
pain management FOR corporate print managers
10 warning signs your technology provider hasn’t earned partnership status.

79%

79% of business buyers say 
it’s absolutely critical or very 
important to interact with a 
salesperson who is a trusted 
advisor — not just a sales rep 
— who adds value to their 
business. —  SALESFORCE RESEARCH



Thanks for taking the time to read our eBook.  Additional 
insights can be found at The Datamax Thinking Blog:

www.datamaxtexas.com/blog/topic/key-accounts

Seven out of ten (71%) 
IT leaders state they 
spend up to half of 
their total budget on 
external technology 
vendors and service 
providers. 
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... THAT’s A LoT. Given such a sizeable 

investment, has your technology 
provider earned your partnership?

EBOOK INTRODUCTION

— CIO Executive Council & IDC 2016
    Strategic Partner Index (SPI)

With so much at stake, we certainly hope they have. In the following pages, Datamax shares 10 Warning Signs That Your Technology 
Provider Hasn’t Earned Partnership Status. By comparing these real-world scenarios with your own corporate landscape, you can 
validate current pain points – and potentially how to alleviate them. Whether you’re an IT Director, a Fleet Supervisor, Procurement 
Manager or CFO, your relationship with vendors directly influences how well you capitalize on your technology investment.
From rudimentary tasks like toner fulfillment, to all-encompassing initiatives like workflow optimization and assessing your Total
Cost of Ownership, how committed – and capable – is your provider with helping you overcome technology challenges and meet
corporate objectives?

We believe appraising partnership status comes down to four simple questions:

1. Do you trust your current technology provider?
2.  Have they revealed ways that they care?
3.  Have they proven that they can help you?
4.  Have you exPERIENCED any OF THE FOllowing 

10 warning signs common to the industry?



Are your copiers, and the workflows and costs associated with them, a
scattered mess?  Is it keeping you from running at optimum e�ciency?

Every organization’s needs shift over time. Corporate accounts are constantly a�ected
by real world changes within and outside of their organizations (department additions,
acquisitions, relocation, etc.). Right-sizing your fleet (right device mix, right location, right
application, right volume) should be given thoughtful consideration, and then re-discussed with your 
technology provider. The right partner can clean up the cluster, get it right – and keep it right.

“Our fleet, our workflows, and our costs are a cluster.” 
— Mary B., Office Administrator

Right-sizing the fleet
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Beyond your monthly invoice, how in
tune are you with your print spend?
How deep is your technology
provider willing to dig to uncover
hidden or fluctuating print costs?

Specific tools can perpetuate your
understanding of technology spend and
proactively manage it from beginning to
end of your contract. Track and assess
current device trends. Establish print rules
and print restrictions on certain devices. Also, a
trusted partner will better manage your spend with
measurable, agreed-upon service level agreements to
help predict hard and soft service-related costs.

“Our current vendor has done very little to help us 
manage our print spend from day one.” 
— frank k., Coo

Understanding & managing ongoing print spend
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Shouldering the burden of service requests takes enough time. The time it takes your provider
to respond and provide resolution only adds to wasted productivity… and added frustration.
Proactive Account Management means anticipating device issues through powerful tools (to
prevent larger issues, longer downtime), clearly defined support methodologies and a
clear understanding that your productivity is on the line when equipment is down.

A trusted technology partner will be up front about how service will be
communicated, delivered, measured and reviewed on a regular
basis; and then proactively meeting or exceeding those
standards with measurable results.

“Since the burden of 
requesting service is 
mine, my vendor isn’t 
managing much — let 

alone my account.”  
— Jene T., IT Director

Proactive service management
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“We’re out of toner again. Everybody seems to be 
waiting on someone else — or me.” 
— Stephen M., Purchasing Manager

Have you ever hit the Workflow Wall?

If multiple devices (or even just one) are routinely out of toner – and everyone’s 
looking around at each other with shrugged shoulders – you’ve hit that wall. 
Productivity comes to a screeching halt. You’ve got either no toner, or an entire 
supply in a closet that no one is managing. For corporate accounts trying to 
keep up with an entire fleet, a Proactive Toner Replenishment Program means a 
well calculated, cost-conscious approach to delivering necessary supplies well 
before you hit the workflow wall.

A trusted technology partner should demonstrate a process that’s not only 
proactive, but customized to meet the physical makeup of your fleet.

Proactive toner management
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Did your last invoice read more like hieroglyphics 
than a list of goods and services provided?

First… if it ain’t right, it ain’t right. A technology provider should be held 
accountable for the accuracy of its billing. Furthermore, one size never fits all when 
it comes to invoicing template structure: Are they willing and able to customize your 

invoice by location? Necessary accounting codes? And as devices move in and around your 
o�ce, does that translate onto your invoice? The quality of your invoice structure determines the 

amount of time spent auditing and correcting them. No purchasing manager has time for hieroglyphics.

Invoice customization & accuracy
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“Understanding, auditing, and correcting our 
invoicing wastes a ton of time — mine.” 
— Katie A., Purchasing Manager



Your account has endless
moving parts.  A capable partner
should have breadth of expertise AND
depth of expertise to properly execute a game plan.

What breadth of expertise does your account manager bring to the field of play? He or she must
move stealthily in the planning, coordinating and executing of short-term and long-term plans,
analyzing outcomes through regularly scheduled partnership reviews, and applying them to future
technology strategies. Additionally, what depth does your provider have to pull from? A team of
collaborators that surrounds an account manager and his or her client (i.e. client services manager,
solutions specialist, lead technician) will o�er accessibility depth and expertise when technology
challenges arise. It comes down to properly aligning corporate objectives with technology initiatives.

A valuable partner has your game plan already written.
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AREA SALES MANAGER

CLIENT SERVICES TEAM

SOLUTIONS SPECIALIST

SOLUTIONS SPECIALIST

“How can i create - or run - a 
game plan if i can’t even reach 
my account manager?” 
— Lauren R., Office Administrator

Account management customization
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PARTNERSHIP REVIEW SCHEDULE

“Account reviews only occur when i scream for a 
persistent problem to be resolved.” — Bennett F., It Director

Proactive account reviews
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              Does your
technology provider

only show up to resolve
problems? What about

discovering opportunities?

The onus should be on them to not only address
existing problems, but to proactively review every

aspect of your account: discuss corporate structural changes,
evaluate service metrics, share best practices, and measure your

overall return on technology investment. Where can things improve?
What are next steps? A regularly scheduled Partnership Review

ensures invaluable collaboration in navigating the journey ahead.



Showing up fast – but not providing rapid service
resolution – only counts in horseshoes and hand grenades.

The management of your corporate print fleet – much like in sports – is not just about who has the will to
win, or even who shows up first. It’s about who comes prepared. How game-ready is your provider? Do they have

the necessary advanced-level training? Are they deploying key device intelligence tools that provide important service
information to technicians ahead of time? Are they keeping score with a variety of metrics that hold them accountable to

service performance? Most importantly, a partnership exists only if your provider recognizes your target for success and works
with you to achieve that mark (i.e. through backing up service commitments and maximizing your return on technology investment).

“My current 
vendor doesn’t 
understand that 
just showing up 
on time isn’t 
enough.
— Davin G., IT Director

Preferential Response Times
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As a corporate entity, you’ve studied your Total Cost of Ownership 
and/or assessed your Return on Investment prior to technology 
purchase. But what role – if any – did your provider play in this 
analysis?

Ongoing costs pertaining to your print fleet – from operational to network 
infrastructure to maintenance and more – are all costs that must be accounted 
for the entire lifecycle of the equipment. Does your provider aide in the 
understanding of these costs? What about ways to actually improve these costs?

A technology provider wouldn’t bother. But a technology partner, beginning 
with implementation and continuing on throughout your agreement, will 
demonstrate a real world commitment to maximizing your return on technology 
investment.

“My current vendor 
takes no ownership 
of my total cost 
of ownership.”  
— Jim S., CFO

Improving total cost of ownership
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Change –
nobody’s favorite
word – is often an
inevitable part of growth.
Is your team anxious about new
technology? Unsure about the unfamiliar
faces moving equipment around? Are
they willfully guarding that desktop
printer, even though it’s horribly
ine�cient? A valued partner can remove
employee anxiety with a few deliberate
change management steps.

Collaboratiive implementation helps
communicate the positive aspects
behind the change. And a strategically
planned training program builds end user
confidence and earns trust.
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“Changing out 
vendor Solutions 
means dealing 
with challenges 
and attitudes I’d 
rather avoid... 
There's got to be 
a better way.”
— Kenneth V., CIO

New Vendor/Solution Anxiety 



READY FOR A RELEVANT TECHNOLOGY PARTNERSHIP?
Consider the datamax key account program — MANAGing TECHNOLOGY IN organizations like yours IS IN our DNA.

Datamax provides a powerful portfolio of business technology services and solutions uniquely focused on document 
management, print management, network management, and o�ce equipment—including multifunction printers, color 
printers, and production print systems. Our thought process concentrates on identifying corporate objectives, researching 
relevant technical options, and providing unbiased recommendations that align business goals with technology.
We are a Microsoft Gold Certified Partner, and enjoy collaborative alliances with companies including Canon, Lexmark, 
and Laserfiche. Discover how our sixty-plus years of insightful thought process can empower you with the freedom to 
focus on what you value the most—your forte—your business. At Datamax, we’re all about Creating Raving Fans®.

ABOUT DATAMAX
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Can’t wait? Request 
information or call us 
now at 800-633-1526.

Click here to schedule a 
visit with a Datamax Key 
Account Manager today!

https://www.datamaxtexas.com/key-account-program-meeting-request


© Datamax Inc. 2018. All Rights Reserved.

Datamax Inc. (Dallas/Fort Worth)
800 Freeport Parkway, Suite 400 
Coppell, TX 75019
(800) 633-1526

Datamax Inc. (Little Rock)
7400 Kanis Road 
Little Rock, AR 72204
(800) 482-5772

Datamax Inc. (Hot Springs)
317 3rd St 
Hot Springs, AR 71913
(800) 364-4255

Datamax Inc.(Tyler)
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(800) 986-4782
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(800) 986-4782
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(800) 986-4782
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