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Dealers Offer Advice
Regarding Toner, Ink

he Business Tech-
nology Association
(BTA) regularly so-

licits questions from BTA
member dealership em-
ployees for its Dealers
Helping Dealers Q&A re-
source. They are asked:
“What question or ques-
tions would you like to ask of other dealers
with the hope that the answers could help
you in your dealership?” The questions and
answers are then published in Office Tech-
nology and posted to our website as a re-
source to other dealers.

We didn’t have space for the Dealers
Helping Dealers feature in this issue, so
I'd like to share this month’s question and
some of the responses here. The question:
“Does anyone have suggestions for when
a customer on a down-the-street deal
(one machine) declines the service con-
tract and you would like to recoup the
toner or ink business on the deal?”

B “If a service agreement is not put in
place, we would need to bill for the toner we
added when the system was set up by our
technicians.” — Jeffrey Eaves, president, Ap-
palachia Business Communications of King-
sport Inc., Gray, Tennessee

B “Offer to monitor the toner for them at
no charge using FMAudit so they don't have
to worry about running out, along with
a 10% discount on toner pricing.” — Lynn
Pickford, president, Precision Copy Prod-
ucts, Clairton, Pennsylvania

B “If a customer declines the service con-
tract, then we either have them pay for the
toner up front, or the rep has to charge for it
when selling the copier and the cost of that
toner is deducted from the revenue of the
sales rep’s board credit.” — Eric Mclntosh,
senior vice president, WiZiX Technology
Group Inc., Roseville, California
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B “We offer auto toner fulfillment on
these using FM Audit. This prevents custom-
ers from going to Amazon or elsewhere.” —
Tom Scully; service manager, Wisconsin Doc-
ument Imaging, Green Bay, Wisconsin

B “We charge for the supplies and deliv-
ery/installation if they do not buy a service
contract.” — Stephen Valenta, president, Of-
[fix, Gainesville, Virginia

B “Discuss and actually show them the
cost or cost per page versus buying toner
outright. Usually, the benefits and service
easily outweigh the cost per month when
compared to them buying toner only with
no maintenance plan. If they are insisting on
buying aftermarket toner, there is not much
you can do but inform them it does void any
warranty and will cause issues now or later.

“Or, you can offer them a discount on X’
amount of toner if purchased up front or at
one time and stress the OEM advantages
of toner and purchasing it from a certified
dealer.” — Brian Bence, executive director of
sales, Shenandoah Valley Office Equipment
(SVOE), Verona, Virginia

B “We offer a 10% discount on supplies
on a single toner order (one black, or one of
each color on color machines) if purchased
at time of machine purchase. If they want
multiples (more than one black or color) we
offer a 15% discount at the time of machine
purchase. We would use a 30% markup and
discount from there. We also offer fixed price
over cost for supplies (i.e., our cost plus 15%).
It makes it more appealing for them to come
back to us for supplies. We charge shipping
on these supplies. We also offer labor-only,
and labor-and-parts-only contracts with the
above supply offering.” — Michael DelBorrel-
lo, president/CEO, Cyan Sky Copier Technolo-
gies, Schnecksville, Pennsylvania

To read all of the questions and answers,
visit www.bta.org/DealersHelpingDealers. B

— Brent Hoskins
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The association’s magazine cover 49 years ago this month
— the NOMDA Spokesman, May 1975.



