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IN THIS EXCERPT 

The content for this excerpt was taken directly from IDC MarketScape: IDC MarketScape: Worldwide 

Managed Print and Document Services 2014 Hardcopy Vendor Assessment — Focus on Managed 

Workflow Services (Doc #250631).  All or parts of the following sections are included in this excerpt: 

IDC Opinion, IDC MarketScape Vendor Inclusion Criteria, Essential Guidance, Vendor Summary 

Profile, Appendix and Learn More.  Also included is Figure 1. 

IDC OPINION 

This IDC study assesses nine hardcopy vendors that are participating in the worldwide managed print 

and document services (MPDS) market. Vendor selection included vendors with existing and 

developing MPDS programs. This assessment discusses both quantitative and qualitative 

characteristics that explain success in this important market. In detail: 

 This IDC MarketScape places particular emphasis and weight on the evolving area of 

managed workflow services (MWS). MWS refers to the evolution of MPDS to a set of 

professional and managed services that automate and optimize document-intensive workflows 

and/or business processes with service-level agreements (SLAs) that are aligned with specific 

business outcomes. A number of MPDS providers have been developing and/or acquiring 

vertical and/or line-of-business (LOB) expertise and solutions as they strive to maximize value 

for customers. Combined with existing document technologies, processes, and knowledge, 

this expertise is empowering a new level of services and solutions that can drive new business 

models, business transformation, and better business outcomes in buyer organizations. 

 Four hardcopy vendors are leading the way in developing and delivering advanced managed 

print and document services globally, while a number of additional vendors are building out 

these programs and/or offer niche or regional solutions that are noteworthy and innovative. 

IDC MARKETSCAPE VENDOR INCLUSION CRITERIA 

Participation in the study was extended to hardcopy equipment manufacturers that offer managed print 

and document services. Excluded from the study were IT outsourcing companies that either offer print 

services as part of their IT services or subcontract those services to hardcopy vendors. 

ESSENTIAL BUYER GUIDANCE 

Organizations that are evaluating current or prospective managed print and document services 

vendors should look beyond the printing devices and related technology that is being deployed. 

Ensure that the vendor comprehends the organization's specific business objectives and has the 

capacity to meet those objectives and execute them. 
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Specifically, IDC recommends the following: 

 Evaluate and understand your organization's print and document management challenges. Do 

you lack visibility into the total cost of printing and document processes? Have you 

implemented ad hoc policies without collaboration or coordination between disparate functions 

and business units? Are you using paper documents and/or manual processes to bridge the 

gap between incompatible business systems? Identify the primary goals for your MPDS 

program. 

 Engage with a provider that understands your goals and can provide a plan that not only 

meets those goals but also provides a road map for future innovation. 

 Understand that customer centricity is table stakes. During our IDC MarketScape research, 

almost every vendor we interviewed claimed some sort of customer centricity as a key 

differentiator. IDC believes that this is table stakes! As organizations grow print and document 

management maturity, it becomes less likely that a "one size fits all" approach will be 

successful. 

 Ensure that a provider's knowledge of your business processes and/or industry uniquely 

qualifies the provider to provide managed print and document services to your organization. 

Does the provider have a record of successful MPDS in organizations of similar size? Within 

your industry? 

 Ensure that the vendor has the ability to leverage new technologies such as the cloud, 

mobility, big data, and social media to develop new document management solutions and 

business models. 

 Look for a record of managed print and document services operational excellence. 

VENDOR SUMMARY PROFILES 

Lexmark 

Lexmark International Inc. is a Leader in our IDC MarketScape for managed print and document 

services. Lexmark is a global company headquartered in Lexington, Kentucky. The company was 

founded in 1991 when IBM spun off its printer and printer supplies operations. Today, Lexmark has 

more than 12,000 employees worldwide. 2013 revenue was $3.7 billion. 

The company is organized into two segments: Imaging Solutions and Services (ISS) and Perceptive 

Software. The Perceptive Software segment was created from a series of 10 acquisitions, beginning 

with Perceptive Software (the company) in 2010 and including companies for content management, 

intelligent capture, business process management, enterprise search, and industry-specific 

acquisitions. (In May 2014, Lexmark made a tender offer for ReadSoft, a European-headquartered 

global provider of software solutions that automates business processes, both on-premise and in the 

cloud.) 

Lexmark MPS is delivered by the ISS segment, leveraging assets from Perceptive Software. 
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Trends Compass 

Lexmark is positioned as a solutions and services provider that helps organizations deal with what it 

calls the "unstructured information challenge," a large — and massively growing — quantity of 

information that sits outside of enterprise applications (ERP, CRM, etc.). Unstructured information 

includes rich media such as video/audio, in addition to text-based documents, handwritten physician 

notes, and other unstructured information across other forms of media. Lexmark is focused on 

"connecting the unstructured printed and digital information across the enterprise with the processes, 

applications, and people that need it most." For 2014, Lexmark is focused on both enterprise and 

middle-market customer growth with industry-specific solutions focus in the following areas: 

 Content management: Unstructured content is instantly available at the time and place it's 

needed. 

 Output management: Output is optimized for the time and place it's needed. 

 Process management: Manual processes are automated and integrated. 

Offering Overview 

Lexmark's MPDS offering is branded Lexmark Managed Print Services and has three components: 

 Infrastructure optimization: Includes output and process assessment, change management, 

training, deployment, reverse logistics, utilization management, and project management 

 Proactive management: Includes asset management, proactive monitoring and diagnostics, 

consumables management, maintenance service, help desk services, configuration 

management, management reporting, and governance 

 Business optimization: Includes business process optimization for customers, including 

leveraging industry and horizontal solutions, content management, business process 

management, intelligent capture, search, and mobile capture 

Lexmark offers "industry-specific unstructured content, process, and output solutions" for the following 

industries: retail, manufacturing, banking, insurance, healthcare, services, government, and education, 

as well as back-office horizontal solutions. Lexmark's organization is structured around global vertical 

teams, including representatives from both the Perceptive and the imaging sides of the business. The 

teams develop the Lexmark strategy for the industry, go-to-market strategy, identify specific industry 

processes and pain points, and develop specific solutions for the industry vertical. 

Go-to-Market Strategy 

Lexmark goes to market via both direct and dealer channels, typically determined by the size of the 

end customer. Dedicated MPS direct sales efforts focus primarily on enterprise customers, while 

channel sales efforts focus primarily on midmarket and SMB customers. Lexmark may vary the sales 

approach as appropriate, depending on the particular customer and level of sophistication required. 

Lexmark defines two groups of channel partners: volume partners and value partners. Volume 

partners include IT and corporate resellers and etailers with less solutions and services expertise that 

would leverage Lexmark services and infrastructure. Value partners include copier dealers and 

industry and solutions VARs with a higher level of MPS experience and ability to execute. 
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Key Differentiators 

Lexmark's differentiates its offering in a number of ways: 

 Technology ownership. Lexmark owns a broad technology portfolio for MPS and MDS 

including content, capture, process, search, services, software, and hardware. This enables 

the company to be faster to market and more adaptive to customer requirements. It also 

enables the various components of a solution to integrate more easily. 

 Deep industry expertise. Lexmark's offerings include industry-specific solutions and business 

process expertise, in both the front and the back office. 

 Customer intimacy. Lexmark's solutions are focused on customer business problems and are 

designed to ensure a consistent customer experience. 

 Global capabilities. Lexmark has MPS installations all over the world. Lexmark's global system 

and infrastructure run on the same platform and provides the same tools and capabilities 

worldwide, regardless of location. 

Document Workflow Assessment 

Lexmark's assessments have three primary components: data collection, key user and functional 

interviews, analysis and an industry focus, providing knowledge about key industry processes and pain 

points. Lexmark collects data at the site, department, user, and device levels and uses this extensive 

database to benchmark each customer against all its peers. This benchmark provides insight into 

potential workflow optimization opportunities. Lexmark emphasizes that it uses this industry knowledge 

as a baseline, since each customer exhibits individual nuances. 

Lexmark's consulting team uses a variety of tools to evaluate business processes and discover areas 

for improvement. Two of these tools are Perceptive Process Design and Perceptive Process Mining. 

As Lexmark conducts user interviews, Perceptive Process Design is used to map process flows as 

they are designed to be. Process Design will also be used to design the future state. With this tool, 

Lexmark consultants and their customers can view a process map at a high level and then get as 

granular as necessary. The consultant can associate applications, users, and documents with each 

process step. The tool also allows the consultant to capture all relevant data rules and business rules. 

(This is especially important in a highly regulated industry such as banking.) As the process is 

mapped, consultants can flag potential problem areas. 

Perceptive Process Mining can capture actual data to show how the process is really operating on a 

day-to-day basis. Process Mining looks at a process over a period of time, and enables consultants to 

view how much of the data is following the designed process versus another path, and quantifies how 

much variation there is going in and out of process steps. The highly interactive graphics of the 

Process Mining tool combined with Lexmark's industry experience enables the consultant to identify 

areas of opportunity for streamlining the process. 

Workflow Automation Portfolio 

Lexmark's solution catalog has the most depth of all the vendors evaluated and includes solutions for 

the vertical industries previously listed. 
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For the IDC MarketScape demonstration, Lexmark showed an account automation solution for the 

banking industry. Numerous regulations have increased the customer identification requirements to 

open new business and consumer accounts. Failure to comply with these regulations results in 

significant fines. 

The Lexmark solution enables the capture of documents in any format from any source. Paper 

documents can be captured at a Lexmark MFP using the device's keypad. A "wizard" walks the user 

through the process. Lexmark's intelligent capture offering categorizes the captured document based 

on its content and can inform the banker if something is missing. This may occur before the customer 

ever leaves the branch. Once a packet is complete, the documents are routed to the appropriate 

systems, including the bank's system of record or a folder in the Lexmark enterprise content 

management solution. That folder includes all the scanned documents, as well as a Perceptive eform 

that provides an interactive checklist of required documents. The ECM solution also provides 

capabilities for approvals and routing. 

The value for the bank is an improved customer experience, differentiation from competitors, improved 

regulatory compliance, reduction in courier costs, and a streamlined business process that includes a 

reduction in print. 

Strengths 

Among the vendors we evaluated, Lexmark has the longest history of providing specific horizontal and 

vertical business solutions, backed by a vertically aligned organization, a mature global infrastructure, 

and a focus on execution excellence. Lexmark continues to make strategic acquisitions to augment its 

strong software portfolio. 

Challenges 

As we noted last year, Lexmark should continue to innovate and remain aware of its larger 

competitors, which are catching up with new global infrastructure and innovative vertical and horizontal 

solutions and methodologies. Some of these competitors can leverage the resources of existing 

business process outsourcing or IT outsourcing organizations. These larger competitors are also 

making significant investments in marketing. 

APPENDIX 

Reading an IDC MarketScape Graph 

For the purposes of this analysis, IDC divided potential key measures for success into two primary 

categories: capabilities and strategies. 

Positioning on the y-axis, or the capabilities axis, reflects the vendor's current capabilities and menu of 

services and how well aligned the vendor is to customer needs. The capabilities category focuses on 

the capabilities of the company and product today, here and now. Under this category, IDC analysts 



 

©2014 IDC #250631e 6 

look at how well a vendor is building/delivering capabilities that enable it to execute its chosen strategy 

in the market. 

Positioning on the x-axis, or the strategies axis, indicates how well the vendor's future strategy aligns 

with what customers will require in three to five years. The strategies category focuses on high-level 

decisions and underlying assumptions about offerings, customer segments, and business and go-to-

market plans for the next three to five years. 

The size of the individual vendor markers in the IDC MarketScape represent the market share of each 

individual vendor within the specific market segment being assessed. Market share is determined by 

direct MPDS revenue, that is, revenue generated by engagements in which the contract is written and 

executed between the hardcopy vendor and the end user. Though channel partners may participate in 

the execution of that contract, revenue is counted under the hardcopy vendor with which the contract is 

signed. In this document, we exclude revenue attributed to the indirect channel, that is, revenue 

generated when the contract is written and executed between the channel partner and the end user. 

Although market share considers all MPDS revenue attributed to that vendor, the evaluation criteria in 

this year's MPDS IDC MarketScape are weighted toward the delivery of the more advanced, higher 

value-added services that IDC has named "managed workflow services." (For a more detailed 

description of managed workflow services, see Managed Workflow Services: Driving Business 

Transformation, IDC #246427, January 2014.) 

Important note: Because the 2014 MPDS IDC MarketScape document is focused on MWS, care must 

be taken when comparing the 2014 results with the results reported in earlier MPDS IDC MarketScape 

documents. Some of the criteria have been changed, new criteria have been added, and weighting has 

been adjusted. Therefore, it is not accurate to make a direct comparison between vendor positioning in 

this year's documents and prior documents. 

IDC MarketScape Methodology 

IDC MarketScape criteria selection, weightings, and vendor scores represent well-researched IDC 

judgment about the market and specific vendors. IDC analysts tailor the range of standard 

characteristics by which vendors are measured through structured discussions, surveys, and 

interviews with market leaders, participants, and end users. Market weightings are based on user 

interviews, partner interviews, buyer surveys and the input of a review board of IDC experts in each 

market. IDC analysts base individual vendor scores, and ultimately vendor positions on the IDC 

MarketScape, on detailed surveys and interviews with the vendors, publicly available information, and 

end-user experiences in an effort to provide an accurate and consistent assessment of each vendor's 

characteristics, behavior, and capability. 

In addition to the vendor, end-user, and partner interviews noted previously, for this IDC MarketScape, 

we asked each vendor to provide a two-hour presentation/demonstration of its solution set. Since this 

IDC MarketScape is focused on managed workflow services, we asked each vendor to demonstrate its 

methodology, toolset, and capabilities for assessing document workflows, which includes appraising 

current state, evaluating opportunities for process improvements, and enabling future state design. We 

also asked each vendor to demonstrate a single end-to-end solution for automating and optimizing a 

vertical or horizontal document-intensive workflow. 
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Vendors were also asked to demonstrate their MPDS partner programs. While this portion of the demo 

informed this IDC MarketScape document, details of the partner programs will be covered in a 

forthcoming IDC research document. 

Market Definition 

The definitions that follow distinguish between managed print and document services (MPDS) and 

basic print services (BPS), as delineated in IDC's managed print and document services forecasts and 

analysis. MPDS is the subject of this IDC MarketScape analysis covering vendor strategies and 

capabilities. Vendor revenue estimates used to determine the bubble size in the IDC MarketScape 

graphic reflect managed print services only. This revenue was generated from products and services 

delivered directly from the manufacturers to their end customers. 

Both basic print services and managed print and document services must include the following: 

 Contract scope refers to third-party management of a group or fleet of printers and/or MFPs 

(may also include other device types such as scanners). 

 Contract length is multiyear. 

 Environments cover distributed office environment and may include in-plant, CRD, or 

datacenter in addition to office environment; however, contracts that include only centralized 

facilities are excluded. 

 Coverage includes one of the following product and service combinations: 

 Ink/toner and maintenance/repairs 

 Ink/toner and maintenance/repairs plus printer/MFP hardware (purchases and leases) 

 Consolidated fleet billing refers to a single bill for at least consumables (ink/toner), 

maintenance, and repairs (break/fix) for all the printers/MFP fleet of devices under 

management. Billing may have a hardware component. 

 Fleet usage monitoring tracks print/copy volumes. The service includes a remote monitoring 

solution while acknowledging the fact that non–network connected machines would require 

manual monitoring. 

In addition, managed print and document services must include the following: 

 Detailed up-front assessment: Provider analyzing a sample of the organization's actual 

print/copy usage and recommending an output strategy for optimization with defined goals 

 Fleet usage analysis/reporting: Ongoing analysis, reporting, and recommendations against 

predefined goals 

 Ongoing optimization: Ongoing optimization with proactive management using the provider's 

resources to continuously manage the environment toward contract goals 

 Governance: Established business rules and/or a formal change management program with 

education and incentives to get employees and their managers to achieve and sustain contract 

goals for printing and document workflows 
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This IDC MarketScape places particular emphasis and weight on the evolving area of managed 

workflow services (MWS). MWS refers to the evolution of MPDS to a set of professional and managed 

services that automate and optimize document-intensive workflows and/or business processes with 

SLAs that are aligned with specific business outcomes. 

A number of MPDS providers have been developing and/or acquiring vertical and/or line-of-business 

(LOB) expertise and solutions as they strive to maximize value for customers. Combined with existing 

document technologies, processes, and knowledge, this expertise is empowering a new level of 

services and solutions that can drive new business models, business transformation, and better 

business outcomes in buyer organizations. (For a more detailed description of MWS, see Managed 

Workflow Services: Driving Business Transformation, IDC #246427, January 2014.) 

LEARN MORE 

Related Research 

 Worldwide and U.S. Managed Print and Document Services and Basic Print Services 2012 

and 2013 Vendor and Channel Shares (IDC #249882, July 2014) 

 Worldwide and U.S. Managed Print and Document Services and Basic Print Services 2014–

2018 Forecast (IDC #248166, April 2014) 

 Managed Workflow Services: Driving Business Transformation (IDC #246427, January 2014) 

 Buyer Evaluation Framework for Managed Print and Document Services Providers (IDC 

#244469, November 2013) 

 MPDS IDC MarketScape Buyer Decision Patterns (IDC #243934, October 2013) 

 Worldwide and U.S. Managed Print Services and Basic Print Services 2013–2017 Forecast 

Update: Segmentation by Region (IDC #242950, September 2013) 

 IDC MarketScape: Worldwide Managed Print and Document Services 2013 Hardcopy Vendor 
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 IDC Maturity Model: Print and Document Management (IDC #241441, June 2013) 

Synopsis 

This IDC study is the fourth vendor assessment of the managed print and document services market 

using the IDC MarketScape model. This assessment discusses both quantitative and qualitative 

characteristics that explain success in this growing market. In addition, this year's study places 

additional emphasis on the delivery of more the more advanced, higher value-added services that IDC 

has named "managed workflow services." 

This study provides a visual presentation of the resulting vendor analysis in a single bubble chart. This 

display concisely exhibits the quantified scores of the reviewed vendors along two axes — strategies 

and capabilities — which determine if the vendor is a Leader, a Major Player, a Contender, or a 

Participant. In addition, vendor market share is shown. The study also provides vendor summaries that 

discuss IDC's positioning of each vendor in the market along with commentary on strengths reflected 
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in their scoring and opportunities for improvement. The study provides specific guidance for 

organizations considering a managed print and document services engagement. 

"The managed print and document services market continues to mature and evolve, offering 

customers greater value and challenging vendors to continually evaluate and enhance their product 

and services portfolios," said Holly Muscolino, research vice president for Document Solutions. "This 

study identifies the IDC MarketScape Leaders, Major Players, Contenders, and Participants that make 

up the current MPDS landscape, with particular emphasis on managed workflow services." 
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