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Chapter 1

INTRODUCTION

HOW TO BECOME WHAT
YOUR CUSTOMERS NEED YOU TO BE

Office print is seen as a legacy industry—but it
doesn’t have to be.
Yes, office print providers are being met with huge
market disruption. Digitisation, servitisation and a
millennial-dominated workforce are all having a
profound effect on the print industry’s long-held
traditions. It’s why, according to Quocirca’s Global
Print 2025 study, 70% of global print industry
executives are concerned about disruption, yet only
39% feel prepared to handle it.
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But perhaps the first thing that needs to change is
their point of view. Office print providers should see
disruption not as something they’re facing but as
something they’re facilitating. They need to disrupt
themselves, to drive the change from within.
For example, many print channel partners
traditionally reliant on one-time sales of printers,
copiers and scanners now offer managed print
services (MPS). This is in line with the global
industry shift to selling everything as a service and
has made many resellers turn service into a bigger
profit-maker than products.
Of course, in an increasingly digital world, just
transitioning to MPS is not enough. Now vendors
have to compete in ways they never have before: by
changing and expanding upon their core business.
This ebook will help office print providers
understand where their industry is heading.
also empower them to feel more confident
ushering in the changes required to succeed
future market.
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better
It will
about
in the

counterparts. (This is despite the fact that
millennials are often dubbed the digital generation.)

Chapter 2

PUTTING PRINT IN ITS PLACE

Things haven’t really changed since Epson Europe
conducted similar research in 2016. Of the 3,600
employees across Europe that Epson surveyed, 83%
thought that a paperless office was unrealistic, and
86% thought that a ban on printing would limit their
productivity.

Sometimes our future predictions are way off the
mark. In 1989, Back to the Future Part II s aid that we
would have flying cars and hoverboards by 2015.
NASA said in the 1970s that we would have
colonised space by 2000. And in 1975, Businessweek
said that paper would be on its way out by 1980, and
nearly dead by 1990.

In an age of digitisation, these results seem
surprising. Digital, automated processes are much
faster, more efficient and more accurate than
paper-based, manual ones. But it’s important to
remember that print volumes are still declining, and
that’s because businesses are relying less on paper
and more on technology. What the research suggests
is that print will continue to have a role in the future
office, just a smaller, more specialised one.

None of these predictions have come true. As
regards Businessweek’s paperless predictions, the
opposite happened. The use of printing actually
increased during the early years of the millennium.
It’s true that in the past decade, demand for print
has fallen. New technologies have reduced our need
for it. Computers, smartphones, tablets, apps,
business management software, electronic storage
and the cloud have all made it possible for
businesses to digitise their processes, documents
and records. Our filing cabinets are getting smaller.
However, evidence suggests that a completely
paperless office is unrealistic. More to the point,
people don’t actually want it.

WHERE PAPER HAS THE EDGE

There are arguments that paper will persist because,
in certain circumstances, paper-based content has
the edge over digital alternatives. Neuroscience
research shows that paper is better at getting
people’s attention. Studies have also shown that a
person is more likely to understand and remember
something written on paper than on a screen. In one
study, paper won in virtually every area of
memory-related testing. Key conclusions were that
physical material is more “real” to the brain because
it produces more sensory responses, requires more
emotional processing and engages directly with the
brain’s spatial memory networks.

THE RISE OF PAPERLESS PESSIMISM

In 2019, Brother UK produced a report saying that
for most businesses, going paperless is an unrealistic
ambition. 63% of managers of small and
medium-sized businesses (SMBs) said that they
couldn’t function without paper. 61% of managers
said they were striving towards using less paper
rather than no paper at all, although 80% admitted
they were still printing as much or more than they
were two years ago. Similarly, 52% of employees said
that going fully paperless was unrealistic, while 65%
said they believed offices will always need paper to
some degree to operate efficiently.

There is also the problem of infobesity, aka
information overload. We are forced to trawl through
so many emails, instant messages, notifications and
updates via digital media that we just can’t manage
it all. As a result, our attention spans are shrinking
and we are experiencing side-effects such as fatigue,
high blood pressure, memory loss, diminished
productivity and poor decision-making.

PREFERENCES FOR PRINT

Quocirca’s Global Print 2025 study reinforces this
view. 78% of end-user organisations said that
printing was still important to their daily business,
with 64% expecting it to still be so in 2025.
Quocirca’s Print 2025: Millennials Matter report
added
that
69%
of
18-34-year-old
IT
decision-makers thought that important documents
should be printed, while 63% considered printed
documents to be more durable than their digital
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The 2016 Epson survey found that 64% of employees
preferred to read reports and brochures on printed
paper. A similar attitude is keeping alive the printed
book. A 2017 survey of 1,070 UK consumers by Two
Sides revealed that 72% of people find reading print
books more enjoyable than ebooks (which is
probably why the former is consistently outselling
the latter). 63% also said that they gain a deeper
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understanding of a story when they read it in a
printed newspaper rather than on a device.

Chapter 3

GLOBAL PRINT 2025
AND THE KEY TAKEAWAYS

Interestingly, Brother’s 2019 report found that the
top reason for printing in the office was still filing
and record keeping (55%). This was followed by the
printing of reports (41%), printing for reading and
analysing (37%), printing for presentations (30%)
and printing to edit (18%). 71% of employees stated
that they print documents in order to increase their
efficiency at work, saying that they felt it makes the
information quicker to share at meetings (40%),
easier to review (39%) and amend (37%), and easier
to read (36%).

In 2018, Quocirca released its Global Print 2025
study, looking at the future of the office print
market. The study contained the results of two
surveys: one with 55 senior industry executives in
Europe, Japan and the US, the other with 575
organisations of all sizes across Europe and the US.
The study delivered a powerful insight into how the
workplace will evolve between 2018 and 2025 and
identified the transformative trends that lie ahead.
The picture it revealed was mixed, characterised by
optimism and apprehension. It underscored the
realisation of print manufacturers and service
providers that to thrive in a world that is digital first,
paper second, they need to adapt—quick.

Some of these figures suggest a lack of awareness of
the versatility of scanned, digitised documents,
which can be searched, spellchecked, edited,
commented on and shared with colleagues via
mobile devices with ease. (The advantages of
scanning over printing are starting to catch on,
however; 64% of employees agree that scanning
enables more efficient ways of working.) It is also
likely that the top reason in the Brother report will
become less important as confidence in secure
digital storage and record keeping grows.

GROWTH AND DISRUPTION—BUT WHO’S READY?

As discussed in more detail in Chapter 2, print isn’t
going anywhere. Global Print 2025 revealed that
printing is still important to 78% of end-user
organisations’ daily business, with 64% expecting it
to still be so in 2025. Even though reliance on paper
will continue to diminish, studies show that there
will continue to be certain situations in which the
printed page is more appropriate or preferred. As a
consequence, Global Print 2025 revealed that 60% of
print industry executives feel positive about future
revenue growth.

PAPERLITE, NOT PAPERLESS

However, these studies are overall reflective of a
continuing appreciation for the physical page. It
could be for no other reason than people like to have
something to hold; they get both satisfaction and
reassurance from the tangibility of it. Or perhaps it’s
because people don’t want to stare at screens all the
time.
In any case, while businesses are reducing their
reliance on paper through digitisation, they are not
willing to abandon it entirely. A paperless office is,
by definition, an absolute. An office with no paper at
all. But what we’re really moving towards is the
paperlite office, where paper continues to be used at
times when it is appropriate or desirable — a
peaceful coexistence between hard and soft copies.

Still, there is a clear awareness among industry
executives that a huge digital disruption wave is
about to crash onto industry shores. 71% predict big
changes to their business models as a result of
external forces. The 2025 workplace will be one in
which more than half the employees will work
remotely, with millennials comprising 75% of the
workforce. While print will remain in certain forms,
millennials’ comfort with screens and digital-only
processes will see automated, streamlined and
paperless workflows become the norm.
However, Quocirca’s survey also revealed that only
39% of industry execs feel prepared to respond to
these disruptions. 74% cite moving from a
product-centric model to a service-centric one as
one of their biggest challenges, while 69% are
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concerned about meeting the demands of a
millennial-dominated workforce.

This presents an incredible opportunity for print
providers. All they have to do is step up and take it.
The next question is: how?

Corporate inertia, stagnant leadership and a
conservative attitude to risk and innovation are part
of the reason why many in the office print sector are
not ready. The message of transformation has not
yet permeated all levels and many print leaders have
got complacent. Still, the extraordinarily rapid rate
of change means that they don’t have long to catch
up.

Chapter 4

HOW TO BECOME AN INNOVATIVE,
COLLABORATIVE AND TRUSTED DIGITAL
PARTNER

THROWING CAUTION TO THE WIND

The time for being cautious is over. Companies that
are unwilling or unable to adapt to the digital
transformation era are likely to become irrelevant in
the coming years. Meanwhile, the ones that look at
strengthening competencies and developing new
revenue streams are much more likely to succeed.
Global Print 2025 revealed how certain key players
are disrupting the market from within by reinventing
their business models and changing their corporate
cultures.

According to Quocirca’s Global Print 2025 report, IT
service providers selling print services as part of a
larger offering will overtake printer manufacturers
and their channel partners as the biggest influencers
in the market by 2025. Service providers who only
offer managed print services (MPS) will grow in
influence too, just not as significantly.
Underpinning this shift in influence is the
increasingly service-driven economy and constant
call for better service by the modern customer. While
manufacturers remain tied to their product
offerings, service providers are best placed to meet
the modern customer’s ever-growing expectations.

But innovation, while crucial, does not come
naturally to everyone. 64% of printer manufacturers
recognise the need to innovate in a disruptive
environment, but 80% cite fostering an innovative
culture as their biggest challenge between now and
2025.

Here are five ways for MPS providers to reposition
their organisations to become a successful player in
the market in the years to come.

IT SERVICE PROVIDERS ARE ABOUT TO BECOME THE
BIGGEST INFLUENCERS

Traditionally, printer manufacturers and their
channel partners (focused on hardware-centric
transactional sales) were the biggest influencers in
the office print market. Global Print 2025 revealed
that printer manufacturers currently have the
deepest relationship with 25% of end-user
organisations, and channel partners have the
deepest relationship with 26%. This, however, is set
to plummet to 16% and 14% respectively by 2025.

1. OFFER MORE SERVICES AND SOLUTIONS

Workers and customers today are less interested in
products than they are in solutions. They don’t just
want a printer, a scanner or a multifunction device.
They want tools that will enable them to work more
effectively, whatever those tools might be.
As a result, print providers are realigning their
business focus from hardware to adjacent services
and solutions. The first step for print channel
partners traditionally reliant on hardware-centric
transactional sales has been to offer MPS. But
transitioning from a product-oriented business
model to MPS is not enough. Not only has MPS
become commoditised but people today want
services and solutions that go beyond it.

Meanwhile, it’s the rise of the service providers.
Those who only offer managed print services (MPS)
are set to grow in influence from 10% to 16%.
However, IT service providers who sell print services
as part of a larger offering will lead the end-user
relationship overall, growing in influence from 17%
to 31%. The study also predicts that of these players,
the most successful will be those that are innovative,
software-centric
and
embracing
of
open
partnerships.
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For instance, print-as-a-service—an offshoot of MPS
in which a printer or multifunction device is
included in a cost-per-page price—is a service that
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increasing numbers of MPS providers are now
offering. According to Quocirca’s Print 2025
Spotlight Report: Digitisation — The Key to SMB
Success, 55% of small and medium-sized businesses
(SMBs) said that by 2025 they want to be using
print-as-a-service rather than their own devices.

broader product portfolio and a direct route into the
IT services market.
Such partnerships have already enabled a number of
MPS providers to add managed security services
(MSS) to their portfolios, capitalising on end-user
concerns about the security of their documents and
print infrastructure. Quocirca’s Managed Print
Services Landscape 2018 report revealed that
security is at the forefront of the MPS agenda, which
means most providers consider security a means of
securing future profitability and influence.

However, the fact that IT service providers are set to
become bigger influencers than MPS providers
shows that extending business models to other
aspects of IT is going to be the key to sustaining
growth. To that end, MPS providers need to deepen
their competencies in areas such as electronic
document management and collaboration, security,
mobility, telecommunications, analytics, managed
IT and the IoT.

Another big opportunity for MPS providers is the
Internet of Things (IoT). Some MPS providers
already have significant expertise in this area since
printers and multifunction devices are among the
most established IoT devices on the network. With
the emergence of new IoT platforms capable of
managing a wide range of connected devices,
offering centralised security, remote monitoring and
fault detection, MPS providers have a chance to
increase their influence and tap into new revenue
opportunities. By partnering with IoT platform
vendors and managed IoT service providers, they can
integrate non-print IoT devices into their service
portfolio, e.g. lighting, heating, vending machines
and CCTV.

In essence, the sector is evolving from just being a
print industry into something more holistic,
delivering what customers want and need in the
workplace.

2. CHANGE THE CONVERSATION WITH CUSTOMERS

To become a successful player in the IT services
market, MPS providers need to change not just what
they sell but how they sell it. A core capability of
many broader IT service providers is the consultative
sales approach, in which the conversation is about
problems and solutions rather than technology and
products. Central to this conversation is changing
how printers in the office are viewed.

4. ENHANCE VALUE PROPOSITIONS WITH NEW FIELD
SERVICE MANAGEMENT SOFTWARE

Field service management (FSM) software can add
value for end-customers by improving how MPS
providers operate and collaborate, both internally
and externally.

Dylan Haworth of Oki Europe (UK and Ireland) says,
“These devices no longer just sit in the corner to be
used occasionally to print the odd document—they
are an integral part of a document workflow,
managing and storing these documents with the
help of integrated computing systems.”1

FSM solutions enable entire service chains to be
centralised and automated. They streamline
employee workflows, eliminating unnecessary
paperwork, duplicate data entry and other
time-consuming administrative and manual tasks.
All relevant data is at the fingertips of those who
need it, not buried in a file, locked away in a cabinet.
And communication between the back office and the
field is seamless and in real time. These capabilities
enable MPS providers to deliver a faster, more
effective and more transparent service to end-user
organisations.

In other words, providers should offer guidance to
customers that is less about selling them a product
and more about identifying broader solutions for
their needs.

3. PARTNER WITH IT AND SOFTWARE EXPERTS

MPS providers looking to address wider IT concerns
should partner with experienced IT service providers
and software vendors. This will give them access to a

Partnering with a solutions provider like Asolvi
brings additional benefits. This is because we have
augmented our general field service management
platforms with tools specially designed for the office
print market. For MPS providers who are not yet
connected to their machines in the field (MIF) via

1

 aworth, D. (2018) From selling boxes to thinking
H
outside the box. A
 vailable at:
https://dealersupport.co.uk/from-selling-boxes-to-thinkin
g-outside-the-box/
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the IoT, our tools are capable of helping them make
the transition. They will also eradicate toner
wastage, typically the biggest cost for MPS providers.
In addition, our software can be integrated with
various supplementary platforms and used to
manage services providers may be looking to offer,
or are already.

Chapter 5

KEY CONSIDERATIONS WHEN LOOKING
FOR NEW FIELD SERVICE MANAGEMENT
SOFTWARE

5. ENHANCE CREDIBILITY AS A TRUSTED DIGITAL
TRANSFORMATION PARTNER

There are two main reasons why increasing numbers
of MPS providers are implementing new field service
management (FSM) technology. The first is to boost
efficiency and productivity and get control of their
costs. The second (and arguably most important) is
to provide their business with a platform for growth,
adaptation and diversification in a fast-changing
industry.

A 2018 report by Envision Intelligence revealed that
the global MPS market is expected to grow at an
estimated CAGR of 8.5% from $28.99 billion in 2017
to $55.68 billion by 2025. The numerous individual
factors propelling this growth can be consolidated
into a need to improve operational efficiency and
productivity and reduce paper wastage, which is
exactly what digital transformation is all about.

Those who haven’t yet upgraded their FSM software
are typically experiencing the following problems
with their existing systems:

MPS is recognised as a key enabler and accelerator of
digital transformation. According to Quocirca’s
Managed Print Services Landscape 2018, MPS is
expected to play a “very important” role in digital
transformation between 2018 and 2020.

❏ Too much manual work. It’s difficult for
providers to increase efficiency and productivity
when their service operation is bogged down in
manual and paper-driven processes.

Offering MPS has enabled print channel partners to
demonstrate proven expertise in software and
services that underpin the shift from paper to digital
initiatives. It is no surprise that, according to Global
Print 2025, MPS providers are expected to deliver
more strategic value to manufacturers than any
other partner by 2025 (while traditional printer and
IT resellers will deliver the least).

❏ Losses on contracts. Customers use more toner
than has been accounted for, and additional
parts and service visits are not being properly
charged for. This is because the system in place
for capturing and monitoring expenditure is
inadequate.
❏ Too much software. Data is all over the place,
scattered among numerous disparate software
applications. These applications vary in age and
flexibility and require multiple costly interfaces.
In many cases the applications simply aren’t
connected or integrated at all. This creates a lack
of transparency, inhibits any useful overview of
the business’s profitability, and makes the whole
service operation hard and expensive to
maintain.

MPS providers can do more to support customers on
their digital transformation journey by making
greater strides on their own. Now that MPS has
reached maturity at the hardware level, the next step
for providers is to improve their service performance
by investing in better FSM software. If MPS providers
can offer customers an exceptional digital service
experience through the technology they use, this will
enhance their credibility as THE trusted partner to
help customers transition to the digital workplace.

❏ The wrong software. Many small and
medium-sized businesses (SMBs) in the office
print market are using generic enterprise
resource planning (ERP) systems that lack the
necessary customisations for such a complex and
highly changeable industry.
These problems are exacerbated by declining print
volumes, not to mention rising print costs due to
better graphics, higher pixel counts and
ever-increasing overheads. They make it difficult to
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3. INTEGRATION IS EXTREMELY IMPORTANT

turn a profit from MPS, let alone branch into new
areas of IT.

A common problem with using lots of separate
software applications to run different parts of a
business is that those applications are often not
integrated properly. This prevents any meaningful
overview of an organisation’s profitability and
increases scope for error because different arms of
the business don’t know what the others are doing. It
also requires an abundance of duplicate data entry,
manual interventions and other administrative tasks
to get the whole organisation onto the same page. In
short, poor integration slows everything down.

However, providers can solve these problems by
implementing the right FSM solution. So, what are
the key things to consider when looking for one?

1. THE BIGGER PICTURE

MPS providers shouldn’t just look at the areas where
they have problems and specific pain points. They
might think that their field engineers would be
better served by a paperless reporting process and be
inclined to look at mobility solutions. Or that their
customer contracts could be better managed and
look at contract management software. It’s like
sewing up holes in a worn-out jumper. The jumper
itself is the thing that needs throwing out and
replacing. In other words, the entire field service
management system—full of paper-driven processes,
unconnected bits of software, data in disarray, and
too many people doing too many things—needs an
upgrade.

MPS providers need an FSM solution capable of
integrating with their other applications and
promoting a seamless flow of data across their entire
organisation. They need something versatile and
flexible enough to interface with their finance
system, fleet management system, ERP and logistics
systems, CRM system and more.
They also need software that can integrate with
external platforms used to manage non-print-related
services. This makes it easier to extend their
offerings to cover other aspects of IT.

Providers should step back and look at their entire IT
landscape. They should focus on ways of making
their whole organisation perform better, and on the
opportunities for more profit as well as the problems
inhibiting it. And when they are looking at different
software options, they shouldn’t just look at how
much they cost. They should evaluate what those
solutions can bring to their business, how they can
make their processes more streamlined, their people
more productive, and their contracts more
profitable. The true value of a software solution
cannot be described solely in terms of cost and price.
The true value lies in return on investment.

4. THE “PROCESS OWNERS” NEED TO BE INVOLVED

Providers need to designate the “process owners”,
i.e. the key users of the new software once it has
been implemented. Those who are going to be most
reliant on the software in their day-to-day activities
are the ones who need to be involved in the selection
process. They are the people who understand the
pain points better than anyone else, and will be able
to discern whether a solution will do what it says it
will.

2. MPS PROVIDERS NEED FUNCTIONALITY SPECIALLY
DESIGNED FOR THEIR INDUSTRY

Many MPS providers use generic ERP systems and/or
general FSM software with no industry-specific
features to run their service operations. But MPS is
very different to other industries in the field service
sector, largely because of the unique pressures and
challenges providers face. This is why generic
software doesn’t cut it for businesses in this space.
They need to be using software that is designed to
meet particular MPS needs, e.g. remote monitoring
of MIF, smart toner management and automated
meter reading and invoicing.
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Chapter 6

as PCs, servers and other network devices are easy to
add.

DO MORE THAN PRINT WITH ASOLVI
SOFTWARE

MPS PERFORMANCE MANAGEMENT

Backed by three decades of experience in the office
print industry, Asolvi software has features specially
designed to meet the challenges that managed print
and document services providers face. It also comes
with powerful general service management
functionality that supports and facilitates providers
as they branch into new areas.

TASK PLANNING & SCHEDULING

We offer specialist MPS business intelligence
platforms that allow providers to track and visualise
their KPIs, establish new ones, and empower better
and more profitable decisions about their office print
operation.

Sophisticated task planning and scheduling
solutions allow dispatchers to create and allocate
jobs quickly and easily. Planning modes, time slot
flexibility, default job duration times and
user-friendly resource management interfaces
streamline the planning process. Our scheduling
tools automatically select engineers based on
availability, location, skill set and other variables,
saving time and hassle for dispatchers.

SMART TONER MANAGEMENT

Our software cuts toner wastage and excessive
shipments by ensuring that cartridges are only sent
out when absolutely necessary. It also makes
consumable fulfilment processes more cost-effective
by combining shipments when several toners are
required at the same location.

HELPDESK FUNCTIONALITY

Our helpdesk functionality makes logging and
managing support calls and customer enquiries easy,
efficient and convenient for both providers and
customers. This is thanks to centralised customer,
contract and machine data, integrated service
modules, and a sophisticated system of automated
reminders, priority alerts and job status updates.

PREDICTIVE MAINTENANCE OF MIF

Our software can receive and process telemetry
remotely from machines in the field (MIF), including
toner levels, number of prints, number of running
hours, parts status and lifespan. This empowers
providers to address issues before they become
problems, fuelling a more proactive and predictive
approach to maintenance and more uptime for
customers.

ENTERPRISE MOBILITY FOR FIELD ENGINEERS

Meter readings are collected remotely and invoices
generated automatically based on the terms of the
service contract. This eliminates paperwork, reduces
invoicing time from days to minutes, and leaves no
scope for error.

Platform-independent mobile solutions allow for a
truly paperless workflow and live communication
between field engineers and the back office.
Engineers receive and complete jobs electronically,
in real time, eliminating paperwork-based delays
and accelerating service-to-cash cycles. Onsite stock
checking and parts ordering shorten spare parts
delivery times as well as onsite visiting times.

INTEGRATION

CUSTOMER SELF-SERVICE

AUTOMATED METER READING & INVOICING

Customer self-service web portals offer 360°
visibility of job status, order placement, meter
reporting and service history. This gives customers
more control over their print and office needs and
more transparency of the service they’re receiving.

Our software can be integrated with various
additional platforms and used to manage services
that providers may be looking to offer, or are
already. We also integrate with various ERP and CRM
systems for a seamless flow of information across
the business and better cooperation between
departments.

DIGITAL TRANSFORMATION

MPS is recognised as a key enabler of digital
transformation for end-user organisations. By
digitally transforming their MPS operation through
Asolvi’s automation, integration and IoT technology,
providers enhance their credibility as a trusted

ASSET MANAGEMENT

All assets are centralised in our systems so that
everything in the fleet is visible, and new assets such
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digital transformation partner and facilitator of
workplace improvement.

Chapter 7

DIVERSIFICATION

Case Study: Roderburg Document &
Technology Centre

Asolvi’s wide scope for integration and asset
management efficiency makes it easy to extend
business models to cater for other IT requirements,
including security, mobility, electronic document
management and collaboration, and other office
solutions.

MPS BEST PRACTICE ADVICE

We have print and document management
specialists who can check operations against best
practice and advise providers on becoming more
competitive. For example, a provider might already
be using an MPS solution, but it isn’t facilitating the
growth and diversification they want to achieve. Our
experts can help.

Roderburg Document & Technology Centre,
headquartered in Mönchengladbach, Germany,
began its life as a reseller of printers and copiers
from top brands like Ricoh, Sharp, HP and Utax. It
now offers managed print services (MPS) in line with
the global industry shift to selling everything as a
service, servicing 4,000 machines in the field (MIF).
And with print continuing to decline, Roderburg has
expanded upon its core business by selling IP
telephony and document management software such
as InfoOffice and DocuWare. The company positions
itself as an innovative solutions provider for the
modern office, dedicated to helping its customers
embark on a path towards digital transformation.
Now Roderburg has decided to effect a digital
transformation of its own. Having relied for years on
a fragmented service management system with
multiple disparate parts, it has turned to Asolvi to
bring everything it does under one umbrella.
“Currently we have our main ERP system, a separate
mobile app for our field engineers, and we use
Microsoft Excel for importing meter readings,” says
Thomas Roderburg, owner of Roderburg Document
& Technology Centre. “None of it is integrated,
forcing us to do a lot of manual work to bring the
different parts of the system in line with each other.
There are other problems, too. We have large toner
stocks at our customers’ sites but no idea how much
because our system doesn’t give us any visibility. We
decided it was time to find one solution to cover
everything.”
Ricoh in Germany recommended that Roderburg
contact Asolvi. Asolvi’s broad-scope field service
management software covers all stages of the service
chain, including sales, contracts, stock, repairs, field
work, invoicing and reporting. Importantly, it also
has functionality specially developed for the
documents & imaging industry. This includes
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machine-to-machine (M2M) solutions that interface
with MIF to collect data remotely and generate
invoices and toner replacements automatically.
After an onsite demonstration of the system,
Roderburg chose to incorporate Asolvi’s Evatic
solution. Thomas Roderburg explains, “Evatic has
features that will really help us get control of our
toner stocks and give us a real-time overview of our
profitability, which we haven’t had before. We were
also swayed by some very encouraging ROI results
from other Evatic customers. One customer was
saving 45 manual work hours each month. Another
had reduced the number of return visits it made to
customer sites from 30% to 12% through various
process improvements.”
The implementation of Evatic will provide
Roderburg Document & Technology Centre with an
all-encompassing and fully integrated field service
management system. “We are about to find out why
integration is so important in the digital
transformation era,” says Roderburg. “Having one
system for everything means we’ll have full visibility
of our contracts, customers and machines and be
able to eliminate huge amounts of burdensome
manual work. We’re also expecting to see reduced
onsite toner stocks with the M2M capabilities. Our
customers will benefit too. We’re implementing the
Evatic customer service portal, which gives them
more control and transparency.”
Following a short sales cycle, Asolvi has engaged its
implementation partners in Germany to start the
deployment process. Soon Roderburg will start to
experience the increased efficiency, profitability and
scalability that other Asolvi customers enjoy.
More information about Roderburg Document &
Technology
Centre
is
available
from
https://www.roderburg.de/loesungen.html.
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Chapter 8

Conclusion
This is an exciting time for managed print services
(MPS) providers. Quocirca reports that they are
growing in influence and set to deliver more
strategic value to printer manufacturers that any
other partner by 2025. In addition, MPS is expected
to play a “very important” role in digital
transformation between 2018 and 2020. This is
reflective of the fact that MPS providers have proven
expertise in software and services that facilitate
digitisation initiatives.
However, MPS has become commoditised, which is
why many providers are deepening their
competencies in other areas. Indeed, one of
Quocirca’s most important predictions is that IT
service providers who sell print services as part of a
larger offering are going to become bigger
influencers than MPS providers. By 2025 they will
actually overtake printer manufacturers as the
biggest influencers in the market.
As a result, MPS providers must to expand their
offerings. 55% of SMBs want to be using
print-as-a-service instead of their own devices by
2025, so MPS providers not already offering
print-as-a-service have an opportunity here. They
must also extend their service portfolios to other
aspects of IT such as security, telecommunications,
electronic document management and the IoT.
Increasing digitisation in the workplace means
developing solutions and services that not only
increase providers’ relevance in this new
environment but help facilitate it.
The way to do this is by fostering a culture of
innovation and partnering with IT and software
experts who can provide a direct route into the IT
services market. Quocirca predicts that the most
successful players in 2025 are going to be the ones
that are innovative, software-centric and embracing
of open partnerships. It is expected that 2025’s print
industry will be a much more collaborative
ecosystem, in which vendors work together to
deliver more of what their customers want and need.
For many, the first step towards a more
collaborative, innovative and ultimately more
successful future will be to invest in field service
management software that empowers them to

The New World
of Office Print
May 2019

Page 12

evolve. Partnering with a solutions provider like
Asolvi can help to enhance the quality of their
service delivery, enabling them to be recognised as a
trusted facilitator of workplace change and
improvement. More importantly, it can help them
branch into new areas, to move from being a
provider of print to a provider of everything people
need in the office.
This is where the industry is going. And since office
print providers already have a strong, proximate
relationship with end-user organisations, they are in
a great position to become the key service provider
those organisations turn to. The next step for
providers is to focus more on what their customers
need to do and how they can help them do it—and
build a toolset to match.

