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Attachment G – MPS Response 

RFP-NP-18-001 
Copiers and Managed Print Services 

Instructions:  Offeror must provide a detailed response to the REQUIRED questions listed 
below. Offerors are also encouraged (but not required) to provide detailed responses to the 
VALUE ADDED questions listed below. Responses will not be limited to a certain number of 
pages. 

 
REQUIRED RESPONSES: 

1) How long has your organization been providing Managed Print Service solutions? Include 
any specialized training or experience that your organization or Key Personnel within your 
organization possess in your response. 

XEROX RESPONSE 
Managed Print Services History 
As the pioneer of the MPS marketplace over 25 years ago – and with over 3,000 
successful implementations under our belt.  Xerox is well versed in delivering solutions 
similar in scope of what we have proposed for our clients. With our experience, we 
know that efficiency requires responsible asset management, effective integration of 
new technology and identifying innovative new ways to support our customer.   
Xerox’s proposed solution provides a roadmap for these activities—culminating in a 
comprehensive, savings-based strategy that typically results in a 20% to 30% savings 
in your Total Cost of Ownership.   Our managed print solution provides performance 
metrics and data enabling our customer to focus on their core business. Xerox can 
make the process simple by leveraging our experience and expertise. We will design 
and implement a strategy to meet our customer goals as their infrastructure matures. 
Xerox Corporation has been helping our customers to successfully implemented 
MPS for more than several decades in public sector marketplace.  Managed Print 
Services (MPS) is a term we use to describe the services we provide to optimize or 
manage a company's document output to meet certain objectives—driving down 
costs, improving efficiency and productivity, or reducing the IT support workload. 
Under MPS, Xerox takes primary responsibility for meeting our customers’ office 
printing needs, including printing equipment, supplies, the service and overall 
management of the printer and multifunction product (MFP) fleet.  
The main components provided are needs assessment, selective or general 
replacement of hardware (optimization), and the service, parts and supplies needed 
to operate the new and/or existing hardware. Xerox also tracks how the printer fleet 
is being used, any problems that occur and end-user satisfaction. We then analyze 
the information gathered while tracking printer usage and make (or recommend to 
the customer) the adjustments needed not only to ensure fleet efficiency, but also to 
meet changing user needs.  

Offeror 
Name: 

Xerox Corporation 
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With centralized management of your networked print devices, you can balance 
business needs with budget realities. Opportunities include: 
• Cut costs on printing consumables, service, and your cost-per-page. 
• Reduce energy consumption through device consolidation  
• Reduce waste by ordering the supplies you need with no “leftovers”  
• Free up IT resources for more business-critical tasks rather than installing, 

supporting and maintaining output devices. 
• Ensure devices stay up-to-date through remote maintenance and lifecycle 

management. 
• Increase uptime with automated meter reads and simplified supply ordering. 
• Control and forecast budgets accurately by setting your printing and supply costs 

up-front. 
• Visibility into print activity and trends allows you to take control of printing costs. 

Without Managed Print Services  The Managed Print Services Advantage 

Unknown and uncontrolled print cost Predictable costs 

Color toner cost is unpredictable and 
out of control 

Fixed cost-per-page 

Separate process for service and 
supplies 

One portal for service and supply status and 
ordering 

Excess supplies on hand or not 
available when you need them 

Supplies shipped for next day delivery 

Multiple vendors and suppliers for 
consumables and services 

One partner-One Solution 

Unknown Print Volume Monthly report detailing print activity 

High Print coverage on documents can 
be costly 

Cost are unaffected by high print coverage 

  
Key components that allow for Xerox to be #1 in Managed Print Services in our market 
place are as follows: 
• A Seamless Transition: A PMP-accredited team will utilize Xerox’s patented 
Transition & Transformation Management 
Process (TTMP) methodology to effectively implement our solution. Once Steady 
State is achieved, our Quality Assurance processes and standard operating 
procedures will be our foundation for continuous improvement. 
 
• A “One-Stop” Solution for Copier, Printer Fleet, and Hosted Managed Print 
Services (MPS) – With Xerox, the customer will benefit from a single Hardware and 
Software Provider to achieve your goals is deliver convenience copying and printing 
functionality.     
 
• Xerox ConnectKey Technology – Award-winning new Xerox Multifunction Devices 
(MFDs) are true multi-tasking technology that allows your staff and students to work 
smarter, not harder. We will leverage our workflow capabilities with the Software to 
provide our customer with new comprehensive and better ways to improve our 
customer document-related processes and applications – enabling staff and students 
to work digitally, more productively, with less paper and fewer costs. Our latest 
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ConnectKey17 technology helps you to collaborate, communicate, connect and work 
from anywhere. A simple end user experience, benchmark security, cloud 
connectivity, built in tools for managed print services, and customized apps enable 
your staff to work smarter and easier. 
 
• Effective Change Management: We will seamlessly integrate pro-active device 
reporting and trend analysis with your helpdesk system. This initiative will reduce 
service calls to the Help Desk, ensure end-user communications, acceptance, and 
adoption, and accelerate the pace your staff will realize the benefits of the new Xerox 
MPS solution. With a proven Xerox Next Generation Managed Print Services strategy, 
our solution will have a roadmap to helping our customer to “Print for Less and Print 
Less” as your environment matures. 
 
• Quality Support – Our Xerox Connect Advantage lends your key operators and end 
users the expertise of our highly trained Xerox account team, trainers, partners, and 
customer support, representatives. Our ability to provide proactive, consistent, and 
thorough diagnostic support allows for minimal service disruption, maximum device 
uptime and ease of use for your staff and students. 
 
• Qualified Personnel: Xerox will provide experienced lean six sigma certified 
dedicated resources and account management processes focused on providing 
proactive support, service and device intervention activities necessary to successfully 
meet all of our customer’s SLAs. 

 Providing best-in-class secure technology, software, and services. 
 Xerox MPS delivers the following to our clients: 
 Savings 
 How much does printing really cost within the environment–including 

visible and hidden, hard and soft costs? We’ll help you see where the 
waste is and how to eliminate it.  

 Sustainability 

Strong sustainability practices can significantly cut costs. Reducing printing and 
paper, streamlining workflows, improving office equipment energy management, and 
educating your employees to view rather than print documents are ways we can 
help. 
Security 

Without the proper security measures in place, your company’s information could get 
hacked. It’s even more critical to protect your customers’ information so you comply 
with government regulations like HIPAA and Sarbanes-Oxley. We put technology 
and processes in place to help with security protocols and secure print practices.  
Mobility 

Smartphones and tablets are changing the way we work and are driving change in 
IT, too. We give mobile workers convenient, secure print access to their print 
services, so they stay productive anywhere. 
Productivity 

What would it mean to your bottom line if you increased employee productivity by 
10% to 20%? What if your employees and IT department never had to worry about 
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print infrastructure again? By outsourcing print management and maintenance to 
Xerox, you’ll transform your workplace, streamline your processes and reduce 
employees’ dependency on paper. 
Insight 
Turn data into decisions. When you see an accurate snapshot of your print and 
document usage (both paper and digital), you’ll know what you need to change.  
County of Los Angeles achieved significant cost savings and efficiency through MPS  
With more than $13M in savings annually that’s expected to increase to $16M 

• $50M+ total savings over the contract life 
• More than 56% decrease in printers and copiers from 43,000 to 18,500 
• Less administrative effort and IT support needed to maintain devices and 
supplies 
• 58% electrical consumption reduction which equates to about 700 homes 
annually 

 
2) Describe in detail, what your organizations free initial assessment consists of. How do you 

identify what the needs of the customer are so that you can provide a preliminary 
estimated cost savings and make recommendations on how to improve fleet efficiency? 

XEROX RESPONSE 
Initial Assessments (Tier1 Free Assessment):  
Xerox has several levels of Assessments that we utilize to positively impact our 
analysis and your business environment.  Our initial offering is the free assessment 
that is part of the scope of our services offering. 
Our initial free assessment starts with the implementation of our Xerox Device Agent 
or Xerox Device Manager software.  These tools allow us to monitor the printing 
devices.  This software will report information 
important printer information will allow us to 
form an overview of your fleet information. 
Xerox will use the information and data into 
our Complete View Pro software that will 
allow us to compare your fleet and provide 
optimization and recommendations for fleet 
consolidation, optimal performance, and cost 
savings.  This will include network and local-
based print devices, scanners, faxes, and 
other hardware.   
Complete ViewPro software and our analysis 
will provide the NASPO clients with a plethora of information including fleet analysis, 
usage analysis, device to user ratios, utilization percentages, cost analysis, 
dashboard and reporting, and environment feedback. 
We provide the insight and knowledge to improve your fleet and your document your 
environment. 
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1. Print Assessment 
Assess and Optimize 
Our analytics-based approach will help you understand the full scope of your print 
environment across both Xerox and non-Xerox devices. We’ve created a print 
assessment tools architecture that incorporates thin, thick and cloud-based 
technology for local, regional and support. This means we can work in whatever 
environment you have. 
 
Xerox’s innovative analytics tools, like Asset DB and CompleteView Pro, support data 
uploads and live data exchanges with external systems. This avoids errors and 
incomplete information. In-line data validation ensures data is accurate and aligns with 
your organizational environment. The operating and environment details we capture 
and analyze, including industry-specific benchmarking, are used to create a 
consolidated presentation that is the baseline for the first stage of Next Generation 
MPS. 
Accurate savings analytics start with a detailed print assessment of your current 
operation environment and a thorough assessment of your document workflow.  We 
get this by: 
• Helping you understand current total cost of ownership (TCO) and current costs. 

We use a structured quick, full or custom project-based Assessment Service and 
tailor it to your needs. 

• Assessing your current operations in terms of overall power and carbon 
consumption, including paper and trees. 

• Providing an intelligent and dynamic solution design enabled through our Xerox 
MPS tools platform. 

• Providing solution modeling and real-time, what-if scenarios that extend your 
insight past current TCO comprehension and into future TCO savings associated 
with the modeled scenario. 

• Reviewing the benefits of a proposed solution design against your actual physical 
site map and lay out future designs that capture, incorporate and validate against 
your print policy. 

• Providing analytics that enable fact-based discussions and designs across the 
organization. 

• Tailoring data collection to your business using our powerful tools and proven 
processes. 

 
Assessment and Recommendation 
Identifying Client’s Needs:  
Right sizing the Document Output Infrastructure 

 
By taking a more holistic view of the output environment, Xerox can help you see 
many opportunities for improved efficiency.   
 
We focus on three key areas to gain a comprehensive understanding: 
Voice of the Customer: We gather voice of the customer data to identify your unique 
requirements for applications, software or workflow processes. The process includes 
customer surveys, interviews and workshops to gain a complete understanding of the 
environment and valuable knowledge about the impact of non-conformance on end-
user productivity. 
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Xerox works with each customer to establish a framework and determine the goals 
and parameters of each organization’s Print Policy.  The Print Policy establishes the 
benchmarks and greats the targets for the desired print environment.  This allows us 
to measure progress, track cost savings, and ensure customer satisfaction.  As well 
as have a base line and end result for the environment.  Our Implementation Team 
will conduct planning meetings with the stakeholders and identified personnel to set 
the policies, targets, and review process improvements. 
 
Voice of the Process: We analyze NASPO’s environment and overall infrastructure 
to support the current and optimal operational state. We develop tools such as process 
maps and workflow diagrams for functional areas such as the help desk and 
processes such as maintenance escalation and supplies ordering and replenishment. 
 
Voice of the Environment: Our methodology uses actual customer data gathered 
from NASPO’s users, procurement, finance, accounting, etc. We do not use implied 
costs or averages. This enables us to compile a complete set of data metrics that 
compares your organizational performance to that of others in your industry. These 
metrics are the foundation for understanding your opportunities. 
 
Balanced Deployment 
Once your office environment baseline is established, we work together to develop a 
plan which maximizes savings through right sizing while delivering optimal operational 
efficiencies. To achieve balanced deployment, it is important to choose the right 
technology to fit each specific situation regardless of manufacturer and vendor. In a 
world of analog technology, speed, image quality and price were the primary criteria 
for decision-making. However, in a networked environment, the performance criteria 
are very different. 
 
Software and technological design determine how devices process files and affect the 
effective print speed. Xerox multifunction systems provide true multitasking 
performance, a productivity advantage. A recent Buyers Laboratory, Inc. (BLI) study 
found that Xerox significantly outperformed the competition in delivering effective 
network print efficiency. Understanding the impact of print efficiency helps you achieve 
the right formula for employees, devices, and daily volume. 

 
Another area to consider when right sizing your document output infrastructure is the 
type of work being done. For example, some groups may require high-volume 
scanning; HR and Finance may need secure printing, and Marketing may want graphic 
arts quality color output. Running costs and speed are important, but network 
performance and user productivity are far more important when trying to optimize your 
document infrastructure. 
 
Only when you have fact-based knowledge of the current state, a broad portfolio to 
draw on, and a clear vision of an optimal office environment can NASPO realize 
significant and increased productivity.  

 
Ongoing Assessment and Optimization (Free Assessment) 
Once that “optimal state” is in place, however, it is important to regularly monitor the 
health and utilization of the fleet to ensure that it remains in an “optimal” state over the 
life of the contract. As NASPO’s business needs and processes change over time, the 
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demands on the printer fleet will change as well.  Xerox will continue to track trends 
on both performance and volume to work with the bank and offer optimization 
proposals.  We will offer our insights at our regular operational review meetings as we 
currently do for you within our managed locations. 
 
Today, Xerox has developed a robust governance model, which encompasses 
monthly reporting, regular meetings and Quarterly Business Reviews (QBR) with 
NASPO in Canada and parts of EMEA, to discuss and review the operational 
efficiency of the MPS program. Topics include performance scorecard, observations 
and trends, accomplishments, status of new services, solutions to improve 
performance, and project status on innovation.  We will expand and enhance this 
model to support the US and APAC regions, in addition to the remaining EMEA 
countries not currently in scope. Xerox will deliver the transparent and integrated 
global governance partnership you require. 
 
Ongoing Fleet Improvements and Cost Savings Tracking 
Monthly Operational Reviews – Xerox will schedule joint communication and status 
reviews with NASPO designated focal points.  
Quarterly Business Review (QBR) – Our MPS technology embedded in your 
business accumulates a body of data and analysis that reveals gaps and 
opportunities.  This information facilitates a quarterly business review (QBR) system 
that allows us to present insights and data from the process and infrastructure level. 
We are doing these today with NASPO in regions we support. 
 
Annual Strategic Review (ASR) – Xerox and NASPO Executives will hold annual 
strategic review meetings to discuss mutual objectives, business improvement 
opportunities & strategies.   
 
The Xerox® Service Performance Dashboard will build upon our current MPS tools 
currently installed at NASPO. Xerox Tools collect the necessary data that enables 
Xerox to generate monthly reports for all networked devices, including standard 
operational reporting to monitor effectiveness of the services delivered and 
measurement of Xerox's performance against service level agreements (SLAs). 
These monthly reports and client meetings will also address areas where service can 
be improved, volume declines and actual cost savings. Additionally, Xerox 
recommends an automated proactive method for capturing voice of the client 
feedback. This voice of the client feedback will help to identify and resolve issue earlier 
and identify opportunities for improvements across the enterprise. 
 
Our governance model ensures that this data is continually reviewed by the Xerox 
Account Management Team for opportunities to further drive down cost by delivering 
innovation and continuous service improvements.  
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The scope of the Quarterly Business Review includes a focus on innovation by 
communicating new and emerging technology trends with NASPO. Product 
Roadmaps are created at the beginning of the contract and updated during Quarterly 
Business Reviews (QBRs). These reviews include upcoming product 
introductions/innovations as appropriate for the NASPO environment and sharing of 
replacement products that are being upgraded or replaced inside our product offering 
portfolio. 
 
The ultimate result of these monthly, quarterly, and annual reviews is a constant check 
on the health of the print environment and, when needed, recommendations to further 
refine, reallocate, or optimize the environment to address the changing needs of 
NASPO and its employees. 

 
3) Describe how you calculate realistic cost savings for implementation of MPS.  

XEROX RESPONSE 

Cost Saving Calculation 
The Xerox Next Generation MPS methodology of "Assess & Optimize, Secure & 
Integrate, and Automate & Simplify" is designed to impact print, IT and business 
processes to help our clients gain control and visibility of printing, reduce costs and 
boost productivity, all of which directly align to the outcome you desire from a Managed 
Print Services solution: 
 
Xerox CompleteView Pro Assessment for Print Services 
CompleteView Pro is an award-winning, key element of our proprietary print 
assessment tool set. This powerful analytics platform is scalable and flexible, so it 
can adapt to your business environment and systems. 
 
CompleteView Pro supports many inbound data types and sources. Secure data 
communication and storage using industry standard protocols and encryption keep 
information confidential. Xerox consultants complement our tools to help you 
understand your data and benchmark it against others in your industry. 
 
We apply analytics to your collected print assessment data for insights into cost and 
operating details, and this leads to opportunities for savings and real-time results.  We 
will customize the software to fit the needs of each department.  We will be using real 
data, real costs, and validated information for each site.  This will even go down to the 
level of calculating accurate energy cost per Khw for all locations.   
 
In calculating cost and cost savings, we will run our comparisons using true costs for 
supplies, maintenance, services, help desk, and all other pertinent information 
whenever available.  When an agency/department is not able to supply validated 
costs, we will use our “reduced industry costs” for a realistic case study and cost 
savings ROI. 

 
Reduce Costs: Utilizing our globally consistent assessment, management tools and 
data analytics, Xerox finds ways throughout the contract, wherever you are in the 
world - to help reduce the cost of printing. The first step in our defined strategy is to 
Assess and Optimize the environment, which will typically yield 20-30% savings from 
an unmanaged state. Additionally, once the environment is optimized, we collaborate 



Page 9 of 39 
 

 

with our clients to bring additional solutions to help them Secure & Integrate and finally 
Automate & Simplify the environment. These solutions will bring additional benefits, 
depending on the size and scope of the recommended implementation.   
Control and Visibility of Printing: The Xerox Managed Print Services (MPS) technology 
we use will accumulate a body of data and analysis that reveals gaps and 
opportunities. Aside from providing visibility to printing, it enables Xerox to prepare 
insights that can enable further control, as well as process and infrastructure changes.  
Xerox achieves these objectives by providing ongoing cost containment asset 
management software tools and processes. When measurements are repeatedly 
taken and continually analyzed, Xerox can make continuous improvements to the 
enterprise managed output solution. We have built an extensive set of reports and 
dashboards that enable us to present periodic, realist, and real-time metrics that can 
be used in redefining the managed output solution to accommodate NASPO’s 
changing business factors. 
 
A Xerox assessment uncovers practices that are wasting time and money. We are 
able to help you: 

• Identify device use and target cost reduction – by building, by floor, by 
department. 

• View how much color your office is printing today – and how much more color 
you’re entitled to for the same spend. 

• Track and manage total document spend, including in-house and outsourced 
production. 

• Load balance not only your network, but your print infrastructure.  
• Improve asset usage and efficiencies.  
• Increase levels of service and satisfaction. 

 
4) Describe your organization’s implementation strategy. The strategy should contain your 

approach to training, communication plans, and how continuous improvement and 
program management are collaboratively addressed.  

XEROX RESPONSE 

Implementation Plan 
Transition Management Process (TMP) 
As your partner, our goal is to ensure your satisfaction.  In the first step toward 
achieving this goal, the Xerox team creates a flawless implementation plan, which 
includes using the following powerful set of tools: 
• Professional Project Management strategies. 
• Principles of Business Process Management. 
• Lean Six Sigma-driven Continuous Improvement initiatives. 

To guarantee a seamless installation, we assign a Xerox project manager (PM) to 
the NASPO account team to enable and ensure a flawless implementation of the 
solution during planning and project start-up.  Project managers are highly trained in 
Project Management Institute (PMI) principles that will be used throughout project 
implementation.  
 
The following high-level project plan illustrates the Transition Management Process 
(TMP): 
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Sample High Level Implementation Plan 

Task Time Required (Weeks) Resources Required 
Contract is signed Start Up Activities – Week 1  Client 

Pre-Installation Checklist completed 
and submitted Start Up Activities – Week 1  Client and Xerox  

Identify Client Asset Coordinator for 
on-going communication Start Up Activities – Week 1  Client 

Identify Xerox Client Asset Manager Start Up Activities – Week 1  Xerox  

Identify Xerox Project Manager Start Up Activities – Week 1  Xerox  

Agree on the Client/ Xerox project 
management communications plan Start Up Activities – Week 1  Client and Xerox  

Secure computer for Xerox Device 
Agent installation Start Up Activities – Week 1  Client 

Task Time Required (Weeks) Resources Required  

Install Xerox Tools  Technical Preparation – 
Week 2 Client and Xerox 

Notify technical service and determine 
Go Live date 

Technical Preparation – 
Week 2  Xerox  

Notify Xerox Help Desk of new 
account status 

Technical Preparation – 
Week 2  Xerox  

Ensure Supplies, department 
readiness 

Technical Preparation – 
Week 2  Xerox  

Provide the Client Implementation Plan 
Sign Off document 

Technical Preparation – 
Week 2  Xerox  

Task Time Required (Weeks) Resources Required  

Agree on go Live date Go Live Planning –  Week 2, 
3 & 4   Client and Xerox  

Plan Xerox equipment ordering and 
installation  

Go Live Planning –  Week 2, 
3, & 4   Client and Xerox  

Present Change Management signage 
and display per client’s direction 

Go Live Planning –  Week 2, 
3, & 4   Client and Xerox  

Present End user announcement letter 
for distribution by Client Asset 
Coordinator 

Go Live Planning –  Week 2, 
3, & 4   Xerox  

Go Live with Xerox Services support in 
Help Desk, Client Asset Manager and 
all Supporting Resources   

Go Live Planning –  Week 2, 
3, & 4   Xerox  

 
The transition management phase covers the standard activities involved in 
planning, startup, and transformation of the client’s environment.  Xerox’s TMP 
methodology was developed based upon Lean Six Sigma principles and best 
practices from delivering thousands of projects for our customers. This standardized 
methodology helps to facilitate a seamless integration of Xerox solutions and 
services into your environment.  During this phase, a collaborative approach is used 
to develop a work breakdown structure with the milestones required to achieve a 
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quickly and efficiently implemented solution.  A standardized approach that includes 
workshops and checkpoints is used to verify progress against baseline milestones, 
and standard collaterals are developed to support the process.  These collaterals 
include defining specific roles and responsibilities (both Xerox and NASPO), a 
detailed procedures manual, a detailed schedule for site implementations, and 
specific project management tools to control and govern the process.   
Throughout the process, risks are measured and mitigated using a services risk 
management tool.  Also, a communication plan is established to disseminate 
information to the Xerox and NASPO project teams on a routine and timely basis.  
Overall, TMP puts processes, standards, and controls around the project phase 
which allows for a more efficient, seamless, and faster startup to bring NASPO 
through the transition phase and into the steady state, program environment. 
 
Implementation Plan 
To ensure successful management and implementation of this project, we 
developed a preliminary work breakdown schedule and project plan.  In order for this 
plan to be successful, it must be based on NASPO’s organizational objectives, 
policies and procedures and be well-planned and structured. Xerox will work closely 
with you to jointly refine the implementation plan as required to provide a smooth 
transition. 
 
Implementation Team 
The most important aspect of this implementation will be the cooperative effort 
between the Xerox team and NASPO. The expertise of these combined groups will 
help ensure the successful implementation of all Xerox solutions. Xerox has a team 
of professionals, led by the PM that will work with your organization throughout the 
implementation. The lead PM is responsible to ensure a smooth installation process 
by engaging internal Xerox partners to gain consensus and make everyone aware of 
activity and requirements for this rollout. The PM will evaluate, monitor, and inspect 
the implementation process to ensure we meet your requirements. The PM will also 
keep focus on the project plan schedule by communicating clearly with the Xerox 
and NASPO teams. 
 
Implementation Tasks 
The NASPO implementation effort will involve a number of key processes and tasks.  
Here are a few vital tasks in several categories: 
 
Equipment and Technology 
• Verify current equipment specifications. 
• Schedule equipment deliveries. 
• Outline equipment operation training to be required by NASPO end-users. 
• Verify internal Xerox teams (training, install, etc.) are informed and ready to 

support all sites according to the project plan schedule. 
 

Communications Plan for Project  
• Identify key NASPO and Xerox contacts. 
• Establish frequency of contact to communicate progress. 
• Meet with customer to document implementation requirements. 
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• Draft the initial project plan and refine into a final plan with NASPO input. 
• Establish key meeting dates and communicate information to key members who 

need to attend. 
Status and Progress Reports 
Xerox will conduct status meetings to assess progress toward assigned action items 
and process implementation. After implementation, as part of the ongoing operation, 
Xerox will also conduct regularly scheduled account reviews that will provide a forum 
for Xerox to present contract status, areas of opportunity, statistical results, and 
performance feedback.  
 

 
 

5) Describe your training approach to ensure that customers are well versed in how to 
maximize your Managed Print Services approach. Offerors should include the types of 
training available (targeted, web-based, on-site, one-on-one etc.) in their response. 

XEROX RESPONSE 
Training 
Xerox will provide and support many comprehensive on-site training, and other 
options to meet users and Departments requirements. When you place your order 
with Xerox, delivery and installation of equipment are just the beginning of our 
commitment to ensuring your total satisfaction.  
Our professional instructors are dedicated to teaching your employees how to 
maximize your Xerox solution. Training programs will be designed specifically to 
focus on the requirements of your people, and how they can become more 
productive through enhanced skills and more effective work processes. For 
example, our training sessions will address:  
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New Processes - How processes can be changed, updated or replaced with more 
effective processes to ensure you are achieving maximum productivity with each 
Xerox solution.  
Your Environment - Working within your current technical and workflow 
environment, how you can realize maximum value from your Xerox solutions.  
Device Uptime - Learning how to achieve optimal equipment uptime with your 
Xerox solutions.  
We will provide training programs for all Xerox solutions including those involving:  

• Faxing;  
• Copier/duplicators; 
• Digital Office products; 
• Office and Production color products; and  
• Production printers and publishers. 

 
Xerox provides end-users the training they need to realize the full power of their 
investment and Xerox will work with the user to ensure their strategic training needs 
and goals are met. As per the bid requirements, Xerox has provided on site 
customer training, however we also provide a variety of customer training options 
based upon customer requirements. 
 
On-site Customer Training 
Training is conducted by Xerox Certified Trainers, who are aligned geographically, to 
a small group of up to four key users including the individual(s) responsible for 
maintaining the solution.  The training is suitable for key operators, walk-up users, 
client users, and may include System Administrators. The Trainer will call to 
schedule training at a suitable time and date for both the Customer and the Trainer.  
The product must be available and the students given uninterrupted/dedicated time 
for training.  Training will be delivered at the device, upon completion of the machine 
installation, to ensure a smooth and rapid transition to your new product.  Training 
covers features and functions and is usually provided after the equipment has been 
installed and network services have been configured (including software installation) 
by a network administrator.  The standard training is 60 minutes length but may vary 
based on the configuration of the machine and options purchased. 
 
Webinar Customer Training 
For our customers who enjoy technology-based training, but also prefer training to 
be instructor-led, Xerox offers the best of both worlds. Virtual classroom training can 
be provided via Webinar. Participants can remain at their desks and participate with 
up to 20 other students in a classroom-style training session. Students will have the 
ability to ask questions and interact live with the instructor. 
Users who choose Webinar training will receive a training invitation which will 
include a link and phone number for participation in the training session. Participants 
will require access to the internet and a telephone in order to participate in Webinar 
training. 
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On-line Customer Training 
For our customers who prefer on-demand training, Xerox offers flexibility to engage 
in training when and where it is convenient for the user. Internet training sessions 
are available 24/7 through www.xerox.com and will provide our customers with the 
ability to initiate training when and where they require, using office PC platforms as 
well as other industry standard devices such as iPads, Smartphones and other 
mobile devices. Once your equipment is delivered, you will receive easy instructions, 
allowing you to access the online training. 
Training sessions are arranged into modules which will allow for easy access for 
refresher training on specific product features and functionality. Users will require 
internet access in order to participate in online training. 

 
6) How does your organization remain competitive in the managed print industry to improve 

efficiencies? How do those efficiencies transfer to your customers? 

XEROX RESPONSE 
Overall Competitive Marketplace Advantage  
Our dedication to knowing and growing with our customers is what sets Xerox 
apart from our competitors. We strive to understand each customer’s current 
environment and challenges, then work with them to provide the best fully integrated 
solution—one that will both improve efficiency and reduce costs.  
We believe in the philosophy of partnership and in providing technology and services 
solutions that will enable our customers to meet and exceed their goals and 
objectives. A few of the most significant advantages we offer include:  
• We lead the way with Managed Print Services. Quocirca, IDC and InfoTrends 

recently issued reports that place Xerox in the top tier of Managed Print Services 
(MPS) vendors worldwide. Learn why we're proud of our MPS Grand Slam.  

• Innovation is the foundation of our corporate culture. Xerox was founded on, 
and continues to thrive on, developing innovative products and solutions to help 
our customers succeed. Our commitment to focused investment in research and 
development drives innovation and customer value.  

• Xerox is a full-service provider. We offer a “one-stop” solution, encompassing 
all hardware, software, and services for both on- and off-site support. Dealing 
with one provider streamlines and drives efficiencies in the procurement process 
for you.  

• Xerox has a national (global) customer service presence. Customers can rely 
on Xerox’s global infrastructure of service coverage to support customer’s 
worldwide operations. 

• Xerox employs proven processes. Xerox employs proven methods 
incorporating our extensive document management experience and proven 
methods including Lean Six Sigma to enable the right solution and successful 
implementation for each of our customer’s specific needs.  
Our trained Lean Six Sigma experts help deliver expert business process 
consulting and assessment services. They help find ways to save up to 35% of 
our customer’s total document costs and leverage their investment in IT and 

https://www.xerox.com/en-us/services/managed-print-services/quocirca-report
https://www.xerox.com/en-us/services/managed-print-services/idc-report
https://www.xerox.com/en-us/services/managed-print-services/infotrends
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infrastructure, which can have a big impact on our customer’s bottom line, since 
document management costs consume 5 to 15% of a company's total revenues. 
Using the analytical, data-driven tools and processes of Lean Six Sigma, can 
help customers:  
- Improve consistency and quality. 
- Increase speed. 
- Reduce waste and lower costs. 
- Achieve faster cycle times and response to market demands. 

• Xerox is a leader in Sustainability. At Xerox, sustainability is our way of doing 
business. We have aligned our goals for the environment and health and safety. 
Together with our suppliers, customers, and stakeholders we strive to maintain 
the highest standards to preserve our environment and protect and enhance the 
health and safety of our employees and communities.  

• Change Management. Successfully managing change is a multifaceted process 
that relies on a series of complementary phases. There are three key phases 
involved in this end-to-end process: creating a positive change environment, 
engaging the whole organization and sustaining the change through measurable 
results. Xerox combines the best practices of change management with Lean Six 
Sigma principles to deliver a comprehensive solution that delivers measurable 
results. Our Change Scoping tools help gauge the readiness of organizations for 
transformation, and our expertise enables us to provide end-to-end support 
throughout every stage of change management.   
Xerox continue to be the leader in North America – Market Share of 
technology installations and Managed Print Services Market Share 
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7) What type of reporting is available to customers? Are customers able to access these 
reports themselves?  

XEROX RESPONSE 
The Xerox Report Manager (XRM) is designed to interface with each module within 
the Xerox Tools suite to collect, consolidate and report on asset and incident related 
activity. XRM consolidates data and inputs from several operational components into 
generate comprehensive reports and business analytics for all assets and service 
activities being managed. 
Xerox Report Manager incorporates easily understood and highly flexible reporting 
with a wide range of standard and customizable reports aggregating data directly 
from Xerox Services Manager, giving a complete view of all managed services 
activities. Xerox Report Manager becomes the data warehouse to aggregate cost, 
productivity, customer satisfaction, and service metrics. 
This powerful, Web-based application allows you to create, manage, and deliver 
reports. The data collected is reported in output formats compatible with standard 
off-the-shelf data display and analysis tools (such as Microsoft® Excel®), which helps 
leverage information more easily. Examples of reports we can provide include: 
• Enhanced Account SLA Report. 
• Enhanced Meter Volume Metrics Report. 
• Asset Details Report. 
• Job Details Report. 
• CAD Summary Report  
 
Typically, the reports are managed through the designated Account Operations 
Manager and provided to the customer in the format they desire.  Xerox has 
capability to allow customer access to the reporting system.  

 
8) How frequently do you conduct customer business reviews and what do those reviews 

include?  

XEROX RESPONSE 
Quarterly / Annual Business Reports (QBR) 
Xerox views effective Account Management as a vital element of any customer 
relationship and our standard approach is to conduct quarterly account reviews with 
our customer and key departments.  
Xerox will put in place a cross-functional account team with considerable experience 
managing the contract with individual end-users. The team would consist of the 
following members: 

• Client Manager:  This role will have responsibility for liaising internally within 
Xerox to ensure the agreed level of service, support and contract administration 
are in place to meet customer requirements. Their role is the regular running of 
the end-user customer account, relationship management, queries/clarification 
about Xerox machines, solutions, transformation services, pricing and t 
introduction of technology. 
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• Managed Print Services Specialist: Key resources to Client Manager to 
provide on-going innovative and enhance services and support to our customer. 

• Technical Analysts: Pre-& Post Sales management of all technical and IT 
related queries, provision of technical information or any software questions 

• Contract Administrator: Responsible for dealing with billing sites installs etc. 
The escalation point for the Xerox back-office. 

• Service Account Manager: Management of Service Account Review Process, 
monitoring performance against the SLA and the escalation point for all service 
issue resolutions. 

QBR meetings are about extending your innovation roadmap to move your business 
forward. Think of it as your “Quarterly Innovation Review”. This time is totally 
devoted to your business: what is on the horizon, where you want to go and what 
processes hold you back. 
Our three-stage approach to the Next Generation of MPS provides an innovation 
roadmap to take your business to the highest level of automation and simplification. 
The data gathered through MPS leads into better ways to secure and integrate 
document-based processes and information. It might suggest ways to make 
capabilities you already have work faster and at lower cost or reveal that you have 
established a solid MPS foundation, and you are ready to move to the next stage. 
We also make recommendations based on industry experience and benchmarks. 
Having a regular quarterly engagement brings discipline to ongoing innovation 
dialogues. By thinking broadly about data analysis, employee feedback and 
proposed changes, we will make sure we provide optimal value back to you. We 
have a range of solutions, and continually invest in new ones as your needs arise. In 
your QBR, we will look at where we can add value and be strategic to your business.  
For Managed Print Services solutions, Xerox will provide NASPO Participating 
Entities with detailed “views” of each metric through our Quarterly Business Review 
(QBR) process.  
The QBR provides summary output to the Strategic Review with the key stakeholders 
and will be focused on the following: 

• Review of the service level reports, trends, and overall services performance; 
• Review of the progress of the resolution of previously discussed open issues; 

and services performance relative to client strategic goals. 
• Performance Dashboard  
• Open Issues and progress toward resolution 
• Special Projects 
• Innovation Sharing  
• Strategic projects status and 
• Other topics that our customer would like to include 
• Overall costs savings analysis will be tracked in business reporting 

In summary, measurement is the key to success. This is why Xerox has invested 
heavily in a remote vendor/product-neutral asset management and support system for 
tracking every device in the environment. Our help desk, asset coordinators and 
remote data collection tools ensure that Xerox is able to measure costs and 
productivity at all times.  Our governance process ensures that this data is continually 
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reviewed by the Xerox Account Management Team for opportunities to further drive 
down cost by delivering innovation and continuous service improvements. 

 
9) What happens if a customer’s cost savings are lower than your projected cost savings? 

XEROX RESPONSE 
Monthly Reporting and Quarterly Business Reviews will provide insight into what is 
happing in your environment, using fact-based information to anticipate increases in 
volume usage, over/ under utilized devices, etc.  
Throughout the contract, Xerox will observe key trends in your document processes. 
During our Quarterly Business Review (QBR) session, we will share the results of 
our in-depth reporting tools to indicate where new technology or software is required 
in the environment that may cause NASPO Participating Entity to incur additional 
cost.  Simultaneously, the data and trends brought to the forefront during the QBR—
such as device utilization and volume fluctuations, may also help us identify potential 
opportunities to reduce costs by reconfiguring devices or using new technology or 
innovative solutions. 
 

10) Provide two (2) detailed examples of your organizations experience in implementing and 
managing MPS for government entities. Include information such as the size of the fleet, 
the type of services provided, and the outcome of the project relative to the customer’s 
expectations. 

XEROX RESPONSE 
County of Los Angeles  
Xerox successfully implemented MPS at County of Los Angeles in 2011.  The MPS 
program was a mandated project by the County Board of Supervisors.  Xerox has 
successfully implemented and installed more than 16,500 office devices.  Optimized 
the 27 departments from 56,000 to 16,000 office devices within 4 years deployment 
process.  Xerox support more than 100,000 users, more than 1,023 sites, and saved 
the County $16MM annually.  The County have over achieved their projected 
savings of $9MM and have built a foundation of standardization and print County of 
Los Angeles behavior for next phase of MPS which is secure and integrate with 
business workflow and processes to enhanced efficiency and services delivery to 
the Los Angeles citizens.  
See the County of Los Angeles Case Study on the following page. 
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Commonwealth of Kentucky  
Xerox was awarded the MPS contract for the Commonwealth of Kentucky 
September, 2012.  The contract is structured as 5 years with 5 additional 1 – year 
extensions.  We are currently in our 7th year of providing services for the 
Commonwealth.  The MPS program was a strategic initiative of the Governor who 
mandated use by all Executive Branch agencies. The contract has 4 identified 
phases: 

1.    Phase I: Discovery.  We conducted a physical survey and assessment of 
equipment in each location identified by each agency and completed end user 
interviews with each location’s key contact to determine the output needs of the 
location. 
2.    Phase II: Optimize. Following the survey, we presented the Commonwealth 
with a proposal to optimize the output fleet.  Proposals included current fleet 
state and proposed optimizations including moves as well as fleet replacements 
and all future costs.  The Commonwealth program manager then reviewed the 
proposal and either accepted or made recommendations or make changes. Once 
we had final approval by the Commonwealth, we began implementation of the 
future state design. We continue to provide ongoing fleet optimizations as 
needed and agreed to by the Commonwealth; as well as periodic reporting to the 
Commonwealth on the performance of the equipment.  We also manage 
optimizations by tracking and reporting monthly on over and underutilized 
devices and the causals for their utilization. 
3.    Phase III: Enhance. As an ongoing process, we aid the Commonwealth in 
the process of streamlining document workflow processes.  This Phase 
leverages the use of advanced functions within the MFP fleet and the creation or 
revision of current paper intensive processes to reduce paper and increase the 
use of electronic documents.  
4.    Phase IV:  Avoidance. The final phase of the MPS program is to streamline 
state processes to eliminate or greatly reduce creation or use of paper.  We are 
actively in this phase of the contract and have implemented a State wide 
enterprise content management system and workflow automation.  We are 
working with individual agencies as they onboard their legacy systems and 
identify workflow automation projects.  
 We have assessed and optimized each agency while meeting our SLA’s on a 
continual basis.  We currently manage 4,086 devices, supporting 246 groups with 
an annual savings of $4.22M.  We provide advanced solutions such as eCopy 
ShareScan, Fax2Mail and Scanners and are working with the Commonwealth on 
additional business transformation projects by completing workflow assessments. 
See the Commonwealth of Kentucky Case Study on the following page. 
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VALUE ADDED RESPONSES:  

11) What is your experience with driving and communicating Change Management? 
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XEROX RESPONSE 
All change in organizations requires a few common elements: 
1) A clear determination of what the future will be – a vision, direction and strategy. 
2) Understanding of boundaries associated with print policy and/or guidelines. 
3) Messaging with emotional and compelling elements to increase user adoption. 
2) Continual, consistent and focused communication and action from leadership. 
4) Tools and knowledge to enable the change. 
3) Leader-driven requirement for the change. 
In order to achieve cultural change, organizations must also change the way that 
individuals think and communicate. They must internalize and adopt the future. 
Themes used to promote change must become the context in which day-to-day 
operations are conducted. Terminology based on these themes must become 
common. Rewards must be focused on attainment of the common elements 
associated with the desired change. 
At Xerox, we have been transforming our company for a number of years from an 
almost purely technology-focused organization to one that is focused on bringing 
value to our customers through a combination of technology and services.  Even 
within what we still consider the "technology" portion of our business, we have been 
providing professional services and consulting to bring greater value to our 
customers. 
Specifically, in the past two years, we have begun an intensive transformation within 
this part of our business to bring additional value to the market. This transformation 
is centered around what we call "Next Generation" Managed Print Services. This 
direction and strategy has provided a common framework from which all of our 
activities are based. It has resulted in investment in and execution of bringing new 
technologies and services to the market.  Allowing Xerox to move beyond the value 
brought in early managed print services engagements derived almost exclusively 
from Assessment and Optimization of print environments, we now provide greater 
value in Securely Integrating into IT infrastructures, and Automating and Simplifying 
document-intensive business processes. This allows Xerox to bring additional value 
and compliance by embracing new technologies like tablets and smart phones and 
providing content management and workflow automation—i.e., not just reducing the 
cost of print, but reducing print as well. 
In order to accomplish these goals, we have undertaken an all-encompassing 
change in the way we work with our customers. We have engaged in extensive 
training efforts internally. We have utilized the core components of our strategy as 
the way in which we analyze our business. We have provided incentives and 
conducted contests rewarding those who are most quickly and effectively adopting 
the strategy. In short, every conversation that we have about our business is about 
how it relates the common future that we all understand. 
When we engage with our customers, we don’t think about the components of 
“change management” as separate and distinct activities. These are embedded in 
the process of moving through a project and are treated as essential components of 
the project just as important as installing, implementing, or testing. These 
components often utilize themes that resonate with end-users and provide for 
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internal marketing campaigns for the new program with consistent support and 
reinforcement from leadership. 
Additionally, in order for changes to be managed effectively, organizations need to 
know that they are achieving the desired results. This requires that a baseline be 
established (in Lean Six Sigma, a “current state”) defining specific metrics around 
which the change will be focused. The “future state” is then set with definitive goals 
for improvement of these key metrics. Measurement against these is then tracked 
and communicated so that it is clear how the changes are effecting the desired 
outcomes. 
With our customers, we perform assessments that provide a “business case” for the 
change. In other words, the justification for making specific changes focused on the 
future benefits identified. All activities around the new project are focused on and 
relate back to attainment of these benefits with each individual provided with 
understanding of how they fit into the over-all picture. This gains adoption more 
quickly as individuals understand how what they do effect the goals of the project. 
We have found that the biggest single factor in making change successful is clear, 
unwavering support from leadership. The higher in the organization from which this 
support is provided, the more successful it is in the long run. Large-scale changes 
cannot be executed effectively at the middle management level. These kinds of 
changes must be driven (and led) by leaders.  

 
12) Describe your ability to provide and support asset lifecycle management. 

XEROX RESPONSE 
Under the Xerox Managed Print Services (MPS) offering, NASPO participants would 
contract for our services, not just our products.  Our Services includes product 
rotations and end-of-life replacements.  In order to fulfill this service we have a well-
developed set of resources and tools to support asset lifecycle management. 
Asset Management Services – Asset management enables Xerox to monitor and 
manage the print output device population to enable improved device utilization, 
device availability, asset reporting, and asset control through a centralized asset 
database. 
Xerox will work with NASPO entities to identify, quantify, and prioritize fleet 
optimization and right-sizing.   We balance productivity and develop a reduction plan 
based on the company's goals and we work with the agencies to develop their end-
of-life and Print Policies for the hardware components.  Based on the established Print 
Policies we will use tools to define and analyze the current condition in the work 
environment or facility being analyzed and develop a Lifecycle plan to attain, retain, 
or remove fleet components.  From there, the remaining devices and new fleet will be 
managed by our Asset DataBase and XDM software. The assets will be monitored 
and tracked with Asset Tags assigned for each piece of equipment and with our 
software.  This will provide Asset Lifecycle Management. 
At the end-of-life for specific devices, Xerox will work with the NASPO contracting 
entity to utilize the “Dispose” component of our MACD process.  This will create the 
necessary documentation and properly dispose of equipment. 
Xerox will manage the disposal of assets for the NASPO entity and will to work with 
to ensure that disposals are conducted in a secure and sustainable manner.  
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In the early 1990s, we pioneered the practice of converting end-of-life electronic 
equipment into products and parts that contain reused parts while meeting new-
product specifications for quality and performance.  
We design our machines with the minimum number of required parts and with high 
durability and reuse capability in order to encourage multiple product lifecycles. During 
the active phase of a product, all returned equipment is evaluated for reuse 
opportunities throughout the Supply Chain. Finally, all parts are coded with disposal 
instructions, so they are easy to recycle in the most effective manner during the end-
of-life/end-of-service phase of the product life.  
We have developed a comprehensive process for taking back end-of-life products and 
have established a remanufacture, parts reuse and recycling program that fully 
supports our waste-free initiatives. 
While Xerox has long been committed to responsible end-of-life management of 
equipment, the proliferation of e-waste regulations has created a need for multiple 
programs in different countries and even states. The subtle differences in 
requirements among these regulations pose challenges from a process consistency 
and efficiency standpoint. For example, with the implementation of the European 
Union’s Waste Electrical and Electronic Equipment (WEEE) Directive, we continue to 
operate our European take-back program to enable equipment remanufacturing and 
parts reuse. We also participate, as needed, in European member states’ individual 
collection and recycling programs. 
In the U.S., Xerox recently partnered with a large electronics recycler to ensure that 
our customers have a means to have their old imaging devices processed in a 
responsible manner. The program is consistent with the requirements defined in the 
various manufacturer take-back initiatives. 
We carefully manage suppliers who provide recycling and waste disposal services. A 
waste vendor approval process assesses the safety and environmental practices as 
well as compliance history of each vendor. Where appropriate, we require these 
companies to document the final disposition of materials sent to their facilities, 
including electronic scrap. Xerox does not allow its vendors to send electronic scrap 
to developing nations for processing. We strive to work with only those recyclers who 
have implemented voluntary programs that are certified by accredited organizations. 
The programs are U.S. EPA’s Responsible Recyclers (R2) or the Basal Action 
Network’s e-Stewards standards. In addition, in 2014 Xerox’s two U.S. equipment 
processing facilities achieved R2 certification. 

 
13) Describe your ability to support cloud technology for print job management. 

XEROX RESPONSE 
Xerox recognizes that mobile technologies have changed where and how business 
gets done. And while work can continue from virtually anywhere, people still need to 
print—conveniently, wherever and whenever their business requires. This is where 
Xerox can help with powerful and flexible. The workplace is changing. We all work 
differently and have access to more technology. Xerox Workplace Solutions help 
ensure your print devices are as connected as you are without sacrificing 
convenience, security or affordability. 
Every business needs to print. But every business wants print to be cost-effective, 
secure and flexible enough to unleash the full potential of your increasingly mobile 
workforce. Xerox Workplace Solutions boost productivity and reduce costs with a 
modular print management and mobility solution. 
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Control and manage your printer fleet while enabling mobile productivity with 
simplified workflows, convenience and security—for any brand of printer, anywhere. 

• Authentication and Access Control  
• Use any one of our flexible authentication methods to conveniently and 

securely release your print jobs or access your device. Have peace of 
mind knowing that only authorized users can safely access sensitive 
data or services that you define. 

• Print management authentication options are compatible with a wide 
range of industry-standard secure readers and cards. Choose card, 
cardless or phone/tablet-based authentication. 

• Content Security and Print Rules  
• Our content security workflow option1 safeguards against intellectual 

property loss by monitoring the documents being printed, copied or 
scanned across your entire fleet for specific text (e.g., “Confidential” or 
“Internal Use Only”). Content owners or administrators are notified 
when user-defined words or phrases are detected within jobs. 

• Print rules help take back control of your printers to reduce print 
volume and reduce costs by incorporating print rules to restrict access 
to features and devices. 

• Mobile Printing Made Easy  
• Make mobile printing simple and seamless, even with complex network 

configurations. Users can get up and running without needing IT 
support, which raises productivity for everyone. Submit your jobs to a 
single queue from your desktop PC or mobile device. Then you can 
review jobs, select job settings, or print or delete jobs from any 
networked printer. 

One Solution, Two Hosting Options 
Xerox Workplace Solutions offer two hosting options: a server-based, on-premises 
option or a cloud-based option. 

• Your Server, On Your Site  
• Xerox® Workplace Suite is the ideal choice for those who need 

productivity for mobile devices and workers, but have additional 
requirements for data control. 

• Xerox Workplace Suite provides on-premises, server-based print 
management and mobile access for your printer fleet. It offers the 
benchmark security, convenience and usage insights you need to 
unleash productivity and reduce costs. 

• Simple Setup, Cloud Administration  
• Our easy-to-use, IT-friendly Xerox® Workplace Cloud frees you from 

security risks. It offers convenience, usage insights and dashboard-
based monitoring and control of your entire printer fleet. 

• Xerox Workplace Cloud is the ideal choice for organizations with 
limited access to IT support, and companies with more than one 
network or that are looking to reduce their infrastructure. 

• Manage Xerox Workplace Solutions yourself or have us take care of 
everything. Either way, you’ll have total control and the freedom to 
focus on your core business. 
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The Xerox® Workplace Cloud delivers print management and mobility 
workflows serving any account with requirements for reduced print infrastructure. 
It is easy to set up and use, so it’s the ideal choice for businesses or 
organizations with limited access to IT or looking to consolidate IT resources. 
Since it is cloud-based, it works across multiple networks, giving you complete 
control over every printer at every location. 

Key Features 

Authentication and Access Control 
Authentication options are compatible with a wide range of industry-standard 
secure readers and cards. Chose card, cardless, or even mobile device-based 
authentication using NFC, the Xerox® Print Portal App and a QR code to unlock 
devices. Use essential print rules to take control of costs and restrict access to 
devices/features at the user/group level. 

Mobile Printing 

Make printing from mobile devices flexible and easy. Send print jobs from Windows 
OS devices, Google Chromebooks, Mac OS, Linux, and mobile app printing for 
iOS, Android and Windows Surface tablets. With a traditional pull/follow printing 
workflow, send jobs to a single queue for release and retrieve when ready. 

Accounting, Reporting, and Rules 

Administrators can closely monitor printing across the organization with 
consolidated fleet reporting and accounting capabilities. An at-a-glance dashboard 
provides rapid insights into print activity and status. The ability to see top users by 
departments or usage mode helps administrators take control of costs. 

Client Challenges: 
Mobile technology has changed the way we work. Organizations are looking for an 
affordable cloud print management solution to save time and money, while at the 
same time controlling and securing printer fleets. They also want to enable worker 
productivity with advanced mobility that doesn't slow them down or add additional 
IT overhead. 

Key Challenges 

Mobility 
• Mobile professionals are looking for a convenient, secure, way to print their 

office documents. 
• Companies want a user- and IT-friendly solution that prints from various 

brands of mobile devices, to various brands of printers. 
• Guests, clients and staff have a need to print conveniently at your site. 

 
Security 
• You need a scalable but affordable method for advanced reporting of logins 

and device history 
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Why Choose Xerox? 
• The cloud print management service offers an effective, open design that 

allows you to add capability as you need it, whether you need additional 
mobility or security features. 

• Cloud authentication provides flexibility for large enterprises that have 
multiple networks and small organizations that need flexibility. 

• Printer fleets today are a mix of devices. MFP's and printers from more than 
vendor is quite common. Why not take better control of these assets? 

• Faithfully, accurately convert your Microsoft Office® documents without the 
concern of losing format or data. 

The Xerox IT Advantage 
• No more concerns about managing applications for specific mobile devices.  
• Now you have more choices to print where and when they want.  
• No need to manage unique drivers for all different print devices in your 

organization. 

 
14) Describe how your proposed technology will guarantee security solutions such as: 

intrusion detection, user authentication, protecting content integrity, and pull printing. 

XEROX RESPONSE 
Security is a top priority for every business. Xerox ConnectKey® technology exceeds 
industry standards for security features and technologies. 
1. Intrusion Prevention 

ConnectKey Technology utilizes a comprehensive set of capabilities that prevents 
malicious attacks, the proliferation of malware, and misuse of/unauthorized access 
to the printer, whether from transmitted data or direct interaction at the device. 
All possible access points are secure, including the user interface and input ports 
accessible to walkup users as well as PC, server, mobile devices or cloud 
connections. 

2. Device Detection 
Xerox ConnectKey Technology runs a comprehensive Firmware Verification test, 
either at start-up* or when activated by authorized users. This provides alerts if 
any harmful changes to the printer have been detected. McAfee® Whitelisting** 
technology constantly monitors for and automatically prevents any malicious 
malware from running. 

3. Document and Data Protection 
Our comprehensive security measures don’t stop with preventing unauthorized 
access to your printer and securing your information from the inside. ConnectKey 
Technology provides capabilities to prevent intentional or unintentional 
transmission of critical data to unauthorized parties.  
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From protecting printed materials by not releasing documents until the right user 
is at the device, to preventing scanned information reaching beyond its intended 
recipient, ConnectKey Technology offers the safeguards you need to keep your 
most critical data assets safe and secure. Xerox also protects all your stored 
information, using the highest levels of encryption. You can delete any processed 
or stored data that is no longer required using National Institute of Standards and 
Technology (NIST), and U.S. Department of Defense approved data clearing and 
sanitization algorithms. 

4. External Partnerships 
ConnectKey Technology provides extra security standards through our partnership 
with McAfee®. We measure our performance against international standards with 
certifications like Common Criteria and FIPS 140-2 to ensure our devices are 
trusted in even the most secure environments. 

5. User Authentication 
The ConnectKey platform can integrate to authenticate to the device via Active 
Directory authentication, PIN code or most access card technologies.  As a result, 
the ConnectKey system investment is leveraged as both an output device and as 
an on-ramp to business process and document management.  Benchmark 
ConnectKey security and reduced administration and IT burden make this system 
the industry’s most productive and robust solution 
AltaLink products feature McAfee® security whitelisting technology which has 
been a part of ConnectKey value proposition. VersaLink products do not include 
the McAfee feature, but support still support intrusion detection and content 
integrity features to provide security. 
Xerox® devices have always been secure, McAfee offers an additional layer of 
intrusion security for those customers that require that added level of security.  
All VersaLink and AltaLink devices are protected with features such as hard disk 
256-bit encryption, disk overwrite, card reader authentication, user access 
controls, user permissions, and digital signage. Both product families conform with 
industry standards and certifications like FIPS 140-2, Cisco TrustSec® and 
Common Criteria Certification.  
For more details on Xerox security visit 
www.xerox.com/security.  

6. Pull Printing  
Xerox technology can allow integration with both 
Xerox and 3rd party Authentication Access 
Control and Accounting (AAA) solutions.  Xerox 
has a full featured pull printing solution that can 
provide additional cost savings, security 
compliance, and user based metrics. In addition, Xerox partners with all of the 
leading AAA/Pull Printing solution providers.  Additional details can provided 
based and a solution can be modeled based on your specific requirements.  

 

http://www.xerox.com/security
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15) How do you handle network and data security issues? What measures do you take to 
protect sensitive customer information? 

XEROX RESPONSE 
Xerox initiated the Office Product Security Program in 
February, 2000; with this program, we have consistently 
advanced the security behaviors of our Office portfolio to meet 
the increasingly stringent needs of our customers. In April, 
2002, we introduced a disk overwrite option for our 
departmental devices and have followed with disk overwrite 
options for all disk-full Office products since that time. Use of this overwrite function 
assures our customers that residual data from any copy, print, or scan will be 
overwritten using a U.S. Department of Defense recommended 3-pass process. 
Image overwrite has been the recommended mechanism to protect customer data 
since its introduction. 
• Disk Encryption – Effectively protects data at rest from unauthorized access. 

Image overwrite is effective at removing data from the hard drive once the data is 
no longer needed.  Xerox uses state-of-the-art AES 256-bit encryption to secure 
data at rest.  

• On Demand Image Overwrite – Executed prior to removal or as needed to 
remove all image data from disk or other non-volatile storage.  

• Immediate Image Overwrite – Automatically executed immediately after jobs 
are completed to remove image data from disk or other non-volatile storage.  

• Scheduled Image Overwrite – Automatic, daily overwrite of all image data from 
disk or other non-volatile storage including any pending jobs.  

For highly classified data, or if no overwrite capability is available, removing and 
destroying the disk drive may be the appropriate safeguard. Also, most copiers and 
multifunction devices that have hard disks include a disk encryption feature which 
encrypts all stored customer image data with the state-of-the art AES encryption 
algorithm.  
 
FIPS 140-2 specifies four levels of security (Level 1 through Level 4).  Each 
incremental level defines an increase in security ranging from the use of approved 
algorithms/security functions for cryptographic modules (Level 1), all the way up to 
stringent (detection-of/reaction-to) physical security requirements encasing the 
cryptographic modules (Level 4). 
The Xerox implementation of the FIPS 140 Feature has been designed to meet or 
exceed the standards defined within FIPS 140-2 Level 1 requirements. 
 
FIPS140-2 Compliance Validation  
When enabled, the product will validate its current configuration to identify 
cryptographic modules in use. Modules which are not FIPS 140-2 (Level 1) 
compliant will be reported.  
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16) Describe your remote device monitoring services. Do you obtain meter reads 
automatically? Do you have an automated toner replenishment program? 

XEROX RESPONSE 
Xerox Tools is the proprietary software platform used by Xerox delivery 
organizations to provide clients with a comprehensive managed print service that 
includes asset tracking, break-fix and supplies management, reporting and problem 
management tracking services.   
Xerox Tools enable Xerox to effectively manage your output assets in a proactive 
and pre-emptive manner, maximizing the productivity of your end users and IT staff.  
The system automatically monitors and collects device status alerts and meter read 
data from all your network connected printers and multifunction devices, regardless 
of manufacturer.  Device alerts are automatically escalated to the Global Delivery 
Center Help Desk and resolved quickly, often before your end users are even aware 
of the problem.  
With this system in place, Xerox can perform some of the device management 
functions that previously required someone to be on site. Device configuration, print 
driver management, and software version control can all be performed remotely, 
eliminating the need for many service calls.  Device locator and mapping capabilities 
are also enabled. 
Xerox Tools automatically feeds the data it collects from all networked output 
devices to a central database, providing an up-to-date asset management system 
that can be used to track location, contacts, service level agreements and costs. 
Financially, this includes inventory tracking, depreciation, and budget center 
ownership. It retains and reports on all the customer assessment and financial data 
that was collected during the due diligence phase of the account engagement 
process, providing on-going total cost of ownership reporting.  
Receiving timely and accurate reporting on fleet performance is a critical enabler to 
ensure that Xerox meets its agreed financial objectives and Service Level 
Agreements (SLAs).  Within the service delivery process, the Tool Suite can track 
how well we are responding when devices run out of supplies or machines jam or 
need service. As part of Service Operations and Technology Management 
processes, we track how long the devices are down and when they are restored. 
When calls come in to the Global Delivery Center Help Desk by phone or through 
the web-based Services Portal, incident records are generated and tracked through 
resolution.  
Highly detailed reporting from Xerox Tools falls into the Service Report Management 
within the GSDM model.  Some of the highly-detailed reports include the following 
account information: 

• Enhanced Account SLA Report: Presents incident and 
asset information associated with incidents, in a series of 
trend or snapshot graphs.  Contains overall site and summary 
worksheets. 

• Enhanced Meter Volume Metrics Report: Volume related 
metrics for each asset meter in the Pricing plan.  Includes 
worksheets with pivots and charts. The Meter Summary 
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Report captures the print volume of all Xerox and third party assets on a monthly 
basis.  This report can be used to evaluate fleet performance and guarantee 
accurate billing.  The summary tab provides a quick overview of print volume and 
subsequent tabs offer more detailed information on specific machines, models, 
manufacturers, and data related to billing.  The historical data in this report can 
be used to increase fleet efficiency and verify that each device is providing 
maximal value. 

• The Asset Details Report: The Asset Details Report builds upon the Meter 
Summary Report by measuring other aspects related to performance for all 
Xerox and third party machines.  The summary page of this report reviews 
volume and performance and identifies the top ten best and worst performing 
devices.  All assets associated with the account are listed by manufacturer and 
model.  The Incident Report lists all jobs and service calls for these machines.  
This information is trended in the Incidents Historical Report.  The Assets 
Historical Report also provides a monthly view of each asset and details uptime. 

• The Job Details Report: The Job Details Report provides a summary and 
analysis of your account team’s performance.  Each job is reported by type of 
service, accuracy of fulfillment, and timeliness of fulfillment.  Job details reported 
include specialized information for specific services, such as the average 
duration of a mail run.  The Service Jobs Flow Reports provide virtual audit trails 
which enable the analysis of efficiencies and opportunities for improvement.  
Non-contracted services appear in the Value Add Summary.  Several trending 
reports provide historical views of the data. 

• The CAD Summary Report: The CAD Summary Report allows your account 
team to track Customer Action Documents (CADs) to ensure top performance 
and customer service.  CADs are submitted by the customer or by Xerox.  This 
report lists CADs by target resolution date.  Items to be discussed in the next 
Customer Communication Meeting are flagged.  The CAD Summary Report 
encourages relationship growth and delivery of customer service beyond the 
metrics established in the contract. 

The Xerox Managed Print Services solution includes a just-in-time proactive supplies 
replenishment process that applies to all networked print devices regardless of 
device type or manufacturer for all locations. This process ensures that printers and 
MFPs are provided with supplies in a timely way and with minimal action on the part 
of end users or IT. The Xerox Tool Suite monitors device consumable 
levels and proactive monitoring alerts the Help Desk team when supplies 
get low.  
The Help Desk orders the consumables for delivery “just-in-time” NASPO 
Participating Entity personnel are no longer required to order or purchase 
any consumables. Xerox designed the just-in-time supplies replenishment 
program to comprehend the shipping times required to get supplies to NASPO 
Participating Entity’s remote locations.  
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17) Describe any recycling programs that you offer and how customers can utilize them. 

XEROX RESPONSE 
Xerox Green World Alliance 
The Xerox Green World Alliance reuse/recycle initiative provides a collection and 
reuse/recycling program for spent imaging supplies. GWA is central to our 
commitment to waste-free products. 

Currently, more than 35 countries participate in the Xerox Green 
World Alliance. Each has its own GWA country Website that 
describes the processes available to the customer or the appropriate 
points of contact for more information. Worldwide, our customers 
returned over 3.9 million cartridges, toner containers and other used 
supply items in 2014, equating to 3,700 metric tons. 

Although our consumables returns programs have been in existence for two 
decades, we continue to enhance them.  Major improvements include the North 
American EcoBox program, enabling customers to order a set of recycling boxes 
and return multiple used imaging supplies, such as toner bottles and cartridges, in 
one box. More information on Xerox’s consumables returns program is available at 
the Xerox Green World Alliance website: www.xerox.com/gwa  
Xerox has partnered with Close the Loop®, Inc. in the United States to ensure the 
raw materials in the toner cartridges you return are recovered and reused. The 
closed-loop process ensures no waste ever reaches the landfill and reduces the 
demand for raw materials by reusing toner cartridge byproducts. 
Close the Loop (CtL) is a world leading recycler of toner cartridges and imaging 
supplies. Xerox has partnered with CtL to collect and manage toner recycling using 
a patented materials separation process that recovers used materials for reuse in 
new products. 
Remanufacture 
On average, approximately 60% by volume of the used cartridges returned to Xerox 
are remanufactured. Remanufactured cartridges, containing an average of 90% 
reused/recycled parts, are built and tested to the same performance specifications 
as new products. Remanufacturing a cartridge saves up to 80% of the energy that 
would be required to produce a new cartridge and keeps on average 2 lbs. of used 
materials from winding up in landfills. Since millions of pounds of cartridge waste are 
disposed of each year, remanufacturing is an important environmental solution. 
Recycle 
The other 40% of supplies returned to Xerox are recycled to 
recover all the component materials. The average returned 
used cartridge is composed of 40% plastic, 40% metal and 
smaller amounts of rubber, paper, foam, and toner. Xerox 
has partnered with Close the Loop to recycle all returned 
cartridges that do not meet our stringent standards for 
remanufacture. CtL uses a patented process to break down a cartridge into its 
component parts. After separation and cleaning, the components are returned to the 
market as usable raw materials, with zero waste to landfill.  

http://www.xerox.com/gwa
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Returned products are sorted, and items suitable for remanufacturing are cleaned, 
inspected and then remanufactured. Remanufactured cartridges, containing an 
average of 90 percent reused/recycled parts, are built and tested to the same 
performance specifications as new products. Items that are not suitable for 
remanufacturing are recycled or recovered through energy from waste. Recycled 
waste toner and toner reclaimed from manufacturing that qualifies for reuse may 
account for 25 percent of the weight of new toner, without compromising toner 
functionality. Reusing waste/reclaimed toner saves several million dollars in raw 
material costs each year. 
Rehabilitate 
CtL also reuses plastic in the manufacture of a durable construction product called 
eLumber®. eLumber is a timber replacement product that is particularly useful in 
outdoor applications such as raised flower beds, planter boxes, and fencing. Each 
year thousands of dollars of eLumber are donated to Habitat for Humanity for use in 
housing for low-income families and their disaster response program. 
Supplies Recycling Process 
Our improved Supplies Product Take Back Program in the U.S. suggests the 
following options for recycling your used Genuine Xerox Branded supply items 
based on environmental impacts, technologies available and financial 
considerations.    

• Recycle locally when services are available and product recovery is not 
beneficial – reduces unnecessary resource consumption. 

• Download a pre-paid single item return label to return your Genuine Xerox 
Branded supply items.  Xerox funds all recycling/recovery costs and shipping 
costs for those items on our Single Item Return Take Back List.  

• Return your used Genuine Xerox Branded supply items in multiple quantities 
using the free Xerox EcoBox or Pallet Return Process to reduce freight and 
processing requirements. Xerox funds all recycling/ recovery costs and shipping 
costs on EcoBox Returns and Pallet Returns.  

How do I recycle locally? 
For those products not on the Take Back List, Xerox encourages our customers to 
recycle locally, when possible. Local recycling reduces fuel consumption and the 
emission of greenhouse gasses associated with transportation. There are several 
ways you can recycle locally:  

• Some products (such as #2 plastics) may be recycled in your local mixed plastic 
stream. 

• Contact your Municipal Waste Service or Industrial Recycling Provider for 
information and recycling locations.  

• Check your local area for public drop off sites for consumer products recycling. 
 
 
 
 
 

http://www.xerox.com/digital-printing/latest/GWALT-01UA.pdf
http://www.xerox.com/digital-printing/latest/GWALT-01UA.pdf
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18) Please describe how you will monitor and manage print devices to include: 
• Network access 
• Fleet configuration and utilization 
• Management of customer owned or legacy equipment, including parts, labor, supplies, 

and moves 
• On-going assessments, which shall include, but not be limited to: continuous process 

improvement, device utilization, fleet performance, cost saving opportunities, green 
spend, consumables spend, break/fix, and service level standards 

• Removing and disposing of Devices, including recycling programs that you offer and how a 
customer can utilize that program. 

XEROX RESPONSE 
The Xerox Tool Suite is the front-end application of our MPS offering that 
discovers, installs, configures, manages, monitors, and reports on any type of 
SNMP-based printing device attached to an IP network, regardless of manufacturer. 
Xerox Tools communicate all of this information via a secure link to the Xerox hosted 
facility. Xerox Tool Suite is Xerox proprietary software and part of the infrastructure 
that facilitates the delivery of managed print services by Xerox personnel, which only 
Xerox personnel can access.  
Xerox Tool Suite discovers network-connected printers within designated areas of 
an enterprise (via IP subnets). It conducts status and meter polling as well as 
collects device and status history information. Xerox Tools provide clear and concise 
status for all networked printers, with the ability to group printers as required for 
reporting. In summary, it performs the following:  
• gathers and reports on printer status  

• discovers and manages network-connected printers and print servers  

• collects meter and device history information  

• monitors printers and print servers for status and alert conditions with auto ticket 
creation  

• initiates troubleshooting tests on single printers (or multiples in a group) and 
display the results  

• creates and manages configuration sets used to set up printers and multi-
function devices  

• upgrades printer firmware  

• communicates required information to the secure hosted site  
 
All contract reporting will come from the hosted facility application, Xerox Report 
Manager. Xerox Tool Suite also has limited reporting capability, which may be used 
for archive or validation purposes, such as reports on device alert history tables and 
a security audit report.  

 
Network access  
For a full Xerox Office Services implementation, Xerox® Device Manager will require 
access to the Internet via SSL for integration with Xerox® Services Manager. For 
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successful management by Xerox Device Manager, all SNMP-based printer devices 
should support the mandatory MIB elements and groups as defined by the following 
standards:  
• RFC 1157 SNMP Version 1  
• RFC 1213 MIB II-for TCP/IP-based Internet  
• RFC 1514/2790 Host Resources MIB v1/v2  
• RFC 1759 Printer MIB v1  
• RFC 3805 Printer MIB v2  
• RFC 3806 Printer Finishing MIB  
• Optional: RFC 2271-2275 SNMP V3 Architecture  
 
Fleet configuration and utilization  
Right-sizing the Document Output Infrastructure  
Today’s highly complex and diverse mix of office technologies can add significant 
cost, complexity and inefficiency to any business. Here are some startling statistics 
we’ve compiled from thousands of on-site visits and interviews with more than 
100,000 people:  
• On average, companies have one device for every 2.2 workers.  
• The average age of devices is 5.6 years.  
• On average, devices are used only 2 percent (about 15 minutes) of a typical day.  
• Companies can face output costs of nearly $800 to $1,000 per office-based 

employee per year.  
 
The good news is that companies who implement effective device management can 
save 10 to 30 percent on their printing costs. However, such savings cannot be 
achieved through traditional procurement bidding procedures alone.  
By taking a more holistic view of the output environment, Xerox can help you see 
many opportunities for improved efficiency. We begin with a thorough assessment of 
your current state.  
 
We focus on three key areas to gain a comprehensive understanding:  
Voice of the Customer: We gather voice of the customer data to identify your 
unique requirements for applications, software or workflow processes. The process 
includes customer surveys, interviews and workshops to gain a complete 
understanding of the environment and valuable knowledge about the impact of non-
conformance on end-user productivity.  
 
Voice of the Process: We analyze NASPO ValuePoint’s environment and overall 
infrastructure to support the current and optimal operational state. We develop tools 
such as process maps and workflow diagrams for functional areas such as the help 
desk and processes such as maintenance escalation and supplies ordering and 
replenishment.  
 
Voice of the Environment: Our methodology uses actual customer data gathered 
from NASPO ValuePoint’s users, procurement, finance, accounting, etc. We don’t 
use implied costs or averages. This enables us to compile a complete set of data 
metrics that compares your organizational performance to that of others in your 
industry. These metrics are the foundation for understanding your opportunities.  
Balanced Deployment  
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Once your office environment baseline is established, we work together to develop a 
plan which maximizes savings through right-sizing while delivering optimal 
operational efficiencies. To achieve balanced deployment, it is important to choose 
the right technology to fit each specific situation regardless of manufacturer and 
vendor. In a world of analog technology, speed, image quality and price were the 
primary criteria for decision making. However, in a networked environment, the 
performance criteria are very different.  
 
Software and technological design determine how devices process files and impact 
the effective print speed. Understanding the impact of print efficiency helps you 
achieve the right formula for employees, devices, and daily volume.  
 
Another area to consider when right-sizing your document output infrastructure is the 
type of work being done. For example, some groups may require high-volume 
scanning; HR and Finance may need secure printing, and Marketing may want 
graphic arts quality color output. Running costs and speed are important, but 
network performance and user productivity are far more important when trying to 
optimize your document infrastructure.  
 
Only when you have fact-based knowledge of the current state, a broad portfolio to 
draw on, and a clear vision of an optimal office environment can NASPO ValuePoint 
realize significant and increased productivity.  
 
Quarterly Business Reviews  
Maintaining continuous and open communications between Xerox and NASPO 
Participating Entity is a fundamental component in building a strong, productive, and 
mutually beneficial relationship. NASPO Participating Entity representatives and the 
Xerox Account Team will hold Business Review meetings on a quarterly basis, or as 
requested by NASPO Participating Entity. The Quarterly Business Reviews (QBRs) 
hosted by Xerox with NASPO Participating Entity will be a key part of our approach 
to Account Management.  
 
This meeting is a 50:50 mix of operational and strategic innovation content and the 
primary purpose of the QBR is to: 

• Review of the service level reports, trends, and overall services performance; 
• Review of the progress of the resolution of previously discussed open issues; 

and 
• Services performance relative to client strategic goals. 

 
The QBR provides summary output to the Annual Strategic Review (ASR) with 
NASPO Participating Entity key stakeholders and will be focused on the following: 

• Performance Dashboard of the SLA/KPI performance; 
• Open Issues and progress toward resolution; 
• Special Projects; 
• Innovation Sharing; 
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• Strategic projects status and 
• Other topics that NASPO Participating Entity would like to include 

In summary, measurement is the key to success. This is why Xerox has invested 
heavily in a remote vendor/product-neutral asset management and support system 
for tracking every device in NASPO Participating Entity environment. Our help desk, 
asset coordinators and remote data collection tools ensure that Xerox is able to 
measure costs and productivity at all times.  Our governance process ensures that 
this data is continually reviewed by the Xerox Account Management Team for 
opportunities to further drive down cost by delivering innovation and continuous 
service improvements.   
Sustainability 

Our goal is to produce waste-free products and services for our customers and 
waste-free facilities across our real estate portfolio and within our customers’ 
workplaces. Our aim is to design products, packaging and supplies that make 
efficient use of resources, minimize waste, reuse material where feasible and 
recycle what cannot be reused.  Our best practices, policies and efforts in this space 
are vast: 

• All Xerox products contain between 0-5% post-consumer recycled plastic 
content. 

• Xerox’s Green World Alliance (GWA) initiative provides a collection and 
reuse/recycling program for spent imaging supplies. GWA is central to our 
commitment to waste-free products.  Learn more at www.xerox.com/gwa. 

• Our Solid Ink imaging process uses compact, “cartridge-free” Solid Ink sticks with 
no plastic housings or casings. This reduces print-related waste by up to 90 
percent compared with comparable color laser products laser products.  

• We have had major waste reduction efforts in place in our operations for many 
years. We reuse boxes, pallets and containers for parts delivery. We recapture 
toner that is outside the acceptable size range during manufacturing, recycle 
returned equipment and reuse totes for recycling scrap metal and paper.  

• Our Product Takeback and Recycling program manages equipment at end of life. 
Begun in the early 1990s, Xerox has pioneered the practice of converting end-of-
life electronic equipment into products and parts that contain reused parts while 
meeting new-product specifications for quality and performance. We have 
developed a comprehensive process for taking back end-of-life products, and 
have established a remanufacture, parts reuse and recycling program that fully 
supports our waste-free initiatives. 

• We design our machines with the minimum number of required parts and with 
high durability and reuse capability in order to encourage multiple product 
lifecycles. During the active phase of a product, all returned equipment is 
evaluated for reuse opportunities throughout the Supply Chain. All parts are 

http://www.xerox.com/gwa


Page 39 of 39 
 

 

coded with disposal instructions, so they are esy to recycle in the most effective 
manner during the end-of-life/end-of-service phase of the product life.  

• Since the early 1990s, we have managed environmental performance in our 
manufacturing operations to an internal benchmark known as Waste-Free 
Factory. Our commitment to the goals of this initiative, along with global 
implementation of an ISO 14001-conforming environmental management 
system, has driven environmental performance improvements over the last 
decades.  

• We strive to eliminate, reduce, reuse and recycle packaging. Our commercial 
equipment is designed and tested to be shipped without any requiring packaging. 
We strive to eliminate or reduce packaging wherever feasible. (Examples of 
packaging and distribution can be found in the Preserving the Planet/Sustainable 
Services and Products section of the Global Citizenship report. 

• Whenever possible, we encourage you to recycle packaging locally as it reduces 
greenhouse gas emissions associated with transportation. However, if unable to 
recycle locally, we offer a packaging take-back and recycling service to our 
customers for Xerox branded products, where customers pay for the return 
shipping and Xerox pays for the recycling. If interested in this service, please 
send your packaging to: Xerox Corporation, ESSO – Scrap, 6500 State Route 
63, Middletown, OH 45044 , ATTN: EPEAT Packaging Returns 

• Xerox joined the Sustainable Electronic Recycling International coalition as a 
founding member of the "R2 Leader Program". SERI is a non-profit organization 
devoted to advancing sustainable electronics reuse and recycling globally. R2 
Leaders commit to support responsible and sustainable electronics repair and 
recycling as described in the R2 Standard. Additionally, R2 Leaders, including 
Xerox are taking leadership roles in projects for responsible reuse and recycling 
around the globe. 

 

 

 


