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+*Sold to IKON September, 1997

+*VP Ops/CFO IKON MidAtlantic District, 1998
s*Marketplace President, NYC 1999 — 2001
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Seminar Objectives

**How and why to conduct a quarterly
business review

¢ Approach to modifying and enhancmg
existing contracts P —

+*Use TCO to optimizing your customer's
infrastructure

**Keeping an MPS customer forlife

Sd | g;sfeelggment

Reasons for Quarterly Business Review

**Most fundamental:
Keep the contract

«*Demonstrate value in the
MPS agreement

s Justify monthly expense
+»Sell hardware and software
**Gain more output

**Change the contract so it becomes perpetual

Sd | gzsfelopment




What to Include, Basic Information?

s Actual quarterly volume

**Actual usage vs contracted usage

. . .
**Any overage charges or credited prints

*»*Service statistics/cartridge use [ y g

Sd | g:ﬁggmem

What to Include, Value Areas?

+** High and low usage printers
+¢ Printers with high life count
+¢ Printers with high service requirements

+¢ Printers with high kWh usage

- & l" =
-
¢+ Use TCO based on CPP j“»_, 2, § :"
e -_
¢ Change in contract minimum w2 .
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PRICING

Original Contract Pricing

1-Nov 21Nov
Location Wodel Serial Number _1stRead _ _2nd Read Factor Cartridge Yield _ Honthly Cart __Price Total cPP
7071429 90.00%
ITBldg. - Ed B 1100 USLE104829 41,339 41376 4 52 924 250 7 002 5 2500 'S 058 | 0.0111
IT Bldg. - Kimber K 3005 CND1S62285 1625 e 1.583 13000 7 0414 6500 " 8.80 | 0.0056
IT Bldg. - Watter R 2200 USBGC13127 306,516 e 1,950 5000 " 044 3600 " 15.68 [ 0.0080
Har. 63 - Parts Dist 3005 CNB1S01550 48.208 4 2372 13000 7 020 6500 " 1318 | 0.0056
Har. 63 - Janice 1320 CNDC531265 15.401 e 7 6000 " 014 4100 7 0.0076
Hr. 63 - Pam 1300 CNBB293597 124,479 e 1,033 4000 7 029 4000 7 0.0111
Har. 63 - Trop Air 2430 CNGJCB1962 75.083 e 2864 12000 7 027 5600 " 0.0052
Har. 63 - Alex M 1012 CNFL052604 8.298 e 206 2000 7 011 3300 " 0.0183
Har. 63 - Store 2200 JPGGF24993 215,445 T47% 500 " 107 3600 " 0.0080
Hr .63 - Dick 1100 USJC195554 40.722 e 561 2500 7 025 6500 " 0.0289
Har. 63 - Shipping 1300 CNBB036431 47615 4 435 4000 7 012 4000 7 0.0111
Mt. Bldg. - Tech Lib CNBUNM1568: 10.159 e 2360 7000 7 037 5300 " 0.0084
IMt. Bldg. - Parts CNB1PO6! 35,042 4 4,843 51X 13000 " 041 65.00 " 0.0056
Mt. Bldg. - Lynn CNBBO70483 72,118 e 1761 13X 4000 7 049 4000 7 0.0111
IMt. Bldg. - Brandy JPGGR18077 108.427 e 8310 51X 12000 7 077 5600 " 0.0052
Mt. Bldg. - Inspec. De CNBJP10534 6,133 e 2,804 53X 7000 © 045 5300 " 0.0084
|Avionics - Recep CNB1S01821 94.932 " 13000 7 054 65.00 7 0.0056
Main Ter. - L. H 175.235 177510 " 2275 7 91A 9000 " 039 30.00 0.0037
Main Ter. - L. H 216.483 218957 7 2474 7 3464 92A 6000 " 064 § 4400 'S 2822| 00081
Main Ter. - L. H 216,483 218957 7 2474 7 3464 93A 5000 " 064 4400 7 2822| 0.0081
\iain Ter - L H 216,483 To24m4 7 3464 94A 6000 " 064 4400 " 28.22| 00081
Main Ter. - L. H 216.483 "o24m " 3464 91A 9000 " 043 3000 7 1283 | 0.0037
3464 S 97
Color BaW Color Gross
Monthly Service  Service  Cartridge Profit WMonthly
Pricing Analysis Monthly Prints __ Black on Color Prints Cost Cost Cost Total Cost  _ Margin _ _Contract
Blended 49675 S 00025 500100 411 535.05 5 1170 5
Mono 5 00025 S 3027
Black on Color 500100 12 1365 50% S 87 5 00274




Quarterly Volume

1-May 1-Aug
Location Wodel Serial Number _1stRead  2ndRead _ Delta Factor Cartridge Yield _ Honthly Cart __Price Total cPP
v 90.00%
IT Bidg. - Ed B 1100 USLE104829 ” 92A 2500 " 026 S 0.0111
3005 CND1S62285 ” 51X 13000 7 0.05 0.0056
g. - 2200 USBGC13127 ’ 96A 500 " 056 0.0080
- Parts Dist 3005 CNB1S01550 ” 51X 13000 7 019 0.0056
- Janice 1320 CNDC531265 ’ 49X 6000 ~ 031 0.0076
-Pam 1300  CNBB293597 ’ 13X 4000 " 030 0.0111
~Trop Air 2430 CNGJCB1962 ” 51 12000 7 029 0.0052
- Alex M 1012 CNFL052604 ’ 2000 7 035 0.0183
53 - Store 2200 JPGGF24993 ” 500 7 120 0.0080
- Dick 1100 USJC195554 ” 2500 7 024 0.0289
Hgr. 63 - Shipping 1300 v 4000 " 0.14 0.0111
Mt. Bidg. - Tech Lib 2015 ” 7000 7 044 0.0084
Vit Bldg. - Parts 3005 ’ 13000 7 037 0.0056
Mt. Bidg. - Lynn 1300 CNBBO70483 ’ 400 7 077 0.0111
Mt. Bidg. - Brandy 2430 JPGGR180TT ’ 12000 7 086 0.0052
Mt. Bidg. - Inspec. Dey 2015 BJP10534 " 7000 7 048 0.0084
|avionics - Recep 3005 CNB1S01821 94,932 e 13000 " 054 0.0056
Black on Color
Main Ter. - L. H HP 4500 177510 186793 91A 9000 " 038 3000 7 1146 | 0.0037
7S 11
Color
Main Ter. - L. H HP 4500 218957 231,013 924 5000 " 074 5 4400 'S 3274| 0.0081
IMain Ter. - L. H. HP 4500 213 7 231013 4,019 93A 6000 7 074 4400 " 3274| 0.0081
Main Ter. - L. H HP 4500 218,957 7 231,013 4019 94A 6000 " 074 4400 " 3274| 0.0081
Main Ter. - L. H. HP 4500 218957 7 231,013 4.019 91A 9000 " 050 3000 1488 | 00037
4019 5 113
Color BaW Color Gross
Monthly  Service  Service  Cartridge Profit Monthly
Pricing Analysis Monthly Prints__ Black on Color __Prints Cost Cost Cost Total Cost _ Margin __Contract CcPP

Blended 54.506 S 00025 500100 S 471 75 66020 50% 5 1320 5 00242

IMono 47393 S 0.0025 5 346 7 46449 50% S 929 5 001%

Black on Color $00100 17 4240 50% 5 85 5 00274

Items of Note

+*»Volume is higher and shifted slightly toward color

¢ There is an orphan with the 1012 and it is the
most expensive printer to operate

+**»The 1320 is another expensive to operate printer
that is an orphan

— Orphan printers require additional SKUs for
cartridges

+» Color device is extremely old

+¢* Overall CPP with shift in printing increased from
$0.0236 to $0.0242 to maintain margin

— Our margin may not have been as planned
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Equipment Changes

Avionics HP 3005 Redeployed New HP 4015
Brandy HP 2430 Redeployed New HP 4015
Lynn HP 1300 Redeployed Avionics HP 3005
Store HP 2200 Redeployed Kim K HP 3005
Alex M HP 1012 Retired Lynn HP 1300
Uanice HP 1320 Retired Brandy HP 2430
Kimberly K HP 3005 Redeployed Store HP 2200
Color Device HP 4500 Retired Reman HP 4700

sd|

Strategy
Development

Aftermarket CPP : After Equipment Changes

1-May 1-Aug
Location Wodel Serial Number _1stRead  2ndRead _ Delta Factor Cartridge Yield _ Honthly Cart __Price Total CcPP
90.00%
ITBldg. -Ed B 1100 USLE104829 43108 92A 2500 " 026 S 0.0111
IT Bldg. - Kimber K 2200 JPGGF24993 3528 96A 5000 " 014 0.0080)
IT Bldg. - Walter R 2200  USBGC13127 314,015 5000 " 056 0.0080)
Hgr. 63 - Parts Dist 3005 CNB1S01550 54,897 13000 7 019 0.0056
Har. 63 - Janice 2430 JPGGR18077 20,465 12000 7 016 0.0038
Hgr. 63 - Pam 1300 CNBB293597 127.684 4000 7 030 0.0111
Har. 63 - Trop Air 2430 CNGJCB1962 84539 12000 7 029 0.0052)
Har. 63 - Alex M 1300 CNBB070483 10.183 4000 7 047 0.0111
- Store 3005  CND1S62285 231,579 13000 7 046 0.0056]
- Dick 1100 USJC195554 2500 " 024 0.0289)
63 - Shipping 1300 CNBB036431 4000 7 014 0.0111
Mt. Bldg. - Tech Lib. 2015 CNBJM15683 7000 " 044 0.0084|
Mt. Bidg. - Parts 3005 CNB1P0BS51 13000 7 037 0.0056]
Mt Bldg. - Lynn 3005 CNB1S01821 13000 7 024 0.0056]
Mt Bldg. - Brandy 4015 24000 7 043 0.0039
Mt. Bldg. - Inspec. De| 2015 CNBJP10534 7000 " 048 0.0084]
Avionics - Recep 4015 113.783 24000 " 029 0.0039
Black on Color
Main Ter. - L. H 4700 177510 186793 7 9283 7 3.094 50A 11000 7 031 9200 7 2876 0.0093
7S 29
Color " - i
Main Ter. - L. H v 4700 218957 231013 7 12056 4,019 51A 10000 7 045 5 9300 'S 4153|  0.0103
Main Ter. - L. H. " 4700 218957 7 231013 7 12086 " 4,019 52A 10000 7 045 9300 " 4153 00103
Main Ter - L. H " 4700 218957 7 231013 7 12056 " 4019 53A 10000 7 045 9300 " 4153 00103
Main Ter. - L. H " 4700 218957 7 231013 " 12086 7 4.019 50A 11000 " 041 9200 37.35| 0.0093
4.019 5 162
Color B&W Color Gross
Monthly  Service  Service  Cartridge Profit Monthly
Pricing Analysis Monthly Prints__ Black on Color Prints Cost Cost Cost Margin __Contract cpp

Blended S 00025 500100 § 477 50% 5 1333 5 _ 00245

Mono 5 286 7 40413 50% S 809 5 00171

Black on Color 094 $00100 29 7 5970 50% 5 119 5 00386




Adding New Equipment

Model Distributor Price Extended Cost

2| 4015 $ 1,350 $ 2,700

1 Reman| 4700 $ 600 $ 600

Gross profit target 50%| 1,650

Total lease value S 4,950
Lease factor 0.021

Monthly equipment payment $ 103.95
Monthly prints 54500

Monthly equipment as a CPP $ 0.0019

|Aftermarket CPP from previous 0.0245

[Total CPP for contract $ 0.0264

sd|
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Calculating Overage and Actual CPP

Total

gy Qe G owspe Ot Cpuete Jeteh wm e
Overage
Black 129,000 142,179 13,179 |$ 0019 |$ 250.40
Black on color 9,555 9,282 (273) 0.03 (8.20)
Color 10,392 12,057 1,665 0.08 133.20
Totals 149,025 163,518 14,493 $ 375.40 $3,610 $3,985 $0.0244
Strategy
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Presented to:

Best Customer, Inc.

Image and Print Environment

Quantity MFR-Model Pages Printed Color Pages Printed

2 HP 1100 1,119

1 HP 1012 628

3 HP 1300 4,352

1 HP 1320 1,688

2 HP 2015 5,803

2 HP 2200 7,878

2 HP 2430 12,475

4 HP 3005 13,450

1 HP 4500 3,094 4,019
18 Total 50,487 4,019




Image and Print Environment (Another view)

++18 printers producing 50,487 black and
4,019 color prints

+*17 mono printers producing 47,393 black
prints

— 8 different cartridges

+¢*1 color printer producing 3,094 black and
4,019 color prints

— 4 different cartridges

' \ Service Statistics

* Average response time of 2.67 hours
* Average fix time of 48 minutes

* Average uptime of 99.9%*

* 41 toners shipped same day

« Two maintenance kits installed

*(response time + fix time ) / (93 days in quarter X 10 business hrs X 18 printers)

ABC
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\ Service Concerns

* HP Color LaserJet 4500
o 12 year old technology
o 208 MB maximum memory
o Four service calls over quarter

v' 60% of all calls

Imaging

5’ Agreement Reconciliation

< $0.0236 per print, includes 49,650 prints

o 43,000 mono per month, overages @ $0.019
o 3,185 black on color per month, overages @ $0.03
o 3,465 color per month, overages @ $0.08

Actual usage Billed ‘

142,179 Mono 129,000
9,282 Black on Color 9,555
12,057 Color 10,395




¥

\ Additional Prints

* Overall increase of 14,571 prints or an additional
charge of $375.40

o 13,179 additional mono, $250.40
o 273 credit black on color, ($8.20)
o 1,665 additional color, $133.20
* Total cost per print with overages: $0.0244

Imaging

Orphans to Retire

Replacement

HP 1012 628 Lynn’s HP 1300
HP 1320 1,688 Brandy’s HP 2430

Imaging




Redeployment Recommendations

Lynn 1300 2,769/refresh Recpt HP 3005
Kim K 3005 634/5,378 Store HP 2200

ABC
Imaging
Refresh Recommendations
Recpt 6,284 HP 4015dn
Brandy 9,323 HP 4015dn
3,094 Black
HP Color 4500 4,019 Color HP 4700dn Reman

ABC
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Recommended Updated
Program Investment

 Total of 54,500 prints at $0.0264
o Current CPP of $0.0244

+ 47,400 black and white prints, overages at $0.017
*10% reduction
+ 3,100 black prints on color devices, overages at $0.04
4,000 color prints with overages at $0.10
o Trade in and save rebate of $400 direct to you!
« All toner, service, parts and maintenance kits

 Includes replacing three dated and service intensive
units with new lower cost technology ABC

Imaging

=

Benefits of Program

* Reduces cartridge SKU

* Refresh three devices with newest technology

* Increase color print speed from 4 PPM to 35 PPM
+ Continued benefits of MPS program

Imaging




Thank you!

Presented to:

Best Customer, Inc.

We want to earn your business!

ABC
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MPS Provider Achievements

+*Refreshed three outdated devices with
new technology

s*Increased minimum monthly prints by
over 5,000, over 10%

**Extend contract out five years

¢ Customer gets accustomed to contract
changes at quarterly reviews

Strategy
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**There were not slides for high use to duty
cycle, low use to duty cycle, or high life
counts because they were not relevant

— Would not align with the “add value”
principle of the QBR

**You do not always have to lower the price

— People will pay for value and we significantly
upgraded their color device and two mono
devices

Sd | g:s;elggment

Key Takeaways of QBR

¢ If you do not add value in the appointment the decision
maker will either not have time for the meeting or will
push you to a lower level

+» Stay focused on leveraging value to change the contract.
It is very expensive to get a new customer so build some
switching costs into the agreement to help retain

— Then exceed their expectations!

+*»» These events are your opportunity to show how your
products and solutions can benefit your customer

+»* Sell on TCO; CPP and TCO are not mutually exclusive

% You don’t necessarily have to save money: Add value!

Strategy
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Strategy Development

Fully integrated consulting and training firm and
industry thought leader in MPS

Jim Ed Carroll David

Woodard Boulden S Bilclhecs Ramos Factor Jones

« Service * Back Office Planning * Sales * Director of * Marketing
Operations * Sales Operations Business
Operations o MPS Developme
* MPS nt
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Strategy Development

%+ Consulting
— Sales and Sales Management
— Service
— MPS

+« Award Winning Training

— MPS BTA Sales Workshop

— MPS BTA Operations & Service Workshop

— BTA Sales Management Workshop

— BTA Business Planning Sales Workshop

— MPS Sales e-Learning course (developed in conjunction with InfoTrends)

— Strategic Selling Skills

¢+ Sign up for monthly newsletter

— sd|webEd: Educational Webinar Series

— Upcoming workshops Sd | d |gesi-
Relevant news and information

Links to sd|blog, YouTube, Facebook and Twitter d Strafegy
SQ [ Development
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Thank You

Tom Callinan

Managing Principal

Strategy Development
callinan@strategydevelopment.org
(610) 527-3317




