to manage and 
monitor existing devices, ultimately moving to a more standardised environment reduces the cost of 
supporting, maintaining and managing a mixed vendor fleet, while streamlining vendor relationship 
management. This can also provide economies of scale with respect to both service and consumables 
costs. 

 

¶ Take advantage of IT service management best practices 
Consider how well service management processes align with ITIL best practices. Integrating service 
management into existing helpdesk processes and use of proactive monitoring can improve device down 
time and increase user productivity. Use of ITIL also provides improved control of SLA performance and 
enhanced management information reporting capabilities. 

 

¶ To outsource or out-task? 
Determine if a fully outsourced approach or out-tasked approach best addresses business needs. While a 
fully outsourced approach passes full control of the printing infrastructure to the service provider, an out-
tasked approach enables a significantly higher degree of control to be retained by the customer allowing it 
to use the service in the way most appropriate to its business needs. Figure 3 provides a framework for a 
typical MPS engagement:  

 

 

 
 

 

Figure 3: Framework for MPS 
 

4 The competitive landscape 
The overall vendor landscape is characterised by printer/copier manufacturers, systems integrators, software 
infrastructure vendors and consulting/audit firms. 
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¶ Printer/copier manufacturers: These programmes are tied to vendor product offerings and include 
assessment, design, implementation and support services. Vendors may also offer channel MPS 
programmes through reseller partners where capabilities exist. Vendors in this category include 
Canon, HP, Konica Minolta, Ricoh and Xerox. 

¶ Systems integrators/resellers: These are often a channel to market for printer and copier vendors, 
and may offer MPS as part of a wider desktop service offering or green IT service strategy. Vendors in 
this category include Atos Origin, Cap Gemini, CSC and IBM. 

¶ Software infrastructure vendors: These provide software tools for assessment and optimisation of 
the print environment. 9ȄŀƳǇƭŜǎ ƛƴŎƭǳŘŜ bŜǿCƛŜƭŘ L¢Ωǎ !ǎǎŜǘ 5.Σ 9YaпΩǎ LƴǎƛƎƘǘ LLΣ [ŜǾƛ wŀȅ ŀƴŘ 
{ƘƻǳǇΩǎ (LRS) enterprise output management toolset and products from PrintAudit and PrintFleet.  

¶ Consultants: These independent firms offer a vendor neutral approach and may also focus on a 
specific geography, technology or market niches. As independent consultants do not sell hardware, 
their assessment and design services provide recommendations that are not tied to a particular 
manufacturer. NewField IT and Perform IT offer such independent assessment services. 
 

 
The maturity of services in the above categories and in Figure 4 varies significantly and it can sometimes be 
confusing as to what is exactly covered by different vendor offerings. An organisation must therefore be clear 
about its requirements and its understanding on what various providers are offering.  
 
 

 
 

Figure 4: The MPS Ecosystem 
 
Please note that the above list of MPS providers is not intended to be exhaustive, but highlights some of the 
key players in the market in 2009. 
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5 Quocirca vendor positioning 

Figure 5 below ǊŜǇǊŜǎŜƴǘǎ vǳƻŎƛǊŎŀΩǎ ǾƛŜǿ ƻŦ ǘƘŜ ŎƻƳǇŜǘƛǘƛǾŜ at{ landscape for printer and copier vendors 
that are delivering MPS to large enterprises, primarily through their direct channels.  A vendor moves to the 
right hand of the scale as the breadth of its MPS capabilities become more expansive. Indirect MPS services 
(even where based on a vendor's own services) introduce greater variability due to the value-added services 
each channel can bring to the mix, and as such have been omitted from this graph.  Quocirca has developed a 
separate positioning analysis for the channel MPS landscape. 
  
The following criteria have been used: 
 

¶ Market impact assessment: based on factors such as the size and maturity of the company, installed 
base, partnerships and channel control, global footprint and investment strategy. 

 

¶ Completeness of offering: based on factors such as the range of assessment tools, reporting, print 
room support, document workflow integration, centralised help desk and flexibility/modularity of 
offering.  

 
Please note that the size of bubble is based on estimates of customer base in the relative environments. 
 

 

 
Figure 5: Quocirca MPS Vendor Positioning 2009 - Europe  
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5.1 Market Leaders: HP and Xerox 

HP and Xerox continue to dominate the MPS market through their enterprise MPS offerings. However, both 
companies have different approaches due to their respective heritage as IT and copier companies. HP focuses 
on a set of modular services delivered as an out-tasked approach, whereas all Xerox MPS engagements are 
fully outsourced with the vast majority managing multi-vendor environments.  
  
ItΩǎ L¢ integration excellence and global delivery drives market impact potential 
HPΩǎ ǎǳŎŎŜǎǎ ƛƴ ǘƘŜ at{ ƳŀǊƪŜǘ Ƙŀǎ ǇǊƛƳŀǊƛƭȅ ōŜŜƴ ŘǳŜ ǘƻ leveraging its strong relationship with the IT 
department and its continued stronghold in the printer market. Its wide product range from laser printers to 
MFPs means it has a range of product offerings for all office environments which is further complemented by 
its widely deployed print management tool, Web JetAdmin. HP has recently addressed gaps in its product 
portfolio through its strategic alliance with Canon, which now provides it with access to mid to light-
production devices, which was previously lacking. 
 
HP is looking to MPS to stimulate growth in its printing and imaging group, which saw revenue decline more 
sharply in the last quarter than some other divisions. Revenue from the group dropped 23% in Q2 2009 to 
US$5.9 billion, compared to a drop of 3% in revenue for HP as a whole. In 2009, HP has continued to develop 
its MPS offerings and refine its strategy in order to accelerate growth of its MPS business, which grew by 70% 
in 2008 compared to 2007.  
 
HP has $4.2 billion under MPS contracts worldwide, and has developed 25 services, ranging from design and 
discovery through to sustainability. Although HP has not made any major changes to its already 
comprehensive portfolio, it has simplified some infrastructure processes, such as supplies delivery, which 
guarantees even more timely and traceable shipments to customers and also costs HP less to administer.  
 
ItΩǎ most recent initiatives include HP Printing Payback Guarantee and HP PagePlan, both of which provide 
more compelling reasons for enterprises to use MPS to control the cost of enterprise printing. With its Payback 
guarantee, HP is following the Xerox approach of guaranteed cost savings, which have become ever more 
important in the current economic climate. Quocirca believes that this, when combined with continued 
investment and partnerships in the area of environmental assessments and document workflow, 
demonstrates ItΩǎ ŎƻƳƳƛǘƳŜƴǘ ǘƻ ŜȄǇŀƴŘƛƴƎ ƛǘǎ at{ ŎŀǇŀōƛƭƛǘƛŜǎΦ 
 
ItΩǎ acquisition of EDS provides a further string to its bow, providing HP with a significant opportunity to 
widen its MPS footprint, particularly in the public sector and healthcare industries. Similarly, its acquisition of 
Exstream software, which provides document automation software, provides HP with a further product to help 
reduce enterprise document costs. HP has now incorporated its graphics art solutions into its MPS portfolio, 
and it estimates that around 30% of its contracts include the management of HP large format printers. 
 
HP clearly has the products and partnerships in place to extend its MPS reach, and it has proven global delivery 
capabilities to enable it to deliver multi-regional MPS. With the market becoming increasingly characterised by 
a rŀƴƎŜ ƻŦ ƻŦŦŜǊƛƴƎǎ ŦǊƻƳ ŘƛŦŦŜǊŜƴǘ ǾŜƴŘƻǊǎΣ ItΩǎ ƭŀǘŜǎǘ Printing Payback Guarantee initiative is a commendable 
and astute move to distinguish itself from the majority of its competitors, and to offer a comparable offering 
to its main competitor, Xerox. HP also offers a robust range of solutions (both its own and third party) to 
support document workflow improvements that are a vital part of improving business processes. 
Nevertheless, Xerox remains its most formidable competitor and, while HP has the capabilities, services and 
experience to manage the office environment, its lack of print room and document outsourcing capabilities 
may lessen its appeal to organisations looking to manage the complete enterprise document environment.  
 
·ŜǊƻȄΩǎ ŘŜǇǘƘ ŀƴŘ ōǊŜŀŘǘƘ of services and established portfolio reinforces its lead in the market 
Xerox today has the widest range and most established set of managed print services offerings, covering SMBs 
ǘƻ ƭŀǊƎŜ ŜƴǘŜǊǇǊƛǎŜǎΣ ŀƴŘ ƻŦŦƛŎŜ ǇǊƛƴǘƛƴƎ ǘƻ ǇǊƻŘǳŎǘƛƻƴ ǇǊƛƴǘƛƴƎΦ ·ŜǊƻȄΩǎ ƪey strength lies in its extensive support 
network and centralised help desk facilities which ensures it can deliver multi-vendor management on a global 
scale. With Xerox Printing Services (XPS) as its latest channel MPS offering, Xerox has recognised the untapped 
opportunity for delivering MPS to businesses in the mid-market. These businesses face the same cost 
reduction imperatives as large enterprises and will also be facing the same spiralling costs associated with an 
unmanaged print environment.  
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Key to ·ŜǊƻȄΩǎ ǎǳŎŎŜǎǎ ƛǎ ƛǘǎ ǇǊƻǾŜƴ ƳŜǘƘƻŘƻƭƻƎȅ ǘƻ ǇǊƻǾƛŘŜ ƻǊƎŀƴƛǎŀǘƛƻƴǎ ǿƛǘƘ ŀ ŘƻŎǳƳŜƴǘŜŘ ǎǘǊŀǘŜƎȅ ƻŦ Ƙƻǿ 
to achieve cost savings in the range from 10% to 30%. Xerox is clearly driving a strategy whereby it can help 
businesses reduce costs and improve productivity without the need for capital expenditure. The challenge will 
be getting this message out to businesses of all sizes, which may still be overlooking the print environment as a 
major source of cost in comparison to other facilities or IT areas. However, Xerox is well positioned to deliver 
MPS to enterprises and medium-size businesses alike due to the breadth and depth of its portfolio.  
 
For large enterprises, Xerox offers a fully outsourced approach, estimating that approximately 90% of 
engagements are fully outsourced. Today, it manages over one million devices, more than 50% of which are 
third party devices. It has deployed MPS to over 5,000 customers globally using the same processes and tools, 
ensuring a consistent customer experience and delivery. Its global delivery capabilities are well illustrated by 
deals such as its recent five-year contract to manage the global operations of Procter and Gamble.  
 
Xerox is able to offer extended services to its MPS offerings, including CRD and mailroom outsourcing, 
document process outsourcing and business process outsourcing. The latter will be further strengthened with 
the recent acquisition of ACS, a US based BPO provider. As such, it continues to offer the broadest MPS 
portfolio in the market today. Its strongest and growing competitor remains HP, which, with EDS, now has the 
opportunity to challenge Xerox in some larger enterprise engagements. Xerox will therefore need to ensure 
that it maximises its relationships with its alliance partners and continues to promote its key competitive 
strengthsτmulti-vendor management, global delivery and an established and proven MPS portfolio for large 
enterprises. 

5.2 Challengers: Canon, Lexmark, Ricoh 

The vendors in this category all offer end-to-end managed print services, although they tend to have a lower 
existing installed base of customers. However, each is actively developing and enhancing its go-to-market 
strategy and should be considered based on product portfolio as well as services capabilities. These vendors all 
offer a strong set of services, robust remote monitoring technology and project management capabilities.  
 
CanonΩǎ at{ ōǳǎƛƴŜǎǎ ŜȄǇŀƴŘǎ 
Since the launch of its Pan-European MPS business in 2007, Canon has continued to expand its MPS business, 
which experienced double-digit growth in 2008 compared to 2007. MPS continues to be fundamental to 
ŘǊƛǾƛƴƎ ǎŀƭŜǎ ƎǊƻǿǘƘ ǘŀǊƎŜǘǎ ŦƻǊ /ŀƴƻƴΩǎ ƻŦŦƛŎŜ ƛƳŀƎƛƴƎ ŘŜǾƛŎŜǎΦ /ŀƴƻƴΩǎ ŦƭŜȄƛōƭŜ ŀǇǇǊƻŀŎƘ ǘƻ at{ ŎƻǾŜǊǎ ōƻǘƘ 
out-tasked and fully outsourced engagements. The ƳŀƧƻǊƛǘȅ ƻŦ /ŀƴƻƴΩǎ ŜƴƎŀƎŜƳŜƴǘǎ ŀǊŜ not fully-outsourced 
and Canon intends to move up to 60% of its corporate customers to an MPS engagement by 2010.  
 
Canon positions its MPS offering as a flexible partnership/cooperation model, providing tailored solutions and 
services for individual customer needs. Its modular portfolio covers consultancy and implementation, 
management, end-user services, maintenance and support, and print room services that are enhanced 
through implementation of core solutions such as e-ƳŀƛƴǘŜƴŀƴŎŜΣ Ŝ/ƻǇȅ ŀƴŘ ¦ƴƛŦƭƻǿΦ /ŀƴƻƴΩǎ at{ ƛǎ 
underpinned by the use of an ITIL service management framework and encompasses consultancy, systems 
integration and extended services (helpdesk to helpdesk, change management, such as communication with 
and education for end-users, and continual service improvement). 
 
While its direct model is its primary route to market, Canon still needs to build its alliance partner network to 
deliver MPS through the channel to broaden the accessibility of its services. Although some Canon sales 
organisations have teamed up with local IT service providers and system integrators, Quocirca believes that 
Canon should potentially consider partnering with a strategic IT service provider to offer managed print 
services as part of wider IT infrastructure optimisation projects.  
 

Lexmark delivers global MPS supported by industry-specific solutions  
Lexmark offers a comprehensive range of managed print services under the banner of Distributed Fleet 
Management. This service is delivered directly through its global services organisation and through its alliances 
with Dell, IBM and Fujitsu. Lexmark has been well established in the MPS market for over ten years with 
hundreds of MPS contracts running globallyτincluding Coca Cola Enterprises, Boeing and, most recently, 
BASF. Lexmark is ŎƻƳƳƛǘǘŜŘ ǘƻ ŘŜƭƛǾŜǊƛƴƎ at{ ǘƻ ǎǳǇǇƻǊǘ ƛǘǎ άtǊƛƴǘ [Ŝǎǎέ ǎǘǊŀǘŜƎȅ, which focuses on the higher 
returns that can be made from improving business processes and reducing output volume. Despite a strong set 
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of offerings, its MPS market presence is relatively low in Europe and many prospective non-Lexmark customers 
may not be aware of Lexmark as a credible MPS provider.  

 
Ricoh refreshes MPS approach following IKON acquisition 
Ricoh has made significant strides in developing its MPS positioning during 2009, building on its existing 
technology and leveraging the capabilities gained through its IKON acquisition. Although Ricoh has been 
offering MPS for some time, its marketing strategy in Europe is more cohesive than in previous years, the 
positioning clearly centred on an end-to-ŜƴŘ ƭƛŦŜŎȅŎƭŜ ŀǇǇǊƻŀŎƘ ŦƻǊ at{ ŎǳǎǘƻƳŜǊǎΦ wƛŎƻƘΩǎ at{ ǊŜǾŜƴǳŜ ƛƴ 
нллу ǊŜŀŎƘŜŘ ϵмлуΦс ƳƛƭƭƛƻƴΣ ƛƴŎƭǳŘƛƴƎ ǘƘŜ LYhb ŀŎǉǳƛǎƛǘion.  
 
Ricoh is pushing its global services organisation to support MPS delivery across multiple countries. This will 
position Ricoh well in the future to compete more effectively with other established global MPS providers such 
as Xerox, while also offering multi-national organisations the true benefits of a global MPS engagement. Ricoh 
has a number of global customers that have taken advantage of these capabilities, ŘŜƳƻƴǎǘǊŀǘƛƴƎ wƛŎƻƘΩǎ 
ability to effectively address multiple country requirements. Ricoh has also made a number of significant 
investments to support its MPS initiatives. Most notable is its alliance with IBM to integrate support for Ricoh 
MFPs with IBM Tivoli systems management products. This provides the capability for IT managers to manage 
Ricoh devices along with other IT equipment (such as PCs, servers, networks) through one management 
console. 
  
Although Ricoh offers multi-ǾŜƴŘƻǊ ǎǳǇǇƻǊǘ ŎŀǇŀōƛƭƛǘƛŜǎΣ wƛŎƻƘΩǎ ōǊƻŀŘ ǇǊƻŘǳŎǘ ǊŀƴƎŜ ŀƭǎƻ Ǉƻǎƛǘƛƻƴǎ ƛǘ ǿŜƭƭ ǘƻ 
offer a standardised product range from office to the print room and enable customers to benefit from the 
simplified management associated with a single vendor environment 
 
wƛŎƻƘΩǎ ŎƘŀƭƭŜƴƎŜΣ ŀǎ ǿƛǘƘ Ƴŀƴȅ ǾŜƴŘƻǊǎ ƛƴ ǘƘƛǎ ǎǇŀŎŜΣ ƛǎ ǘƻ ōǳƛƭŘ ŀǿŀǊŜƴŜǎǎ ƻŦ ǘƘŜ ōŜƴŜŦƛǘǎ ƻŦ at{ ŀƴŘ ŜŘǳŎŀǘŜ 
those ŀƭǊŜŀŘȅ ŦŀƳƛƭƛŀǊ ǿƛǘƘ ǘƘŜ ōŜƴŜŦƛǘǎ ƻŦ wƛŎƻƘΩǎ ǎǇŜŎƛŦƛŎ ƻŦŦŜǊƛƴƎΦ Ricoh has already had success in the 
manufacturing and professional services verticals, and it is capitalising on the untapped MPS opportunities in 
these areas. wƛŎƻƘΩǎ ǊŜǇƻǎƛǘƛƻƴƛƴƎ ƻŦ ƛǘǎ MPS offerings is well underway, so the execution over the coming year 
will be crucial to RicohΩǎ ƻǾŜǊŀƭƭ ǎǳŎŎŜǎǎτboth in terms of building awareness of its service portfolio and 
capabilities and in refining its go-to-market approach. Although Ricoh focuses on its global capabilities, there is 
still some lack of consistency with messaging between Europe and the US, which may confuse potential 
customers, particularly when presented with the more clearly articulated global strategies from competitors 
such as Xerox and HP. 

5.3 Others: Konica Minolta, Samsung and Toshiba 

YƻƴƛŎŀ aƛƴƻƭǘŀΩǎ iDOC consulting niche offering  
YƻƴƛŎŀ aƛƴƻƭǘŀΩǎ ƛ5h/ ƳŀƴŀƎŜŘ ǎŜǊǾƛŎŜǎ ƻŦŦŜǊǎ ŀ ŎƻƘŜǎƛǾŜ ǊŀƴƎŜ ƻŦ ǎŜǊǾƛŎŜǎ ŦǊƻƳ ŀǎǎŜǎǎƳŜƴǘ ǘƻ ŘŜǇƭƻȅƳŜƴǘΦ 
However, its services are focused primarily on Konica Minolta products and, whilst a service such as the CS 
Remote Care diagnostic system is a robust tool for remote maintenance and support, it is only applicable in a 
Konica Minolta environment. For businesses that have already standardised, or are planning to, on a Konica 
Minolta bizhub environment however, the iDOC service would leverage and make the most of this investment 
and enable the full benefits of the CS remote care, remote support and maintenance system to be realised. 
 
{ŀƳǎǳƴƎΩǎ channel led MPS programme at embryonic stage  
Lƴ 9ǳǊƻǇŜΣ {ŀƳǎǳƴƎ ŎƻƴǘƛƴǳŜǎ ǘƻ ŜȄǇŀƴŘ ƛǘǎ άCTRL Pέ ŎŀƳǇŀƛƎƴΣ ǿƘƛŎƘ ƛǎ ƴƻǿ ƛƴ ƛǘǎ ǎŜŎƻƴŘ ǇƘŀǎŜΦ ¢Ƙƛǎ 
ŎŀƳǇŀƛƎƴ ǎǳǇǇƻǊǘǎ {ŀƳǎǳƴƎΩǎ ŀƳōƛǘƛƻǳǎ Ǉƭŀƴǎ ǘƻ ƎǊƻǿ ƛǘǎ ŦƻƻǘǇǊƛƴǘ ƛƴ ǘƘŜ Ŏorporate space. {ŀƳǎǳƴƎΩǎ ǇǊƛƴǘƛƴƎ 
business has seen rapid growth in recent years, now ranking second to HP in the worldwide and European 
laser printer shipments markets. It posted $550m of revenue in 2008 and is growing at an annual rate of 15% 
year-on-yeŀǊΦ bƻǿ ǎƴŀǇǇƛƴƎ ŀǘ ItΩǎ ƘŜŜƭǎ ƛƴ ǘŜǊƳǎ ƻŦ ǾƻƭǳƳŜ ƳŀǊƪŜǘ ǎƘŀǊŜΣ {ŀƳǎǳƴƎ ƛǎ ōŀƴƪƛƴƎ ƻƴ ƛǘǎ ǊŜŎŜƴǘ 
launch of document workflow and print management solutions to move it further up the corporate value 
chain. 
 
Despite beginning its MPS journey later than most of its competitors, Samsung has launched a cohesive set of 
multi-ǾŜƴŘƻǊ at{ ǘƻƻƭǎ ŦƻǊ ŎƘŀƴƴŜƭ ǇŀǊǘƴŜǊǎ ǘƘŀǘ ǿƛƭƭ ŜƴŀōƭŜ ǘƘŜƳ ǘƻ ŀǎǎŜǎǎ ŀ ŎǳǎǘƻƳŜǊΩǎ ǇǊƛƴǘ ŜƴǾƛǊƻƴƳŜƴǘ 
and track printer status and consumables usage. In Europe, Samsung is testing the market by running a series 
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of customer pilot engagements in conjunction with its channel partners. This will enable Samsung to 
determine if its MPS tools should be further enhanced in response to customer and channel requirements. 
 
Samsung recognises it will take time to build out its channel, strengthen its supply chain and develop its service 
proposition before it can be seen as a credible MPS player. For now though, these tools are a step in the right 
ŘƛǊŜŎǘƛƻƴ ŀƴŘ ǎƘƻǿ {ŀƳǎǳƴƎΨǎ ǎŜǊƛƻǳǎ ƛƴǘŜƴǘƛƻƴǎ ǘƻ ŎŀǇƛǘŀƭƛǎŜ on its growth in the corporate arena. 
 
Developing channel trust is likely to take some time as Samsung needs to demonstrate it really will help 
channels build business without disrupting existing channel/customer relationships. Since MPS channel 
programs are a relatively new concept, it is apparent to Quocirca that Samsung will need time to develop a 
formula and a go-to-market model that works. With competitors much further along in recruiting the higher 
end channels needed to sell and implement sophisticated MPS concepts, Samsung certainly has its work cut 
out. 
 
¢ƻǎƘƛōŀΩǎ at{ оΦл ǎǘǊŀǘŜƎȅ ȅŜǘ ǘƻ ǘŀƪŜ ƘƻƭŘ ƛƴ 9ǳǊƻǇŜ  
The Toshiba MPS programme began in 2002 with the creation of assessment tools, product and training 
programs for Toshiba dealers and its direct sales force. Since 2002, Toshiba has introduced a number of 
enhancements to its MPS programme. In 2009, it introduced its MPS 3.0 program that incorporates a new 
service capability for dealers, as well as a range of security assessments, new applications and environmental 
services into its MPS offering.  
 
ToshibaΩǎ at{ incorporates all product types and brands and its MPS programme has been the fastest growing 
part of its overall product and service portfolio. Toshiba continues to invest in its MPS programme with plans 
for continued enhancements to position this as a strategic initiative. ¢ƻŘŀȅΣ ¢ƻǎƘƛōŀΩǎ at{ ǇǊƻƎǊŀƳƳŜ ƛǎ ƳƻǊŜ 
developed in the US than in Europe, where it also now has an agreement with HP to distribute their products 
to MPS customers. Toshiba is now actively developing its proposition and positioning in Europe based on its 
success in the US. 
 
Recent developments in ¢ƻǎƘƛōŀΩǎ latest MPS offerings include: 
 

¶ Enhancements to assessment and e-commerce fulfilment tools to support MPS. 

¶ A new Eco calculator that includes, as part of the MPS assessment, the energy, carbon footprint and 
waste improvement as part of the MPS assessment. 

¶ A new security assessment that is also part of the MPS toolset. This advises a customer where their 
biggest security risks are and ways to address them.  

¶ Additional partners to support its multi-vendor MPS strategy.  

6 Future outlook 
Quocirca believes that several trends will shape the MPS landscape during the next three years. 
 

¶ The mid-market opportunity for MPS will gain momentum. Manufacturers will continue to develop 
and enhance MPS tools and support for resellers. In a highly commoditised market, where margins 
are thin, resellers cannot afford to ignore the potential for additional revenue that MPS offers along 
with the potential for longer term customer relationships. The challenge that remains for all vendors 
trying to deliver MPS through channel partners is training resellers to move to a solutions and 
services-led model. With many resellers still operating a hardware sales approach, this is no easy feat 
and is further compounded by the fact that vendors are all offering their own flavour of MPS for their 
channel partners. Therefore MPS channel tools need to be simple and flexible to operate, such as 
through SaaS delivery, which will lower the cost of entry for those resellers that have so far been 
reluctant to dip their toe in the MPS waters.  

¶ Systems integrators (SIs) will be a major channel for manufacturers looking to extend their reach. 
For SIs, MPS provides certain credibility to offer MPS as lead-ons or add-ons to wider outsourcing or 
integration deals. Yet printing expertise and reputation will continue to be a heavily weighted 
element of ōǳȅŜǊǎΩ selection criteria when engaging with external MPS providers. Vendors will seek to 
extend their service capabilitiesτsuch as through document outsourcing or business process 
outsourcing (BPO)τand will look to best of breed implementation deals that involve their own and 
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their competitorsΩ products. Quocirca believes that with the lines between IT outsourcing, business 
process outsourcing (BPO) and managed print blurring, the MPS market as a discrete sector which 
focuses on the printing infrastructure management will be eclipsed by a wider services market 
dominated by vendors with combined ITO, BPO and managed print capabilities. 

¶ Independent solutions vendors and consultants will continue to add value to pre-sales MPS 
engagements. With specialist vertical market and technology expertise these vendors can offer 
unbiased assessment advice through multi-vendor discovery, audit and also remote monitoring tools.  

¶ Environmental and security assessments will become an integral part of evaluating MPS 
requirements. Green audits and assessments, which evaluate the risk vulnerabilities in an unmanaged 
environment, will enable further cost, productivity and efficiencies for any organisation. This will also 
expand the use of document workflow and secure printing solutions, which many manufacturers will 
leverage their partner ecosystem to deliver. 

¶ Successful MPS vendors will exploit evolving technology. Virtualisation, Web 2.0, service oriented 
architectures and cloud computing will continue to expand the boundaries of the enterprise leading 
to new cost and management challenges for IT. Future MPS approaches must adapt to such evolving 
business needs beyond cost reduction imperatives. Services offered on a shared basis, being managed 
and operated from the cloud, will enable far more organisations to participate in cost-effective MPS 
services, with the printer and MFP asset base being far more effectively managed by vendors and 
channel alike via hosted, managed services being provided via the internet. 

¶ Business process transformation will shape enterprise MPS in the long term. Many large enterprises 
have already invested in sophisticated multifunction peripheral (MFP) technology yet are not fully 
harnessing the capabilities of these devices as document processing and information management 
hubs.  MPS vendors who can deliver integrated enterprise document workflow solutions which 
leverage existing investments will be best positioned to support business process transformation 
needs. This will also expand the opportunity for selling their own and partner products which add 
value such as document capture/routing or follow-me or secure printing solutions which can offer 
further opportunities for cost savings and improved efficiencies. 
 

Looking to next year, execution will be fundamental to how all vendors capture further market share. Some 
large organisations have reached the point where they now not only understand what MPS is and why it is 
necessary, but they are also beginning to deploy pilot projects. MPS continues to be the spark that is relighting 
the printing industry and manufacturers will maintain a laser-ƭƛƪŜ ŦƻŎǳǎ ǘƻ ōŜŀǘ ŜŀŎƘ ƻǘƘŜǊΩǎ ƻŦŦŜǊƛƴƎǎΦ 
 
The MPS market leaders have made it clear they mean to move beyond the delivery of service focused purely 
on print into broader IT and business process services.  As compliance and business process improvement 
initiatives proliferate, Quocirca expects that this area will continue to be the driving motivation behind 
acquisitions and vendor go-to-market initiatives over the next two years. 
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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.  
 
SponsorsƘƛǇ ƻŦ ǎǇŜŎƛŦƛŎ ǎǘǳŘƛŜǎ 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.  
 
vǳƻŎƛǊŎŀΩǎ 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 
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