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HELPING YOU GET THERE. www.greatamerica.com/PINK | 800.234.8787

STRONGER TOGETHER

GreatAmerica women and men and their dealer partners are more 
than colleagues—we’re family. In October, GreatAmerica sports the 
PINK and rallies for Breast Cancer Awareness. This year, we hope you’ll 
join us!  Send us a photo of your team wearing your PINK and we’ll 
post it on social media. When we join together—anything is possible!

Send your PINK photos to jheskje@greatamerica.com

®
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AG2X1B

Refurb Canon Advance 
Series Fusers

VACOMEGAS

 ph:  770.417.2323
 em:  sales@tsaworld.com
 fax:  770.417.2305
 web:  www.tsaworld.com

Your One Stop 
Part-Shop for 
O�ce Machines 
and More

IBPI Preferred Vendor
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Reduce your 
service costs 
by 50%

404.467.6368
sales@innovolt.com
www.innovolt.com
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Freedom of Choice

Specifications subject to change without notice. EPSON and WorkForce are registered trademarks and EPSON Exceed Your Vision is a registered logomark of Seiko Epson Corporation. Copyright 2015 Epson America, Inc.

Epson® document scanners can bring an entirely 
new level of efficiency to your business:

 •  Choose from 19 different models 

 •  Compatible with over 70 software packages 

 •  Simple setup and easy networking 

 • Built-in cloud integration 

 • Models with speeds up to 65ppm

From travel-friendly portables to workgroup and 
departmental solutions, there’s an Epson document
scanner that’s ideal for every need.

Due Date: 9/15/15 ext.        Job # EP-AD-372     Ad Name: Epson Freedom 
Publication: ENX Magazine
Issue: Oct 2015

  Client: EPSON Agency: O&K Reach Phone: 310.540.1324 x110   Ad/Pub Specs: ENX Oct 2015

Live Area:  7.25 x 10.125
Trim Size:  8.00 x 10.75 
Bleed:  8.50 x 11.25

WorkForce DS-860
65 ppm/130 ipm 80 Pg ADF

WorkForce DS-760
45 ppm/90 ipm 80 Pg ADF

WorkForce DS-520
30 ppm/60 ipm 50 Pg ADF

WorkForce DS-6500
25 ppm/50 ipm 100 Pg ADF

WorkForce DS-560
26 ppm/52 ipm 50 Pg ADF

Built-in WiFi

See all your Epson document scanner choices at   
epson.com/docscan
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B E T W E E N  T H E  L I N E S

In Search of the Origins of 
the “S Word”

Contributors

 Do you remember where you were when you first heard the “S word,” you 
know, “Solutions,” as it pertains to document imaging? 

 I can’t pinpoint my first time, but I have distinct memories of hearing 
the word at industry events stretching back years. Over time, the word 
“solutions” has become as ubiquitous as an open bar at an opening night 
dealer meeting cocktail reception. However, the true origin of the word 
remains one of the document imaging industry’s greatest mysteries. There 
is a movement in search of the word’s origins, but whether or not it will be 
found and verified through carbon dating is anybody’s guess. It won’t be for 
lack of trying, however. 

 As I write this a team of archeologists is combing through the ruins of the 
old NOMDA museum in Kansas City uncovering treasures such as rusted 
IBM Selectrics, crumbling Texas Instruments calculators, dusty DEX fax 
machines, and ancient copiers that were once known to overheat and burst 
into flames like Moses’ burning bush. Deep within the museum’s recesses 
are ancient manuscripts such as The Hanson Report and the complete works 
of Carl Lindquist as well as other scrolls touting new product introductions 
dating back to the early 1990’s. Industry analysts have been able to decipher 
the words “digital” and “connected” among the hyperbole in some of those 
yellowed scrolls and manuscripts, but to date have yet to find any trace of the 
word “solutions.”  

 Some document imaging industry scholars claim the word “solutions” 
originated in the Far East in conjunction with the first boxes shipped to this 
continent that did more than just produce a copy of a document. Another 
school of scholars say the word “solutions” is as American as baseball, apple 
pie, and despising the band Nickelback, and was likely uttered at a dealer 
meeting in some exotic climate by a long-forgotten industry executive in an 
attempt to make the software that was being sold with the box sound more 
impressive than it really was at the time.   

 That may be when the word first entered my lexicon. To my untrained ears 
it was a foreign language, but a language many of us would adopt and use in 
print and conversation even if we couldn’t quite figure out how to define it in 
a way that made sense.

 It wasn’t until one of the document imaging industry’s ancient seers, Bob 
Sostilio, stepped forward and told it like it is as he is prone to do. I vividly 
remember him lamenting how much he despised the word “solutions” and 
how he completely nailed it when he said, “It’s software, stupid.”  I admit, I’m 
embellishing his quote for effect because he didn’t use the word “stupid,” but 
doesn’t his explanation sound so much better with the word “stupid” in it?

 Anyway, the definition was so obvious some of us missed the obviousness 
of its obviousness. 

 I bring up solutions because it’s now an industry standard, and because 
most of us understand what’s being said when someone uses the “S word.” 

 Coincidentally, solutions are the focus of our main feature in this issue as 
dealers across the country identify the solutions that are making a difference 
for them and their customers. But that’s not all. We’ll also be publishing 
additional solutions-related articles written by the solutions experts at Buyers 
Laboratory, Inc. throughout the month of October in our newsletter and 
online at www.enxmag.com. We think these articles will educate you about 
additional solutions that are impacting the channel now or may be doing so 
in the not too distant future…even if we never do discover the true origins of 
the word.   
 Thanks for reading.

 Scott Cullen
Editorial Director

Charles Brewer  |  Charles Brewer is 
the founder and president of Actionable 
Intelligence, the digital imaging industry’s 
leading market research firm. He was an 
editor for Inc. magazine and ComputerWorld 
during the 1990s, and more recently, the 

managing editor of The Hard Copy Supplies Journal. Mr. 
Brewer’s analysis is currently featured at his firm’s website, 
www.Action-Intell.com. 

Troy Harrison  |  TroyHarrison is the author 
of “Sell Like You Mean It!”, “The Pocket Sales 
Manager,” and a Speaker, Consultant, and 
Sales Navigator. He helps companies build 
more profitable and productive sales forces 
with his cutting-edge sales training and 

methodologies.  For information on booking speaking/training 
engagements, consulting, or to sign up for his weekly E-zine, 
call 913-645-3603, e-mail Troy@TroyHarrison.com, or visit 
www.TroyHarrison.com. 

Charles Lamb  |  Charles Lamb is the 
President and CEO of Mps&it Sales 
Consulting. His firm delivers proven 
methodologies and processes that assist 
dealer principals seeking a successful 
transformation into the managed services 

space. He’s created complementary solutions including 
Funnelmaker, Gatekeeper, and Shield IT services.  For more 
info, call 888.823.0006, e-mail him at clamb@mpsandit.
com, or visit www.mpsandit.com.

Jim Zipursky  |  Jim Zipursky is the 
Managing Director of CFA-MidWest, an 
investment bank serving the middle market. 
Jim is a registered representative of Silver 
Oak Securities, Inc., member FINRA/SIPC. For 
more information visit www.cfaw.com/omaha. 
Follow Jim on Twitter (@jazcfane) for articles 

and information about M&A. For more information about Exit 
Strategies or Selling Your Business, feel free to contact Jim at 
(402) 330-2160 or jaz@cfaomaha.com.

Technical Article Contributor

Britt Horvat  |  Britt Horvat works for The 
Parts Drop, a company whose primary 
business is providing parts, supplies and 
information for Xerox brand copiers, printers 
and fax machines.  You can find more 
information www.partsdrop.com.



l Buy and sell all makes and models
l Exports around the world
l Over 7000 copiers in inventory

Phone: 973-365-9900
Toll Free: 1-800-240-ROSS (7677)
Fax: 973-473-8800
www.ross-international.com
purchase@ross-international.com
1 Lisbon Street, Clifton, NJ 07013

Leading Exporter Of
High Quality Pre-Owned Copiers

Please inquire about our parts inventory

Canon
Duplo
Gestetner
Imagistics

Lanier
Panasonic
Ricoh
Riso

Kip
Kodak
Konica Minolta
Kyocera

Savin
Sharp
Toshiba
Xerox

Currently buying over 250 models of the following brands

We carry a large inventory of all brands and models

ROSS International, Inc.

ROSS International, Inc.
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Rebate
(IPF680)
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Rebate
(IPF685)
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Rebate

(IPF8400S)

$929
Rebate
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Rebate
(IPF770)
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Rebate

(IPF770MFP)
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$325 Rebate

BLOWOUT
SALE!
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$2416 Rebate

IMAGEPROGRAF PRINTERS

IPF680/IFP685

IPF6400/S/IFP6450

IPF770/IFP770MFP

IPF6400SE

IPF780/IFP785

IPF8400/IFP8400S

IPF830/IFP840/IPF850

IPF815MFP

24-inch Large Format Printers
5-color Pigment/Dye Reactive Ink Set

256MB Buffer RAM Memory (IPF680)
32GB Buffer RAM Memory (IPF685)

320GB Hard Disk Drive (IPF685)

24-inch Large Format Printers
12-color LUCIA EX Ink Set

250GB Hard Disk Drive (IPF6450)

36-inch Large Format Printers
5-color Pigment/Dye Reactive Ink Set

Direct Print & Share Function
PosterArtist Life, 256MB Memory

6-Color 24-inch Large Format Printer
2400 x 1200 dpi Print Resolution

USB 2.0 Hi-Speed Interface
LUCIA EX Ink (Pigment-Based)
256MB Buffer RAM Memory

36-inch Large Format Printers
5-color Pigment/Dye Reactive Ink Set

SingleSensor CIS (IPF780 MFP/
IPF785 MFP)

44-inch Large Format Printers
12-Color LUCIA EX Ink Set

for Production Printing Usage

44-inch Large Format Printers
5-color Pigment/Dye Reactive Ink Set

One Front Load Roll (IPF830/MFP)
Two Front Load Rolls (IPF840/MFP / 

IPF850/MFP)

44-inch Large Format Printer
5-color Pigment/Dye Reactive Ink Set
M40 Scanners & SmartWorks MFP

Software

While Supplies Last!
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ALL SUPPLIES & PARTS AVAILABLE FOR PROMPT DELIVERY! PARTS ORDER HOTLINE: 562.977.4949

TBPC - TOSHIBA BUSINESS PRODUCT CENTER
CALL IDS TODAY TO APPLY!

The Reason to Become One: Online Sales & Service Tools | Training and Certification | Technical Support | NO QUOTA

4555c2555c/3055c/3555c2051c/2551c2050c/2550c

Now you can copy, print, scan and fax with an MFP that’s smaller, quieter, 
sleeker, and faster than ever. The e-STUDIO 5055c is designed to make color 
more efficient and accessible. Whether you want to spruce up a presentation 
with color produced 
up to a remarkable 50 
pages per minute or 
print crisp, clear black 
and white, you’ll be 
impressed with all that 
the e-STUDIO 5055c 
has to offer.

There’s more to TOSHIBA color than ever before.

5055c
COLOR MFP

• 50ppm B&W/Color
• PDL Support: PCL6, 
  PostScript 3, XPS
• 600 x 1200 dpi 
  (Scan Resolution) 
• Security (Standard)
• 3,200-Sheet Capacity

• Color Touch Screen 
  Control Panel
• Multiple Finishing Options
• Bridge Kit Required
• Fax Board
• Wireless LAN Adapter
• Wireless Antenna

Product Specifications

› 50 pages per minute
› Medium/Large Workgroup
› Copy, Print, Scan, Fax
› Secure MFP Feature

Color MFP Product Lineup
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Scott Cullen

The box is dead, the solution 
lives. That’s sort of become 
the mantra of today’s 

document imaging reseller and 
we do mean sort of because 
box selling hasn’t completely 
disappeared from the document 
imaging dealer’s playbook. It’s still 
a necessary evil.
 What isn’t evil, but completely 
necessary, is the software that 
complements the box. You 
can’t turn around at an industry 
conference or a dealer meeting 
product showcase these days 
without bumping into an OEM-
developed solution or one of 
the many third-party solutions 
on the market. Whether it’s 
document management, ECM, 
security, workflow, or something 
else altogether there’s plenty of 
solutions dotting the document 
imaging landscape.  
 Recognizing it’s impossible to 
name drop every solution on the 
market in a 2,500-word article, we 
contacted 10 dealerships across 
the country to discuss the OEM 
and third-party solutions that 
are making a difference for their 
customers. Understand this isn’t 
a scientific survey, just a look 
at the solutions resonating with 
customers of these 10 different 
dealerships. 

The OEM Solutions
 Copier Fax Business 
Technologies in Buffalo, NY has 
been extremely successful with 
its Documentelligence solutions 
strategy, a strategy that shifts the 
conversation from the box to the 
solution. Although the dealership 
has numerous solutions to choose 
from, David Scibetta, executive VP 
and CIO, is an unabashed advocate 
of OEM-developed solutions. 
 “I love stuff made by 
the manufacturer for the 

manufacturer’s machines because 
it’s always better. It’s like what 
Apple does—they make their own 
software to work with their own 
hardware and that’s what makes 
them wonderful.”

 One of those 
OEM solutions 
that Copier 
Fax Business 
Technologies 
is doing well 
with is Konica 
Minolta’s 
Dispatcher 
Phoenix, a 
product that’s 

been out for a while and plugs 
into an organization’s existing 
workflow. It’s been extremely 
popular in the legal market. 
 “They can browse directly into 
a folder structure, name a file, 
place it exactly where it needs to 
go, even convert it to a searchable 
PDF or PDF/A, and they’re 
not uprooting anything they’re 
currently doing,” says Scibetta. 
“They’re just enhancing their 
current process.” 
 At Image Matters in Knoxville, 
TN the OEM solution of choice is 
Xerox CentreWare Web, a remote 
management tool. 

 “That’s been a 
game changer 
for us,” says 
JD Sullivan, 
co-owner. “It 
does all the 
traditional things, 
collects meter 
information and 

provides service alerts—we’ve 
all had that before—but what 
this allows us to do is completely 
manage fleets.”
 The software can remotely 
initiate software updates and 
firmware upgrades for customers 

with machines in multiple 
locations. 
 “We use it as a differentiator for 
multi-location customers,” states 
Sullivan. “We have a chain with 19 
locations. Their biggest problem 
is implementing new document 
management workflows and would 
have to send a person to all 19 
locations to manage their entire 
fleet. CentreWare allows us to 
proactively not only monitor, but 
proactively improve the features 
and functions across somebody’s 
entire fleet.” 
 For DPOE in Elk Grove 
Village, IL, Sharp’s OSA and 
Follow Me Print has been a hit 
with customers.  

 “This gets 
a customer’s 
attention 
because they 
can go online 
and access it 
from any printer 
or copier in the 
building,” says 

Chip Miceli, President.
 TGI Office Automation in New 
York, NY is bundling its Lanier 
devices with Lanier’s GlobalScan 
primarily because it’s easy to 
deploy and manage large fleets of 
several hundred machines with 
scanning, and in some cases, 
managing fleets with different 
scanning needs. 
 “We typically lead with our 
Lanier product in GEM accounts, 
and in those cases we package 
it with GlobalScan,” reports 
Brian Sampietro, CIO. “With 
GlobalScan you can push out 
multiple profiles to individual units 
and still measure them centrally. 
This gives us good visibility and 
transparency into [the customer’s] 
scanning process. And it’s secure. 
For hospitals and government 
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institutions looking for secure transmission 
of documents over the network, and 
because everything is encrypted, they love 
the product for its ease of deployment and 
can rest assured that everything is secure 
and manageable.” 
 Repeat Business Systems in Albany, 
NY has done well with Ricoh’s mobile 
printing apps; however, Repeat President 
Dawn Abbuhl often hears something odd 
when she asks customers and prospects 
about mobile printing. 

 “I visit accounts every 
week and I’m sure other 
brands offer mobile 
printing, but nobody 
seems to be using it,” she 
says. “Whenever I visit 
a customer I ask, ‘How 
does mobile printing work 
here?’ And they go, ‘You 
can do that?’”  

 Loffler in Bloomington, MN, sells 
Canon and Konica Minolta; however, they 
usually lead with Canon. Loffler’s solutions 
focus, not surprisingly, is centered on 
Canon’s Uniflow, particularly its Advanced 
Capture Module. 

 “It’s kind of a third party 
solution, but kind of not,” 
explains Jeff King, Chief 
Technology Officer, who 
notes that  UniFlow was 
originally developed by 
NTware, a company 70 
percent owned by Canon 
Europe. “We can overlay 

that product both into a Canon technology 
environment, but also an HP. It’s an agnostic 
product in the sense that we can put it onto 
virtually any product in the world.”
 Uniflow is the leading manufacturer-
developed solution for Loffler in terms 
of placements, with legal and education 
environments being the most prominent 
verticals benefitting from it. 
 “Uniflow is probably the single best 
piece of technology I’ve run across in 
terms of everything it can do from a 
single platform,” stresses King. “It’s been 
phenomenal for us and our clients.”
 Dave Mueller, vice president of sales, 
Southern Region, for Modern Office 
Methods (MOM) in Cincinnati, OH, is 
another fan of Canon’s UniFlow, as are 
MOM’s customers.

 “It was a slow start for them and 
difficult to understand, but like anything, 
once you understand it, you get some real 
traction with it,” states Mueller. “Once the 
reps see all the different modules, such 
as the CRT module and print tracking 
module, and the different things they can 
accomplish in an organization, it’s much 
easier for them to get their head around it.”

Third Party Solutions
 The third party solution making an impact 
with Copier Fax Business Technologies’ 
customers is LincWare’s LincDoc, an 
application for intelligently filling out forms 
and collecting digital signatures on a mobile 
device such as an iPad. 
 “We can take a form, and we don’t care 
what form it is, and create a completely 
smart and intelligent interface that asks 
questions one at a time on the iPad,” 
explains Scibetta. “As you respond to each 
question it poses the next question only if 
it’s relevant. For example, on blood donation 
trucks, they used to have a form on a 
clipboard where you’d write in your driver’s 
license number, name, and sex. One of the 
next questions was ‘Are you pregnant?’ With 
this solution after it asks if you’re male or 
female it does not ask if you’re pregnant if 
you’re male. We offer this to organizations 
that have sales people on the road collecting 
contracts or service people who need to 
fill out service forms and get signatures. 
It’s a great solution and a big part of our 
Documentelligence [strategy].”
 For Image Matters in Knoxville, TN, the 
third-party solution that’s working well for 
them is PrintFleet.
 “We real-time manage every unit in the 
field and part of our MPS program  
is completely designed around real-time 
meter reads and real-time toner support,” 
says Sullivan. “PrintFleet has strong 
evaluative tools that allow us to push fleet 
management and provide large MPS clients 
with [data] when we have our quarterly 
meetings.” 
 Somewhat surprisingly, the one third-
party solution that was mentioned most 
often by dealers was PaperCut. 
 “Lawyers like it because they can use it 
for billing,” states DPOE’s Miceli. “We’re 
in the process of installing a big account 
with many users that need to track [and 
ensure] the security of their prints and 

scans. It has a lot of versatility.” 
 TGI’s customers are also benefitting 
from PaperCut. 

 “It’s a complete print 
management package 
for small and large 
organizations,” adds 
Sampietro. “It’s priced to 
sell, it has great features, 
it’s easy to deploy, and 
customers love the fact 
that they get the reporting 
that proves they’re 

actually saving money and securing their 
documents, and controlling the way their 
employees are able to use the equipment. 
It runs on Lexmark, Toshiba, Lanier, 
Ricoh, Konica Minolta, Xerox, HP, Sharp, 
you name it. From an independent dealer 
perspective, it’s a win-win for everybody.” 
 Another dealership enjoying success 
with PaperCut is Pollock Company in 
Augusta, GA.

 “It is a popular solution 
because it can address 
many business needs and 
can be used in any vertical 
market,” says Michael 
Sommers, senior VP and 
general manager. “It can 
meet a business’s need for 
cost recovery and usage 

accountability.  It also addresses the need 
for device security with its ‘follow-me’ 
secure printing feature and centralized 
device and user management.”
 Pollock Company’s customers also like 
AutoStore, a solution now marketed by 
Nuance.  
 “It’s a versatile middle-ware product 
that can easily integrate into any customer’s 
environment,” states Sommers. “AutoStore 
allows customers to use our MFP products 
to streamline the way documents enter 
their workflow. We can tie directly into a 
customer’s existing back office systems and 
provide a customizable level of automation 
to their once manual paper processes.”
 Add Repeat Business Systems to the 
roster of Nuance AutoStore fans. 
 “It’s brand agnostic and we can sell it to 
virtually everyone,” adds Abbuhl. “Every 
vertical is different—legal, insurance—but 
they can all use this.” 
 There’s always an exception to the 
rule, and one successful dealership that 
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places less emphasis on OEM-developed 
solutions and more on third-party solutions 
is Fraser-AIS in West Reading, PA, a Sharp 

and Canon dealer.
 “Most of the solutions 
we provide are third-party 
solutions centered on 
cost accounting, secure 
printing, and follow-me 
printing,” reports Melissa 
Confalone, general sales 
manager. 
 Fraser-AIS has a sister 

company that initially began creating its 
own scanning software 15 years ago, which 
is one of the reasons the dealership tends to 
favor vendor-agnostic third-party solutions. 
Fraser has plenty of home-grown solutions 
knowledge and early realized that what 
they could develop themselves was usually 
more creative and customizable than out of 
the box [OEM] solutions. 
 “We were ahead of the curve in 
providing workflow solutions before 
[the OEMs] got into the game,” explains 
Confalone. “When they started coming 
out with the solutions to package along 
with the hardware we felt we were past 

them with our knowledge. We were selling 
solutions a long time ago and ever since 
then, because we were always looking 
for the best solution, we didn’t want to 
get pigeon holed into the manufacturer’s 
solution.”
 Equitrac and Papercut represent Fraser’s 
most popular third-party solutions and are 
integrated on both the Canon and Sharp 
products Fraser sells. Another popular 
program with Fraser’s customers is Nuance 
Autostore, which the dealership recently 
placed in a major healthcare organization. 
Scanning solutions are also doing well 
along with document management 
solutions such as Intact. “With Sharp OSA 
the ability to plug right into InfoDynamics’ 
Intact has been big for us,” says Confalone.
 Marco in St. Cloud, MN is one of 
the country’s larger dealers and has been 
successfully selling software on the 
copier and IT sides of its business for 
years. Looking at solutions from an IT 
perspective, Steve Knutson, CTO, reports 
that Microsoft Office 365 is changing how 
customers are looking at where they’re 
putting their applications with an Exchange 
server.

 “We’re seeing a lot of movement for 
Microsoft Office 365 and are seeing a 
shift in people using cloud or hosted 
applications,” states Knutson who isn’t 
surprised by this shift.

 It’s impossible to 
discuss solutions without 
referencing document 
management. At Marco, 
the document management 
application of choice is 
M-Files. Marco also has 
a MS SharePoint practice 
and a content management 
practice, and M-Files is 

ideal for both applications.
 “It handles the documents with an 
easy-to-use interface, plus for us we’ve 
taken more of a business analyst approach 
to it versus here’s something that can store 
documents based on metadata and going 
through the technical terms,” explains 
Knutson. “It’s more about how can I get 
an ROI by using this software, what can 
I eliminate, what steps can I take out of 
my business processes, and what can I 
streamline and make more efficient?”
 He adds that ever since Marco has been 
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selling document management, it’s less 
about the software and more about the 
business process and the implementation. 
 Knutson also identified PaperCut as 
a solution that’s making a difference for 
Marco’s customers, particularly those in 
higher education. 
 While Uniflow represents Loffler’s 
strategic solution, it’s starting to make 
some inroads with PaperCut now that it has 
recently been approved for the Canon and 
Konica Minolta platforms. 
 “PaperCut is coming up quickly, 
although we still do quite a bit of work 
with eCopy,” reports King. “PaperCut 
had done a good job of being agnostic, 
servicing a wide variety of manufacturers. 
We use eCopy mostly in conjunction with 
Canon products, primarily with legacy 
clients.”  
 Nuance Autostore is another solution 
that Loffler likes. “We were early adopters 
of that product,” observes King.
 While MOM carries three different 
OEM lines, Mueller says the dealership  
leans more toward third party software 
because it lets them better leverage their 
resources. “We can put one product across 

all three lines,” says Mueller.
 Content Central, a 
document management 
program from Ademero 
sits squarely at the head 
of MOM’s third-party 
solution class. “They do 
a nice job of support and 
have enhanced the product 
quite a bit over the years 
and clients are happy 
with it,” reports Mueller. 

“We’re trying to do better at getting it into 
verticals, but it’s customizable for any type 
of client. It’s also been a good addition 
if they already have something. One of 
the big objections is they already have 
an accounting tool that has some type of 
scanning feature, but this can enhance what 
they’re doing easily. We’ve done well with 
the service industry, HVAC and people 
who have service and sales reps in the 
field.”
 Mueller likes Content Central’s capture 
point software, which is useful for clients 
who need to scan invoices or other types of 
documents.
 “It will OCR search it and send it to the 

right area in your document management 
system, and it can kick it into a workflow 
from there. It does the content management 
and workflow and does it easily. It’s nice 
to see that out of one product. Usually we 
have to go to another product to get the 
capture but we can get it all from Content 
Central.” 
 MOM also does well with Nuance’s 
eCopy and Equitrac, and lately has seen 
PaperCut coming on strong.  
 “You can scale into PaperCut a little 
better,” says Mueller. “They have a print-
only module that’s inexpensive. Equitrac 
is a little prohibitive when using multiple 
print servers because they charge you per 
server. The PaperCut model is not priced 
the same way. It depends on how the 
client’s network is set up, which one is a 
better value for the client. Equitrac does a 
lot more than Papercut, but most people 
don’t use all its reports.” ✦

Dave Mueller
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Customs Gets Tough as Clones 
Stream into U.S. Market

NewsNews Briefing

If you’re a regular reader of 
ENX Magazine, you know that 
the importation of infringing 

consumables is a serious problem 
in the U.S. Domestic demand for 
cheap ink and toner compatible 
cartridges has skyrocketed over 
the past decade and today overseas 
manufacturers do a brisk business 
supplying products to their ev-
er-expanding U.S. customer base. 
Unfortunately, many of the com-
patible cartridges imported into 
the U.S. are manufactured with 
little or no regard for the patents 
and other intellectual property 
rights issued to OEMs to protect 
the inventions developed for their 
original branded products.
 Not all compatible cartridges 
violate IP, but it’s fairly easy to 
spot the infringer. The ultra-low 
prices used to sell infringing com-
patibles betray their identity. If a 
cartridge is new and doesn’t vio-
late any IP, the manufacturer had 
to painstakingly reverse-engineer 
the original SKU and work around 
the scores of patents associated 
with an OEM cartridge. That takes 
time and, as everyone knows, time 
is money. Remanufacturing a 

cartridge also requires an up-front 
investment to cover the fixed costs 
associated with raw materials like 
non-infringing empties, chips, 
and other parts. Any firm market-
ing a non-infringing, non-OEM 
cartridge has to spend upfront 
to bring a product to market and 
recoup that cost if they are to stay 
in business. Companies produc-
ing infringing products, however, 
don’t have such concerns because 
they don’t face high fixed costs. 
Rather than purchase non-infring-
ing cartridge parts or invest in 
reverse engineering, IP violators 
simply copy—or “clone”—the 
original and sell it at a low price 
point while still making money.
 Using super low price points 
as a guide, it is easy to see that 
infringing compatibles are flood-
ing into the U.S. Don’t believe 
me? Well, just visit Amazon.
com, search for the term “toner 
cartridge,” and see what comes 
up. I did this search in preparation 
of writing this article and had 
491,863 hits for “toner cartridg-
es.” The list included both OEM 
and non-OEM SKUs and included 
cartridges designed for use in an 

assortment of 
devices from 
competing 
hardware 
manufactur-
ers. 
     While I 
found plenty 
of legitimate 
cartridges at 
Amazon.com, 
I didn’t have 
to research 
each SKU to 
see a signifi-
cant portion 

of the nearly half-million cartridg-
es were infringing.  Making ran-
dom checks was enough to prove 
my thesis. Just scanning through 
the first 100 or so offerings, for 
example, I found 42 non-OEM 
compatible toner cartridges selling 
for under $20 (not including ship-
ping) and 17 compatibles selling 
for under $10, and checking a few 
dozen other pages produced simi-
lar results. To add insult to injury, 
the compatible was often promot-
ed on the same page as the OEM 
brand product, which was usually 
at between 3 to 5 times the cost of 
the compatible. Remanufactured 
SKUs typically cost more than 
twice the price of the clone. While 
Brother and HP SKUs were most 
abundant in the first 100 cartridg-
es I found on Amazon, there were 
infringing compatibles for Canon, 
Dell, Lexmark, and Samsung too. 
 Now, let’s face it, you can’t 
stay in business long selling legit 
remans or compatibles on Amazon 
for $10. The cost structures simply 
won’t allow it. The compatibles 
I found were infringing clones. 
And don’t get me wrong—it’s not 
just Amazon.com where this stuff 
is being sold. You’ll get similar 
results at eBay and it’s even worse 
on Alibaba. Expand the exercise 
to include Google and you’ll soon 
realize just how big the problem 
has become.

Bring In The Feds
 Aside from the proliferation 
of infringing products online, the 
number of lawsuits OEMs have 
successfully pursued over the past 
decade is another indication that 
cloned cartridges are a huge prob-
lem. Today, many of the leading 
hardware manufacturers including 
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Canon, Epson, HP, Lexmark, Ricoh, and 
Xerox have initiated and won at least one 
IP-infringement lawsuit in U.S. federal 
court during the past 10 years. Most have 
won more than one case and some have 
scored IP-related legal victories in court-
rooms outside of the U.S. Currently, there 
are a number of IP-related cases involving 
consumables pending in courts around the 
world and as they’ve done so often in the 
past, I predict the OEMs will prevail and 
prove that cheap clones are infringing.
 In addition to the lawsuits in U.S. 
federal court, some OEMs have found 
it advantageous to seek the assistance 
of the federal authorities to stop the free 
flow of infringing products into the U.S. 
To do this, OEMs such as Canon, Epson, 
HP, and Lexmark have filed complaints 
with the U.S. International Trade Com-
mission (ITC). According to the commis-
sion’s website, it is an “an independent, 
quasijudicial federal agency with broad 
investigative responsibilities on matters of 
trade.” The ITC is charged with protecting 
U.S. markets from products that compete 
unfairly with legitimate products such as 
cheap, foreign, subsidized goods that are 
“dumped” in the U.S. The commission 
“also adjudicates cases involving imports 
that allegedly infringe intellectual property 
rights.”
 As the ITC website explains, Section 
337 of the Tariff Act of 1930 makes the 
infringement of IP rights an unlawful 
practice in the U.S. and allows the com-
mission to investigate allegations of IP 
violations. Most so-called 337 investiga-
tions involve claims of patent or registered 
trademark infringement. In our industry, 

OEMs typically—but not always—file a 
complaint with the ITC when they file a 
lawsuit in federal court. If the ITC agrees 
with the complaint that an allegation 
warrants an investigation, it will assign an 
administrative law judge to preside over 
the investigation, who generally follows 
procedures like those used in federal court. 
The lawsuit in federal court is stayed until 
the ITC investigation is concluded.
 At the end of the 337 investigation, 
the administrative law judge renders a 
determination as to whether or not the 
ITC should issue orders that will limit 
the importation of infringing goods. The 
commission can issue a range of orders 
including cease and desist orders, limited 
exclusion orders (LEO), which restricts 
the importation of a certain product from 
a certain company or group of compa-
nies, or a general exclusion order (GEO) 
restricting an entire category of product 
regardless of the source. The ITC usually 
follows the determination. As part of the 
executive branch of the federal govern-
ment, the president must then sign off on 
the commission’s orders before they can 
be implemented.
 Once the ITC issues its orders, the 
task of enforcement falls to U.S. Customs 
and Border Protection (CPB)—a.k.a. 
“Customs.” CPB then monitors all points 
of entry into the U.S. looking for product 
that are excluded. When a shipment of 
“excludable product” is discovered, the 
importing company is notified and given 
30 days to export the offending shipment 
before it is surrendered to CPB. The ITC 
is also notified. If a second shipment of 
infringing product from the same company 

is discovered, the ITC will 
issue seizure-and-forfei-
ture orders, which will be 
executed by CBP.

A Whole Lot  
Of Seizures
 All the infringing prod-
uct online and the growing 
number of lawsuits indicate 
that a lot of clones are be-
ing shipped to the U.S. As 
a result, CBP is cracking 
down on clone importation 

and the number of seizures at various ports 
is climbing. Normally, we might write a 
couple of seizure-and-forfeiture stories a 
year related to the ITC cases we follow. In 
2015, however, we’ve had to work hard to 
keep on top of all the seizure news.  Be-
ginning in January, we’ve seen CPB issue 
36 seizure orders to 22 different compa-
nies trying to bring infringing cartridges 
into the U.S. (Note that the greater number 
of seizure orders than companies indicates 
that some firms are multiple offenders.)
 Companies holding exclusion orders 
issued by the ITC must be delighted to 
hear of the surge in seizure-and-forfeiture 
activity by CBP. And that’s what we’re 
hearing at Actionable Intelligence. Matt 
Barkley, worldwide IP and brand protec-
tion program manager for HP, a firm that 
has been issued three GEOs, is one guy 
singing CPB’s praises. Like his counter-
parts at other OEMs, Mr. Barkley recently 
told us that much of the seizure-and-forfei-
ture activity stems from positive changes 
implemented at CBP, in particular the 
establishment a couple of years ago of so-
called Centers of Excellence and Exper-
tise, which allow for better communication 
and support between OEMs and Customs 
officials. 
 According to Mr. Barkley, in the past 
CBP was set up to snag easily tracked 
products coming into the U.S. like steel or 
a highly-specialized piece of equipment, 
but with all their complexities, printer 
cartridges represented a product category 
that the agency lacked the resources to 
manage effectively. Mr. Barkley explains 
that the agency has been “reorganized with 
their new Centers of Excellence where 
they have staff assigned to a category 
and can develop an institutional compe-
tence around the subject matter—develop 
knowledge of the players in the industry 
and how they are related, for example.” As 
a result, CBP is much more effective at 
stopping infringing products from entering 
the U.S.
 Lexmark also holds a GEO on patented 
technologies found in various mono-
chrome toner cartridges and Andrew 
Gardner, worldwide brand protection man-
ager for Lexmark, echoes Mr. Barkley’s 
sentiments. 

continued on page 38

U.S. Customs officer 
directs container truck 

into inspection area
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Customs Gets Tough as Clones Stream into U.S. Market
 “Over the last couple of years, U.S. 
Customs has done some reorganization 
of how they approach certain aspects of 
enforcement.” He says that CBP’s Centers 
of Excellence and Expertise (CEE), in 
particular the Electronics Center of Excel-
lence and Expertise, which is responsible 
for excluding the importation of infringing 
consumables, has been a key development. 
The CEE provides a new level of support, 
like making it easier for OEMs to educate 
CBP about how to identify infringing 
products. “Now there’s a single focal point 
for us [Lexmark and other OEMs] to go 
and talk to [CBP],” says Mr. Gardner. In 
addition to the training sessions OEMs pro-
vide Customs officers in ports around the 
country, Mr. Gardner says that OEMs meet 
quarterly with CEE “to provide the latest 
intel on what is going on in the market.” 
 Allen Westerfield, the president of 
the Imaging Supplies Coalition (ISC), a 
non-profit trade association made up of 
OEMs focused on combating illegal activ-
ities related to digital supplies, points to 
the quarterly meetings Mr. Gardner noted 
as a key to the higher rate of seizures. 
“Through quarterly meetings and other 
interaction, the ISC members have worked 
with the Electronics CEE to provide edu-
cation and market intelligence,” he says. 
“This, coupled with increased resources 
and focus from the CEE has resulted 
in a significant increase in seizures and 
forfeiture of infringing products.” Mr. 
Westerfield is delighted with the efforts of 
the Electronics CEE and CBP. “We expect 
this relationship to continue well into the 
future,” he predicts.
 As the CEE for Electronics has gotten 
up and running, both Mr. Barkley and 
Mr. Gardner describe a virtual cycle that 
has been established between OEM and 
Customs officers. As CBP finds infringe-
ment, Mr. Gardner says, “It becomes 
more successful at finding subsequent 
infringement. It [what CBP gleans from 
enforcement activity] builds on itself.” Mr. 
Barkley fleshes the cycle out and describes 
it as a “positive feedback loop from en-
forcement.” He says, “Customs makes one 
enforcement and learns something—such 
as certain parties where the  
 

infringing products are coming from and 
how to identify them. Once this is in their 
intelligence process they can find more 
based on the information and intelligence 
they gather. They [CBP] learn there are 
ways the products get in and then this gets 
targeted in their identification.”

Ahead Of The Curve
 Alan Aprea, branch chief at the Elec-
tronics Center of Excellence and Exper-
tise, which is located in Long Beach, CA, 
confirms that interacting more closely with 
the OEMs has paid off in terms of better 
enforcement. “Before the Electronics CEE 
was in place [when a GEO was issued], 
the OEM would engage with certain parts 
of CBP and travel typically to high volume 
ports to conduct training. It was left at that 
level.” The difference now, he explains, is 
that the CEEs multidiscipline team “bring 
all of CBP’s expertise to bear under one 
umbrella.”
 Mr. Aprea also attributes CBP’s im-
proved enforcement of GEOs to another 
strategy CBP has adopted—“getting 
ahead of the curve.” He explains, “Now, 
we are trying to expand our knowledge 
even before an order is issued.” Mr. Aprea 
acknowledged that even before a GEO is 
issued, such as when it is recommended 
shortly after an Administrative Law Judge’s 
initial determination, CBP begins doing its 
homework and “putting in place a strategy 
to prepare for what is coming.” He says, “If 
we feel there’s a 50 percent chance it [the 
investigation] will turn into an exclusion 
order, we’re already doing our homework.” 
The ISC is supporting CBP in its efforts to 
get ahead of the curve. 
 To further enhance an understanding of 
consumables, Mr. Westerfield says the ISC 
is coordinating visits to member compa-
nies for the Electronics CEE to review 
areas like cartridge development and man-
ufacturing processes. At Mr. Aprea’s re-
quest, the ISC coordinated a visit to Canon 
Virginia Inc. and Canon Environmental 
Technologies Inc. on August 6 so that he 
could experience cartridge manufacturing 
first hand.
 Despite the best efforts of CBP and the 
OEMs, of course, those who would ship  

infringing product to the U.S. are chang-
ing their playbooks in their own attempt 
to stay ahead of the curve. My visit to 
Amazon.com suggests the efforts of firms 
marketing infringing products continues 
to bear fruit. One new technique employed 
by infringers is to move clones by air 
rather than sea. Mr. Gardener explains that 
it’s easy to place an order offshore via the 
Internet and then have it delivered by air.
 “The volume of products coming in by 
air is increasing, and infringing product 
coming in by air is difficult to identify and 
catch. This is a new challenge for both 
OEMs and Customs.”
 Mr. Aprea expresses confidence that 
CBP is improving its ability to enforce 
GEOs, however. He says, “If someone is 
importing infringing items, they are walk-
ing a very tight rope. We are stopping, 
examining, and taking action. The word 
is spreading that we are taking aggressive 
enforcement actions.” Mr. Gardner agrees 
that the word is getting out that there’s an 
uptick in enforcement actions. “It would 
be very difficult for someone to plead 
ignorance,” he tells vendors that may be 
caught peddling clones. 
 Mr. Gardner’s HP counterpart, Mr. 
Barkley, offers a more stark warning to the 
channel. “Pick your suppliers wisely and 
really understand what you are bringing 
in,” he says. 
 “Some suppliers are contagious, and 
if you source your product from them you 
may catch their contagion.” He explains 
that CBP agents keep an eye on companies 
that violate the ITC’s order. Vendors issued 
seizure orders may later cease business with 
an infringing supplier and try to move on, 
but cautions Mr. Barkley, it could be too 
late once you’re on “Customs’ watch list.”
 Considering my earlier example of the 
infringing product available online, clearly 
more enforcement is needed. But savvy 
folks in the channel will take the warnings 
of CBP and the OEMs to heart. You don’t 
want to be caught marketing infringing 
products and the risks of being caught 
were never greater than they are right now. 
Wonder if those merchants selling $7 car-
tridges online know that? I’ll keep running 
checks from time to time, and I bet others 
will too. ✦
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Business Profile

Yes, They Scan:   
Epson America’s Scanners Represent  
a Super Source for Profits

Ever since it entered the 
market in the 1990s, Epson 
America has been honing 

its reputation as a go-to source 
for document scanners for VARs, 
resellers, and the BTA channel, 

each of whom are 
finding these devices 
the ideal complement 
for document 
management and 
ECM engagements. 
 Actually, Epson 
has been offering 
scanners for longer 
than that, starting with 
photo scanners, which 
paved the way for its 
entry into document 
scanners. Since 
unveiling its first 
document scanner, 
Epson has enjoyed a 

steady upward trajectory, receiving 
a big boost in the mid 2000s with 
the introduction of its GT-S50 
sheet-fed document scanner as the 
document management market 
grew, aided by the need for HIPPA 
compliance. 
 “That’s when we saw our 
role in the market increasing,” 
recalls Larry Trevarthen, director, 
commercial printing and scanning. 

Anchor Products
 Epson’s document scanners 
are primarily focused on the 
workgroup and the desktop, which 
Trevarthen says is where most 

market activity is occurring. 
The WorkForce DS-520, the 

WorkForce DS-760, and 
the WorkForce DS-

860, which operate 
at 30, 45, and 

65 ppm, 
respectively, 

represent the company’s anchor 
products, although Epson offers a 
variety of other scanners as well. 
 Since the beginning, the value 
proposition of Epson scanners 
has centered on quality and 
performance. That quality traces 
back to Epson being a market 
leader in photo scanners where 
image quality has always been 
paramount. 
 “We were able to bring 
great image capture through 
photo scanning and we made 
it more efficient when we went 
into document scanning,” 
notes Trevarthen. “Document 
management requires fast, 
efficient, high quality image 
capture, which can be quickly 
processed and passed over to a 
document management or content 
management system.”
 As Epson has expanded its line 
into mobile, flatbed ADF, and into 
higher speeds, maintaining that 
quality and performance as well as 
making sure reliability and ease of 
use are there has been an ongoing 
commitment. 

Making a Difference
 A key differentiator that 
sets Epson scanners apart from 
competitors is that it offers one 
of the widest set of configuration 
options for the customer in the 
industry.
 “An optimal deployment for 
a customer often will involve a 
variety of different scanners for 
different applications. For example, 
they may need mobile solutions 
for field staff, a fast scanner for 
centralized processing of large 
documents, and desktop scanners 
for client service personnel. With 
Epson, we can configure these 

scanners directly to a PC or over 
the network,” states Trevarthen. 
“We allow the end user customer 
to buy the right priced product for 
the configuration they need, which 
ultimately saves them money.”
 In addition, all Epson document 
scanners can be integrated into the 
leading ISV (Independent Software 
Vendor) applications.

A Pleasant Surprise
 One thing about Epson that 
some resellers find surprising is 
the breadth of its product portfolio 
and the depth of its programs 
which drive margin and profit the 
resellers can enjoy by selling Epson 
document scanners.
 “Our products are generally 
some of the most cost competitive 
on the market, which allows the 
dealer to find profit in a couple 
of ways,” states Trevarthen. 
“First, they can place a device in 
a document management system 
for less money than they could 
put somebody else’s, but also at a 
higher margin. Because a dealer 
needs to allocate fewer dollars 
to the scanner, they can use the 
money they save on scanners 
and put it against software and 
consulting services which are much 
higher margin, as part of their 
overall document management 
solution.”
 Epson’s programs are designed 
to help resellers grow while setting 
the company apart from the 
competition.
 “Because we are focused on 
growing the market, growing 
the channel, and growing our 
partnerships, we’ve been putting 
programs, lead generation, and 
other tools together to help resellers 
be successful in this market where 

Larry Trevarthen, director, 
commercial printing and scanning. 
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other vendors have been pulling back a little 
bit,” reveals Trevarthen.
 All of these differentiators represent 
not only a win for the reseller who is also 
selling document management solutions, 
but for the end user as well. 
 “As much as we’re helping a VAR sell 
scanners, we’re really helping VARs put 
successful document management systems 
into place for their customers. That’s why 
we focus on making sure they make money 
on their scanners, but that we also support 
the overall profitability of their solutions.”

Trend Setting
 Success in the document imaging 
industry requires an intimate knowledge of 
current and future trends and perhaps the 
biggest trends affecting Epson’s scanner 
line revolves around business efficiency and 
moving paper into electronic form. 
 “That’s expanding not only in business, 
but we’re seeing it expand in education, 
government applications, and a wide variety 
of verticals,” says Trevarthen. “Moving 
paper into digital systems allows for much 
faster speed in accessing the information, 
reducing storage costs, and generally 
making the overall company more efficient. 
The savings you get out of that efficiency 
usually more than pays for the electronic 
content management systems companies 
are putting in place. As more organizations, 
from large to small across different 
verticals, see these benefits that’s driving 
interest in document scanning.”

Overcoming the Challenges
 The technology arena is a competitive 
one, and the challenges for an industry 
leading scanner manufacturer such as 
Epson can be found at both the user and 
reseller levels.
 “One challenge is making sure the end 
user buys the right configuration for their 
office and their situation,” says Trevarthen. 
 That means moving away from a ‘one 
size fits all model,’ which leads to end 
users buying too much scanner for their 
needs. The variety of scanners and scanning 
speeds available from Epson eliminates that 
challenge. 
 “The second challenge is making sure 
the dealers and VARs understand the profit 
potential of selling scanners as part of an 
overall document management solution,” 
adds Trevarthen. “We drive everything we 
can through the channel and want to make 
sure we provide it with a complete set of 

tools to be successful.” 
 Those tools start with a broad product 
portfolio. As noted earlier, Epson has a 
variety of options to choose from with 
all products easily tied into virtually 
any software installation, eliminating 
compatibility or integration issues.
 “Then it gets down to the basics—
support, service, and ease of use,” says 
Trevarthen. 

Service & Support
 If you’re going to be serious about 
selling document scanners, you need a 
strong service and support organization 
in place and that’s what Epson has for its 
desktop and workgroup models. Here you’ll 
find Epson’s Preferred Plus Protection plan 
that offers a customer next business day 
unit exchange should something happen to 
their existing scanner. Epson also supports 
the dealer with technical support, pre- and 
post-sales support, product exchange, 
lead generation, bids, and other demand 
generation programs.
 “One of the things we’re looking at is 
making sure that we’re a complete VAR 
product in all aspects,” says Trevarthen.

In Search of a Few Good 
Resellers
 Epson continues to expand its 
distribution channel, starting with 
VARs who are operating as the systems 
integrators, putting in complete document 
management systems, and looking for a 
high quality, robust, and broad portfolio of 
scanners to place in customer environments. 
 “And certainly ones that are interested 
in growing their business, because Epson at 
this point in time is one of, if not the fastest 
growing provider in the document scanner 
market,” adds Trevarthen. “We’re doing that 
with aggressive programs, products, and 
service to the VAR channel. We are looking 
for VARs that are integrators and can 
support the customer on an ongoing basis.”
 While you’ll often find Epson at 
distributor conferences and shows like 
ITEX, they’re also expanding their presence 
at BTA events given Epson’s printer 
portfolio. Even though the BTA channel 
tends to be more print centric, Trevarthen 
is finding that channel is also interested in 
scanning solutions.
  “As they find out what they can do, 
not only with Epson printers, but also 
with Epson scanners, they’re looking for 
balanced deployment across print and scan 

and they’re finding us and we’re finding 
them,” notes Trevarthen.

Looking Ahead
 It’s safe to say that Epson’s scanner 
line will continue to evolve over time even 
though in its current state it’s a rich line that 
covers most market bases.
 “In the document scanner space, we 
are very focused on ensuring we have 
complete solutions for our end users and 
our channel partner. This includes a wide 
and competitive scanner portfolio, but also 
strong software partnerships and integration 
so the scanners fit easily into document 
management environments,” states 
Trevarthen.
 As the industry moves away from high-
speed, high-cost centralized devices towards 
decentralized devices and devices for the 
desktop, expect to see Epson in the thick of 
the action. 
 “You’ll see us rounding out the portfolio 
for the desktop in the workgroup,” says 
Trevarthen. “In addition we’ll continue to 
make innovations in the rest of our mobile 
and flatbed ADF product lines—those 
portfolios will remain viable for years to 
come.”
 A lot of the strengthening of the Epson 
document scanner line is rooted in making 
sure there aren’t any gaps based on where 
Epson sees the market headed—the desktop 
and small workgroups. 
 “The thing that’s interesting about 
Epson,” concludes Trevarthen, “is we are 
very serious about growing our business 
in commercial and doing it in a variety of 
categories. We’re extremely channel centric 
in our approach. Our direct enterprise sales 
are fed back through the channel so we’re 
not competing with the channel in that 
regard. Consequently we are growing in the 
commercial sector faster than any of our 
competitors.” ✦
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Dealer Spotlight

If you’re going to stick around 
the office technology industry 
for 50 years like Joe Pollock, 

the second-generation owner of  
Pollock Company, one of the 
largest independent document 
imaging providers in the 

Southeast, 
you’d better 
enjoy what 
you’re doing. 
Contributing 
to that 
enjoyment is 
the satisfaction 
that comes 
from running 
a successful 
business and 
nurturing 
a team of 
employees with 
a reputation 
for being 
attentive and 
responsive to 
their customers. 

And as is often the case, satisfied 
customers tend to be loyal 
customers.  
 Pollock Company was 
founded in 1965 by Joe’s father, 
Ed, branch manager in Augusta, 
GA for Olivetti-Underwood. 
Rather than accept a transfer to 
Detroit, Ed convinced the powers 
that be at Olivetti-Underwood 
to sell him the Augusta office, 
setting the stage for a 50-year 
legacy. Joe was in high school 
at the time his father acquired 
the business and started helping 
out in the dealership after school 
and summers. He’s been there 
ever since. During his time 
in the industry, Joe’s been at 
the forefront of all the biggest 
changes to hit the document 
imaging industry and seen 
Pollock Company grow to $22 
million in yearly revenues with 70 
employees.  
 

 Today, Pollock Company 
sells Konica Minolta and Ricoh 
products as well as Managed Print 
Services.  It’s also an award-
winning dealership, earning 
Konica Minolta’s Pro Tech 
Award in recognition of superior 
customer service and customer 
satisfaction for 18 consecutive 
years. Joe and the dealership were 
also honored by Konica Minolta 
with its first Dealer Award of 
Excellence in 2009 for ongoing 
and extensive commitment to the 
local Augusta community through 
its various charitable activities 
and for building long-term 
and loyal relationships with its 
employees. 
 We caught up with Joe in 
early August to learn more about 
Pollock Company and get his 
insights into the industry, the 
reasons for the dealership’s long-
term success, and the evolution 
he’s witnessed during his long 
tenure in the family business.

How’s business?
POLLOCK: Great, we’re on a 
June 30 fiscal and just finished 
our best year ever. We’ve had 
50 years of growth year over 
year. Even though we’ve been in 
business 50 years we continue to 
attract new customers.
What’s going right for you 
this year?
POLLOCK: Frankly, it’s a 
number of things; we’re in two 
secondary markets, Augusta, 
GA since 1965 and Columbia, 
SC since 2001. Our larger 
competitors are getting worse 
at customer service as they’ve 
gone more corporate. We’ve 
capitalized on that. We push our 
local presence and accountability, 
and our involvement in the 
community, and that seems to be 
paying off. We have many great 
long-term employees with little 
employee turnover. I believe we 

have some of the best people in 
the industry. We also have the best 
products in the industry. 

What changes in the 
industry have had the 
biggest impact on the 
business during the past 
50 years? 
POLLOCK: In the late sixties, 
early seventies, when mechanical 
and electric products became 
electronic, like programmable 
calculators. In the pre-desktop 
computer days, electronic 
typewriters and word processors 
had quite a bit of growth in 
the seventies. We became a 
Minolta copier dealer in 1977 
and that gradually became the 
majority of our business.  When 
copiers evolved from analog to 
digital, everything changed and 
expanded. 
What do you attribute 
to Pollock Company’s 
longevity?
POLLOCK:We try to make 
relationships with our customers 
more of a partnership rather than 
vendor-supplier relationship. 
Being the largest independent in 
the area has always given us first 
shot at new products from the best 
manufacturers. We came up with 
a theme years ago offering “the 
best of the best in products and 
services.” We also have a long-
term advertising program which 
has helped us develop our brand. 
 Most of our long-term 
employees are home grown. Our 
general manager started as an 
entry level technician 36 years 
ago. He’s a great example. Most of 
our managers have similar stories. 
Our general sales manager started 
immediately out of college and is 
in his mid fifties now. Our service  
director has been with us 27 years 
and our office manager 28 years. 

Celebrating a Half Century of Success 
with Joe Pollock of Pollock Company

continued on page 44

Joe Pollock, owner of  
Pollock Company
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It’s almost like a family, isn’t it? 
POLLOCK: In many ways it is, and along those lines we’re 
in the process of going third generation. I have two sons in the 
business and they will be taking over fully in the next few years. 
I’m very excited about that.

What segments of the business are doing well?
POLLOCK: Production print, wide format, color MFPs, and MPS. 

What product categories would you like to see 
perform better?
POLLOCK: All of them (laughs). We’d obviously like to see 
more growth in production print. 

I understand you’re getting into 3D printers, how 
deeply involved in 3D printing are you at this 
point?
POLLOCK: We’re just getting started with 3D. We’re trying 
to learn the business; we’ve scheduled meetings with a couple 
of dealerships that have been in the business for a while and are 
trying to learn from them.

Despite being around for 50 years, are you still 
open to learning new things?
POLLOCK: Absolutely. As you know, in the technology 
business things are constantly changing and we try to learn new 
things constantly. But, again, things that will never change are 
accountability and outstanding customer service.

Are you looking into other product or service areas 
beyond what you’re offering now? 
POLLOCK: Although it’s not a glamorous market, we recently 
entered the mailing equipment business. We saw a niche in our 
markets where we found that most of our customers either had 
no relationship or a bad one [with their vendor]. We’ve been 
trying to capitalize on that with our existing customer base. 

You’re not as involved in the day to day running 
of the business as much as in the past, is there any 
part of that you miss?
POLLOCK: No, I still spend a lot of time at the office, and I 
enjoy what I do. We have our own leasing company and I spend 
time with that. I have a lot of confidence in our managers and 
they continue to do the right thing.

What’s been the most challenging part of your job?

POLLOCK: The most common challenge for most dealers is 
personnel. We’ve not had that challenge as much as some others. 
The second would be capital. I’ve been hearing for many years 
that smaller dealers are not going to be able to make it. I think 
we are getting closer to that. I see dealers doing under $5 million 
in revenue having a difficult time competing, which probably 
explains the increase in acquisitions in our industry, although 
some seem to be managing very well.

Many dealerships have grown through acquisition, 
have you done many acquisitions over the years?
POLLOCK: We’ve done three. We are in a conversation 
presently regarding a fourth. The last acquisition was in the mid 
‘90s so it’s not something we do often.

You have one son who has been with the company 
for 19 years and another for three, how has that 
worked out?
POLLOCK: Their skills complement each other and they both 
like the industry. I’m fortunate, I’ve seen many families where 
that’s not the case. 

Do you have any secrets to successfully bringing 
your children into the business? 
POLLOCK: It can be tricky, but part of the bigger picture 
is how they were raised regarding business, money, and 
responsibility. We happen to be fortunate that two of our children 
were interested in the industry and are very capable. I’ve seen 
many cases where that has not worked. My father was good at 
transitioning the business to me. Most of the cases I’ve seen 
where it didn’t work were either the father wouldn’t turn away 
from anything or the child expected to start near the top. It is 
critical that the family members earn the respect of their fellow 
employees. We’re in the process of transitioning now and hope to 
have a lot of that taken care of by the end of the year.

What do you do for fun when you’re not working?
POLLOCK: We have five children who all live locally and 
we’re soon to have our fourth grandchild. My wife and I like to 
fish and I like to hunt quail, but mainly it’s spending time with 
the children and grandchildren. We are both involved in our 
community and church.

Do you still get out to the dealer meetings?
POLLOCK: I’ll get out to some of them, not all. We try to have 
someone at every dealer meeting. I have been to two in 2015.

As a successful dealer you’ve probably had an 
opportunity to go on a lot of fun dealer incentive 
trips. What’s the most memorable trip you’ve ever 
been on?
POLLOCK: Konica Minolta took us to South Africa in 
January of 2014. That was far and away the best, although there 
have been many great ones. 

What’s next for Pollock Company?
POLLOCK: We grew 8 percent this past year. Historically, 
we’ve had small, steady growth more so than large spikes. I 
would anticipate that continuing unless we make an acquisition.  
We continue to increase our market share. As you know, in order 
to grow you’ve got to pick up market share.  ✦
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There are many ways to ana-
lyze a business and equally 
as many ways to break 

down the details around it.  Below 
are the ten most popular topics 
discussed with dealers over the last 
few years.   

1. Finding Your Way To The Future
2. Building “Differentiation”
3. Selling Deliverables Clients  
 Will Buy
4. Designing The Sales 
 Organization
5. Attracting High Quality  
 Sales Talent
6. Successful Compensation
7. Sales Activity
8. Sales Funnel Management
9. Deal Strategies & The Close
10. Understanding Forecast Ratios

This month I’ll review the last five 
of these ten most requested topics. 

6. Successful Compensation

 I continually hear dealers tell 
me that things aren’t the way they 
used to be, that the market is very, 
very competitive and times are 
hard. And yet, they haven’t revised 
or even considered revising their 
compensation to help their sales 
team survive.  Most are using 
1980’s sales comp models.
 As our market becomes more 
and more commoditized and the 
hardware component becomes less 
of the central focus and more of a 
contributor to the deal, you’ll have 
to figure out how to compensate 
your sales team so that you both 
make money.
 In a lot of cases we rework 
the comp plan to pay off the full 
contract revenue vs. the hardware 

component’s profit.  Your compen-
sation is like gasoline to your car.  
If you don’t put the right octane in 
the tank your car won’t run right 
and you could be contributing to 
its demise. 
 There are dealers out there 
today that compensate their sales 
reps on a multi year MPS contract 
by paying one month’s payment of 
that MPS contract to the sales rep. 
This is probably one of the hardest 
things I fight to get into dealers’ 
brains.  It’s far less expensive to 
pay a fair commission on managed 
service contracts than it is to have 
a good rep leave and you have 
to go through the process to find 
another one or two revolving door 
candidates. 
 You must understand, residual 
commission to a sales rep is a 
great tool to keep them employed 
and driving their own momentum.  
Keep in mind, as competition gets 
stronger you’ll have to find ways to 
keep your sales team motivated.  If 
they’re getting the crap beat out of 
them in the field and your compen-
sation (when they do win) doesn’t 
elevate their spirits, then those 
with a healthy view of themselves 
will already be looking for a new 
gig.  Ask me how I know!  Sales 
compensation isn’t just about 
revenue. In the beginning during 
the onboarding process of any new 
rep, you have to have their com-
pensation attached to their sales 
prospecting activity; otherwise, 
most will never complete enough 
activity to build their funnel.

7. Sales Activity

 In any workshop where Sales 
VPs and Sales Managers are 
present there are always direct 
questions about sales activity or 

prospecting.  Many companies 
today mandate specific numbers of 
phone calls each week and I highly 
recommend that no matter how 
good the sales attainment results 
are, that you keep this process 
going. By making sales prospect-
ing part of the “norm”, the sales 
leader doesn’t have to deal with the 
sales reps begging to be excluded 
from such activity. The bottom-line 
is, sales results guides you as to 
how much sales activity is needed 
and if you KNOW the summer 
months drop down significantly, 
you may build a strategy where 
you push some renewals out and 
pull some 3rd quarter renewals in 
to soften the blow and keep sales 
results coming.  When you have 
consistent month after month sales 
attainment (with the proper busi-
ness mix of no less than 20% net 
new revenue) you’re doing it right.  
 The problem is there are so few 
instances of consistent sales attain-
ment that few dealers know how to 
set sales activity levels at all.  You 
might find that certain sales reps 
are great at appointment setting 
and others are great at presenting 
or closing—use your team to 
where you get the most consistent 
sales results. If you have someone 
who can really set appointments 
but never close business, build 
a comp plan for them for setting 
quality appointments and use them 
to set appointments for the other 
reps. 

8. Sales Funnel Management

There’s probably not another pro-
cess more important to a business 
than managing the sales funnel.  
When done correctly, you can ac-
tually protect your company from 
the ups and downs syndrome that 
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10 Most Wanted Topics
many companies experience. It’s almost a 
science, and if there is strong activity creat-
ing enough opportunity, you stand a great 
chance to drive a very accurate forecast, 
which is a major accomplishment for any 
business.
 Proper sales funnel management will 
include a review of this year over last 
year, managing through weaker times of 
your year, the source of revenue or how 
the opportunity came to you, the product 
category, which posts revenue against the 
products and services you sell and sales 
stages, which helps you forecast the close 
date for each sale.  
 Sales funnels are dynamic—deals 
constantly change and managing your sales 
funnel on a weekly basis gives you the 
greatest control and ability to maneuver 
quicker than managing the funnel monthly.  
Effective sales funnel management, like 
any business skill, can be taught and once 
you master the process, your company will 
enjoy a solid revenue growth.

9. Deal Strategies & The Close

 As you can imagine, I attend a lot 
of dealer sales meetings. All across the 
country I hear more and more sales reps 
as they discuss their month’s forecast say 
something like, “I’ve sent the proposal and 
I’m JUST WAITING!” or “They have our 
pricing and I’VE BEEN CALLING BUT 
NO REPLY YET!”  It seems that in many 
cases the strategy they’ve used is not much 
more than to throw a proposal and HOPE! 
Even on renewals!
 Most of the proposals I’ve reviewed 
have very little incentive for the prospect to 
act.  There also seems to be very little cre-
ativity in the offers. This shares a lot about 
the dealer’s creative juices.  Reps usually 
get their creativity for proposing from their 
dealership. 
 With today’s competition you have 
to be creative and I’m not talking about 
proposing low profit deals. You have to 
build proposals with high value strategies 
that cause your prospect to act now.  A very 
simple example was one that a sales rep 

implemented this month.  His client want-
ed a 60-ppm MFP and was entertaining 
off-lease equipment.  There were 3 dealers 
in the deal and the other two were dropping 
price fast. After meeting with the client it 
became clear to us that other devices in 
their office were extremely aged and there 
was a bigger problem to solve than just the 
60-ppm need. 
 Neither one of the other competitors 
considered those devices as part of their 
problem.  Our proposal GAVE THEM 3 ta-
ble-top MFP’s to replace their old devices. 
The only stipulation is they had to purchase 
that day.  They signed the lease and our 
sales rep had control of the deal. 
 Although the 3 smaller devices were 
FREE the deal brought in over 40% profit 
not to mention the dealer picked up the 
maintenance for 4 new devices vs. one.
 There are a thousand strategies that 
can close business. They don’t work every 
time but by applying the right amount of 
creativity in your strategy, it’s easier to gain 
control of the deal and win.

continued on page 50
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10 Most Wanted Topics
10.   Understanding Forecast Ratios

 Stats and ratios drive most business intelligence and decisions.  
It’s important to learn as quickly as you can about your business and 
what it takes to bring in revenue.  Obviously, figuring out your cost 
ratios is equally important.  But I find that discovering your forecast 
ratios can be absolutely empowering to an organization.
 Knowing how activity converts to dollars and how accurately you 
can translate those activities that best make you money is invalu-
able. This type of thinking should be pushed down to the sales rep 
level and each person involved in reaching out to your market place 
should look at their activity process and analyze the accuracy of 
what they forecast to actual sales won!  
 During our sales operations reviews, most sales leaders and reps 
really don’t have a clue as to what makes a deal forecastable. I’ve 
literally seen sales managers use their forecast tools as a remind-
er system and only they knew which deals were real and which 
weren’t.  To get to any kind of accuracy ratio one has to understand 
clearly what makes a deal forecastable and then assess each sales 
cycle to improve your forecast ratio. 
 Although these top ten most wanted topics were derived from a 
long list of questions and conversations, they remain as some of the 
most important questions I receive today. Continual analysis and 
improvement of your sales results, activity and process will always 
yield better sales results.  Happy selling.  ✦
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Meet Midwest Office 
Technology (MOT), 
a Des Moines, IA-

based dealership with a 55-year 
legacy of providing industry 
leading business technology 
solutions backed by exceptional 
service and support to customers 
throughout Iowa.   
 What originally began as 
a typewriter repair company 
has evolved into a successful 
technology oriented business 
that’s never abandoned its 
original emphasis on providing 
customers with top-notch 
service. In many ways sales are 
still secondary to the service 
MOT provides to clients every 
day of the week.  
 “That’s what we attribute a 
lot of our success to,” says Mike 

Hobbs, MOT’s Executive Vice 
President & COO, who joined 
the company in 2007 after a 
16-year career in the mailing 
technology industry. 
 This commitment to 
exceptional service is 
evident in the way all MOT 
employees clearly and honestly 
communicate with customers. 
That openness is complemented 
by an uncanny ability to develop 
simple solutions for its many 
customers via a combination 
of the appropriate products, 
services, and support—all 
customized for each client’s 
unique business needs. 
 As it has grown into 
an industry leader, MOT 
remains committed to ongoing 
investments in education, 
technology, tools, and resources 
that provide maximum value to 
clients of all sizes and across 
all industries. The dealership is 
passionate about what it does and 
has earned numerous awards and 
recognition for its achievements 
over the past five decades. The 
latest award bestowed on MOT is 
the BEI Services/ENX magazine 
Service Excellence Award in 
the Diamond category, meaning 
MOT is one of the top dealers 
in the nation when it comes to 
service.
 MOT’s service techs are 
responsible for thousands of 
customers located in Iowa, 
Kansas, and Missouri. In the 
interest of full disclosure, MOT 
also has an office in Lenexa, 
KS. Because each company 
runs on two unique databases 
BEI service stats are monitored 
separately for each location. 
While the Des Moines office is 
a Diamond Award winner for 
Service Excellence, the Lenexa 
office has also been recognized 

by BEI, receiving a Gold Award 
for Service Excellence. Clearly 
MOT’s got it when it comes to 
exceptional service.
 If you go by the metrics, the 
numbers are impressive. Overall, 
MOT was ranked #7 in the 
country among all the dealers 
tracked by BEI. Its Hold for 
Parts rate runs at 9 percent while 
its First Call Effectiveness (FCE) 
numbers are hovering around 62 
percent.
 It doesn’t hurt that MOT 
employs a team of tenured techs 
with the least tenured logging 
10 years with the company and 
the most tenured at 32 years. 
Overall, the average tenure 
for MOT’s Des Moines office 
service techs is 17 years. That 
experience is a huge contributor 
to MOT’s service excellence.
 Service Manager Farley 
Cornia, who joined the company 
in 1991, left in 2000, and 
returned in 2003, keeps close 
tabs on the performance of his 
techs thanks to the BEI software 
that the company has been using 
for nearly 11 years now. 
 Cornia has been around the 
service block, so he understands 
the challenges of meeting 
customer expectations. Ever 
since the technology went 
digital and more features and 
applications became bundled 
in one machine, if one device 
goes down, it has the potential 
to cripple an entire office. And 
when that happens, the pressure 
is on MOT to get the customer 
up and running again as quickly 
as possible. 
 “They want you there faster 
than ‘now,’” acknowledges 
Cornia.   
 MOT has a lot of geography 
to cover, which adds to the 
challenge. “In Des Moines 

Tenured Techs + the Right Tools = Service 
Excellence for Midwest Office TechnologyO�ce Technology

Service Excellence Award
DIAMOND LEVEL

Service Excellence Diamond Award Winner

Mike Hobbs, Executive Vice President & COO, MOT

Farley Cornia, Service Manager, MOT
continued on page 54
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Midwest Office Technology
there’s a lot of concentration, but once 
you get outside of [the city] there’s a 
lot of miles between towns,” explains 
Hobbs. 
 One strategy that’s helped MOT’s 
techs keep pace with servicing a large 
geographically dispersed customer base 
is cross training.  
 “The goal of cross training is to 
get to the customer as fast as we can,” 
emphasizes Cornia. “Out of town there 
are a lot of miles between Point A and 
Point B. In town if I have a tech with 
fewer calls vs. a tech who is loaded, I 
don’t have a problem having somebody 
else cover their territory to get a machine 
up and running faster.”
 Data is essential for providing prompt 
and accurate service and MOT relies 
heavily on BEI for this data. Now that the 
dealership has switched to e-automate 
from another program, Hobbs says this 
critical data is much easier to access. 
 Neither Hobbs nor Cornia remember 
the original inspiration for bringing 
in a tool like BEI, but Hobbs suspects 
it goes back to the company’s origins 
as a service company and MOT’s 
commitment to exceptional customer 
service. “It’s a tool that helps us analyze, 
identify, and improve our service that we 
offer to our customers,” he says. 
 A commitment to continuous 
improvement has seen MOT’s service 
operation improve year over year ever 
since it’s had access to key service-
related data. 
 “When we started this, we were 
not anywhere near where we are now,” 
recalls Cornia. “Basically we strive to 
improve every year and up to this point 
we’ve been successful.” 
 Asked what improvement he’s most 
proud of, he identifies MOT’s First Call 
Effectiveness (FCE) numbers. 
 “It means we can get in and get out on 
a first call,” states Cornia.
 As mentioned earlier, MOT’s FCE 
numbers are an impressive 62 percent. 
Prior to having this data, MOT’s 
incomplete calls were in the 22-23 
percent range. Cornia’s content too that 
Hold for Parts now consistently ranges 
between 8-9 percent, which is ideally 
where a strong service-based dealership 
ought to be. 

 “That’s always one of the goals,” says 
BEI’s Steve Sharkey. “There are very 
few companies that can achieve that and 
maintain it. That’s the big thing, you can 
hit it once in a while, but to maintain 
it consistently is the true benchmark 
and indicator of how well a company is 
performing. It’s a great job on their part 
of managing that inventory and making 
sure technicians have parts when they 
need them.”
 The metrics are shared with techs on 
a monthly basis although Cornia says 
he usually doesn’t have to badger techs 
about keeping track of their numbers. 
Often, they’ll be proactive, asking him 
about callbacks and what’s going on.
 “The techs do a good job of 
proactively managing their numbers,” 
adds Hobbs. “It’s not just waiting until 
the charts and graphs are posted for 
everyone to see how they rank; they’re 
aware of their callbacks, their Hold for 
Parts, their FCE before the numbers 
are even posted. By them being aware, 
they’re more likely to go to Farley or 
another technician if they feel they need 
help, which ultimately results in the 
customer getting better service.” 
 Neither Hobbs nor Cornia think 
MOT’s service numbers are as good as 
it gets. Cornia wouldn’t mind seeing an 
improvement in inventory management. 
 “As the technology changes faster and 
faster that continues to be a challenge,” 
he says. “We want to make sure the techs 
have what they need to fix it right the 
first time, but we also don’t want to be 
overstocked on parts at the end of the 
life of a machine. We want to continue to 
manage that and improve in any area we 
can, whether it’s FCE, Hold for Parts, or 
call backs.”
 BEI has a new tool up its sleeve that 
will likely result in greater improvements 
to MOT’s service operation. An 
Advanced Inventory Management 
Module is an all inclusive tool to help 
dealerships manage their warehouse 
operations and car stocks based on 
technician machine assignments. 
 “It ensures that they have right parts 
in the right vehicles at the right time and 
also makes sure they’re  managing that 
backend operation so they don’t have a 
bunch of parts that are being written off 

at the end of a calendar year,” explains 
Sharkey. “That just became active in the 
last few weeks and is going to become 
more prevalent for our customers in the 
coming months.” 
 Should Hobbs or Cornia run into another 
dealer interested in enhancing their service 
operation, what recommendations would 
they have?
 “If there’s a dealership out there not 
on BEI right now, you need to do it,” 
says Cornia. “All the tools it brings are 
invaluable; once again being able to 
manage car stocks, manage territories, 
and ultimately being able to bring those 
FCEs and Hold for Parts and call back 
numbers in line. I’d shudder to think how 
to do the job without it.”
 “Dealers need to know their numbers 
and the ERP system is only going to tell 
you part of the story. BEI helps fill in the 
gaps,” adds Hobbs.
 Achieving service excellence requires 
the right techs and the right tools, and 
without the right tools Cornia concedes 
that MOT might not be as good as they 
are today at providing service.
 “We’ve got such good tenured people 
we’d still be providing good service, 
but not at the level we want and that our 
customers have grown to expect,” he 
concludes. ✦

Midwest Office Technology (MOT)
Des Moines, IA
Executive Vice President & COO:  
Mike Hobbs
Service Manager Des Moines Office:  
Farley Cornia
Territory Covered:  
Des Moines and surrounding rural area

Why MOT is a Diamond Award Winner
•  Number 7 Ranked Dealership  
 in the Country 
•  Hold for Parts - 9%
•  FCE – 62%
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Too many companies fail 
at creating a strong, high 
performance sales force.  

The most common reason is that 
the managers work from instinct 
and results, rather than process and 
activity. It doesn’t have to be that 
way.  A good activity management 
program is within the reach of any 
company, whether you have one 
salesperson or 1,000 – and it can be 
your best friend in developing sales 
results.
 Activity Management is the 
process of quantifying sales inputs 
(the various types of activity that 
go into making a sale for your 
company) and using those numbers 
to reliably predict outputs (sales 
results), as well as to better manage 
your salespeople. Nearly every sale 
can be broken down into several 
different activities, with your sales 
funnel narrowing as the activities 
are performed.  By counting the 
numbers of the different types of 
activities performed in a given time 
period, and then measuring those 
activities against proven suc-
cess-generating activity patterns, 
we can diagnose sales problems 
and arrest negative work patterns 
before they become critical.  This 
means that we can alter the perfor-
mance of our salespeople by work-
ing ahead with them, rather than 
simply commenting and criticizing 
results.
 Of all the skill sets that make 
up a good sales manager, the 
most valuable (and most rare) is 
the skill to alter performance by 
Troubleshooting and Coaching 
performance that is substandard.  
Closely related to this is the skillset 
of Coaching for improvement 
in an already strong performing 
salesperson.  Many managers, 
frustrated with the difficulty of 

coaching, prefer to simply fire 
and hire salespeople.  Sometimes 
management-generated turnover is 
desirable, but often, turnover just 
leads to more turnover.  

In generating sales re-
sults, you only have two 
variables to work with.
Those variables are: Quantity 
of activity (is the salesperson 
meeting expectations for calls, 
presentations, proposals, etc.? If 
not, why not?); and Quality of 
activity (is the time spent with 
customers spent in high-value 
ways with quality communica-
tion?). By understanding those two 
variables, you take the mystery out 
of coaching.
 We’ll save coaching for quality 
of activity for a future issue; for 
now, let’s talk about quantity.

Developing Your Target 
Numbers
First, it’s essential that you have a 
good set of numbers to work with.  
These numbers should be based 
on real-world sales history with 
your company, and will provide 
a roadmap for the salesperson to 
achieve success.
 The basic concept of sales 
activity management is this:  each 
salesperson has an expected 
amount of sales he/she needs to 
generate in a given time period.  
The average ratio of proposals to 
sales, from first appointments to 
proposals, from calls to appoint-
ments, etc. dictates the quantities 
of each activity needed.  For 
instance, if the salesperson closes 
50% of his/her proposals and is ex-
pected to sell four new customers 
per month (or close four deals per 
month), that salesperson will need 
to have at least eight proposals in 
the same month.

 By understanding your ratios 
and managing your salespeople’s 
efforts to them, you can better 
assure that your goals will be met.
First, let’s understand your key 
ratios (feel free to fill in below):

Proposals to sales: 
_________________________ %

Appointments to proposals: 
_________________________ %

Calls to appointments: 
_________________________ %

 My own preference is to 
manage activity on a weekly basis, 
rather than monthly or quarter-
ly.  The reason is that the farther 
you spread out the management 
schedule, the less urgency there 
is to fulfill activity quotas; you’ll 
end up with ‘cramming’ the last 
week or two of the month.  That’s 
not helpful. Let’s look at a real-life 
example. Let’s say that the result 
you want is one new customer per 
week. Your ratios above might be:

Proposals to sales: 50%
Appointments to proposals: 33%
Calls to appointments: 20%

 In this example, to reliably 
achieve one new customer sale 
week in and week out, your 
salespeople would need to have 
two proposals per week (because 
only 50% close), six appointments 
per week (because only one of 
each three appointments yields a 
proposal), and 30 calls per week 
(because one of five calls yields an 
appointment).  With those numbers 
in place, you have an activity road 
map. Don’t skip this step! With-
out some sort of an activity road 
map using your company’s real 
life numbers, you will never be 
able to reap the benefits of activity 
management.
 Once you have your numbers, 

Solving Sales Problems Through 
Activity Management

News BriefingSales & MarketingTroy Harrison

continued on page 58
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Solving Problems Through Activity Management
they should be shared with salespeople at the point of hire (I like 
to put expectations in the offer letter and have them sign as having 
received the letter), and reinforced constantly through sales meet-
ings, one-on-one sessions, and evaluations.

Troubleshooting
The first step in troubleshooting sales performance is to look at the 
Quantity of activity.  The reason is simple: If the salesperson just 
won’t do the work, it doesn’t matter how good the salesperson may 
or may not be in front of the customer; they’ll never see enough 
customers to make their goals. You should have a set of sales 
activity metrics for your salespeople, so begin the troubleshoot-
ing process by evaluating the salesperson’s actual activity vs. the 
expected activity. If the salesperson isn’t meeting activity metrics, 
it’s time to find out why.  The two most common reasons are:
 • The salesperson simply isn’t doing the work.
 • The approach used by the salesperson isn’t meeting the 
  expected ratios (for instance, the salesperson is making 
  the appropriate number of telephone calls, but is not  
  getting the necessary appointments). In this case,  
  quantity and quality become intermingled.
 If there is a quantitative issue, begin troubleshooting at the 
highest point in the sales funnel (i.e. calls). Work downward as 
activity goals are met.  If the salesperson is performing enough 
calls, are they getting enough appointments? If not, that might 
mean that they are not executing the call well. If they are, move 
from appointments to proposals, proposals to sales, etc. At some 
point, you’ll find the problem, and then you have something to 
work from. Sometimes, the answer is Qualitative Coaching; some-

times, the answer is simply to have your salesperson work above 
your pattern. I once had a salesperson who simply wasn’t capable 
of substantially improving his quality of activity, but improved his 
quantity so much above basic expectations that he still made Pres-
ident’s Club. Once you understand these two variables and how to 
make them work for you, anything is possible.
 One side issue is the size of the prospects or customers pur-
sued; this method is dependent upon your salespeople pursuing 
customers of whatever you have deemed the appropriate size. If 
this is a problem, it’s simple to correct through some list genera-
tion and re-targeting.

Forecasting
You’ll find that sales forecasting – usually a black art – is much 
more accurate with a good activity management program. If we 
understand how many activities our reps are doing, and how well 
they are doing them, and the quantified values of the customers in 
the proposal phase, predicting new sales achievement becomes a 
logical conclusion to a process, rather than a hopeful guess per-
formed on a quarterly basis.

Conclusion
If you’re thinking that establishing a program for activity manage-
ment is going to be a lot of work, you’re right – it is going to be.  
However, it will pay dividends. As a business owner, the primary 
thing you want from your sales force is consistent and profitable 
growth. Establishing a good activity management program will help 
you know in advance what your results are likely to be in any time 
period, and to affect those results by coaching and correcting. ✦
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As mentioned in last month’s 
article, we have seen an 
increase in interest for our 

seller clients wanting to sell to 
buyers based outside the USA. We 
reviewed the characteristics and 
types of companies foreign buyers 
would like to acquire in the USA. 
In this month’s article, we discuss 
The Challenges of Selling to Buyers 
Outside the USA. 
 Over the past several years, we at 
CFA have been very active closing nu-
merous cross-border deals; including 
assisting Warren Buffett and Berkshire 
Hathaway complete their first transac-
tion in Europe. “Closing a deal with a 
buyer or seller in your own country is 
difficult enough,” said Armand-Louis 
Weisheimer, Chairman of the Inter-
national Corporate Finance Group (of 
which CFA is a founding member), 
“but getting a deal done with a buyer 
or seller from a foreign country who 
speaks a different language and lives 
seven time zones away is even more 
challenging.”
 What are the biggest challenges 
of selling your business to a buyer 
outside of the USA? The following, 
non-inclusive list of challenges is 
based upon our experience working 
with buyers and sellers on cross-bor-
der transactions:
•  Cultural Differences: Just be-

cause it “plays in Peoria” does not 
mean it “plays in Paris or Prague.” 
The way we conduct business in 
the USA is much different than 
other countries. Many people 
outside the USA think Americans 
work too many hours and talk 
about business too much. A typical 
business lunch with Europeans in-
volves little discussion of business 
and usually includes a bottle of 
wine…or two. Even table manners 
are quite different—at a lunch 
meeting with buyers from Europe, 
our seller clients in the USA were 
amused as they watched the Euro-
peans eating pizza and tacos with 
knife & fork.

• Negotiating Styles: When it comes  

to negotiations, Americans tend to 
say, “Let’s split the difference,” in 
order to quickly resolve differences. 
However, negotiations with parties 
outside the USA do not always 
move swiftly or easily. When we 
work on cross-border deals, the par-
ty outside the USA has never once 
said to us, “We will agree to split 
the difference.” As one buyer in 
Germany told me, “You Americans 
forget your country is very young 
and moves very fast. We in Europe 
have been doing this longer and are 
much more patient.” When working 
with a buyer outside the USA, you 
must be prepared to be very, very 
patient.

•  Language Differences: We 
Americans are spoiled. English has 
become the language of the busi-
ness world. We assume everyone 
around the table speaks English. 
While many/most business people 
outside the USA speak English, 
they do not always understand 
American English nor are they 
conversant with most American 
colloquialisms. In a recent negoti-
ation with our European buyer-cli-
ent and an American seller, the 
seller’s attorney said of our offer, 
“That dog don’t hunt!” You can 
only imagine baffled stares on our 
clients’ faces as they asked me 
to translate. Never assume those 
around you completely understand 
what you are saying when English 
is not their first language. Even 
simply financial terms are different 
outside North America—what we 
call “sales” or “revenues” the rest 
of the world calls “turnover.”

•  Human Resources: Buyers from 
outside the USA are pleasantly 
surprised by our employment laws 
and practices; there is no such 
thing as “at will employment” in 
Europe. At the same time, foreign 
buyers are terrified of our “litiga-
tion-happy” society and blanch at 
our maze of regulatory require-
ments regarding employ 
 

ment. Buyers outside the US can 
not believe how little vacation time 
is offered to American employees; 
4 weeks annual vacation time plus 
15 federal holidays per year is the 
approximate standard in countries 
outside the USA.

•  Accounting Differences: Buyers 
from outside the USA, especially 
those in Europe, are dumbstruck 
by the level of personal expenses 
many US business owners charge 
to their businesses. “Charging 
personal expenses, even if busi-
ness related, to your company is 
simply not done in Europe,” said 
Weisheimer. “Auditors in the 
various countries search for these 
things. For example, in France, we 
are not allowed to turn in expenses 
for business meetings held on a 
Sunday because we are prohibited 
by law from conducting business 
on Sunday.” Furthermore, buyers 
outside the USA are often con-
fused by the complexity of federal, 
state, county, and municipal tax 
laws, as well as the challenge of 
dealing with multiple states each 
with their own, often conflicting, 
tax regulations. As one buyer from 
India said to us, “We never realized 
the USA was made up of 50 differ-
ent ‘countries’ each with their own 
taxing authority and regulations.”

 The challenges to getting a 
cross-border deal are myriad and 
include more than this list. However, 
despite the strength of the US dollar 
vis-à-vis other currencies, with the 
globalization of business, the overall 
strength/stability of the US economy, 
and the size of the US market, buyers 
from outside the USA continue to look 
to make acquisitions in America. If 
you are considering a sale to a foreign 
buyer, remember to mind your man-
ners and be cognizant of the customs 
of others from different cultures.
 I am happy to answer any of your 
questions regarding this subject or 
any previous articles. In my next ar-
ticle, I’ll discuss the subject: Is Now 
the Time to Sell? ✦

The Challenges of Selling to Buyers  
Outside the USA

Exit StrategyJim Zipursky
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Call
Now

Toners l Inkjets l Laserjets Drums l MICR’s
Developers l Ribbons l Copy Cartridges l Maintenance Kits

Don’t Get Stung
By The Competition!

Cartridge Warehouse 
International, Inc.

Contact Joe: sales@CWItoner.com
ph: 310-828-2225  l  fx: 310-828-2262
2880 Colorado Blvd., Santa Monica CA 90404

For All Your OEM, Compatible
& Remanufactured Supplies

Ask about our 
12,000 Di�erent SKU’s

All Makes
& Models www.cwitoner.com

www.cwitoner.com

Others might talk a good game, but EOS delivers: 

We Buy & Sell Cell Phones | Empty Inkjet & Toner Cartridges | OEM Surplus | Laptops & IT Equipment

Your global empties partner since 1996.

860 291-1900
www.eosusa.com

“We want your empties.
So does everybody else.”

✔ Speedy payment
✔  Fast & accurate 

inspections 
✔  Best-in-the-business, 

match-or-beat pricing

Contact us now. It really 
does pay to work with us!

YKC
Canon, Konica, Toshiba, 

Ricoh, Xerox, etc... 

www.golfgong.com

YKC, Inc. 
One Broad Ave #8
Fairview, NJ 07022

Hela Chang
helachang@gmail.com

Phone: 201-313-0055
Fax: 201-313-0077C 2009 Asay Media Network

USA, North & South America Welcome

Used
Copier Sale 

303-465-3134
TRI RESOURCES INTERNATIONAL

Digital Duplicators
Risograph & Ricoh
Bought & Sold
RZ990
RZ220
RZ390
RZ590

JP8000
JP8500
JP4500
JP3000

1700
3700
3750
3770

MZ790

HQ7000
HQ9000

Rebuilt Duplicators
Retail Ready
Full Tech Support
Full Parts Support

***All Models*** 
***Available***

---------------------------------

email: culver-enterprises@swbell.net

SELLING

Phone: 405-912-1700
Fax: 405-912-1900

MASTERS
• OEM 
• Compatibles 

CALL NOW!
Now Available!!

Register at www.enxmag.com

engage ‘n exchange

engage ‘n exchange

MARK YOUR CALENDAR!

Presents webinar series:

Is Your MPS  
Marketing in  
the Rough?   

November 17th, 2015  
Tuesday, 2PM EST

Are Your Sales  
People Over Par? 
October 27, 2015  
Tuesday, 2PM EST

Sponsored 
by:
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Fax, Copier &
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FREE PARTS RESEARCH FOR

NO PARTS #’s NEEDED TO ORDER
WE STOCK FUSER UNITS, FEED KITS, DRUM KITS,
CIRCUIT BOARDS & MANUALS 
l HARD DRIVES FOR ALL COPIERS IN STOCK. ALL BRANDS
l NETWORK & SCANNER OPTIONS IN STOCK 
l FAX KIT OPTIONS FOR ADD ON TO ANY EXISTING COPIER
l FUSER UNITS & CIRCUIT BOARDS. ALL MODELS IN STOCK
l Order parts without parts #
l Parts Ship Same Day
l Free parts diagrams

(Live friendly assistance all day) 

Call Us For Free Parts Research
Dial: 1-800-634-9329 or 1-866-FAX-PART
Visit our websites at: WorldOfFax.com and CopierPartsStore.com

CANON

CANON

TECHNOFIX
Office Products

w
w

w
.Te
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no

fix
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SAME DAY 
AND DROP 
SHIPPING 

AVAILABLE 

l scanners
l fax 

l printers
l copiers

AUTHORIZED DEALER 
& SERVICE CENTER FOR

&

Tel: 818. 545. 8888    Fax: 818. 545. 8890
e-mail: rmoradian@technofix.com

1412 East Wilson Avenue - Glendale, CA 91206

OEM PARTS & SUPPLIES
Call for HP Mono and Color 

Laser Printer OEM Parts
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Fax, Copier &
Laser Printer Parts Specialist

FREE PARTS RESEARCH FOR

NO PARTS #’s NEEDED TO ORDER
WE STOCK FUSER UNITS, FEED KITS, DRUM KITS,
CIRCUIT BOARDS & MANUALS 
l HARD DRIVES FOR ALL COPIERS IN STOCK. ALL BRANDS
l NETWORK & SCANNER OPTIONS IN STOCK 
l FAX KIT OPTIONS FOR ADD ON TO ANY EXISTING COPIER
l FUSER UNITS & CIRCUIT BOARDS. ALL MODELS IN STOCK
l Order parts without parts #
l Parts Ship Same Day
l Free parts diagrams

(Live friendly assistance all day) 

Call Us For Free Parts Research
Dial: 1-800-634-9329 or 1-866-FAX-PART
Visit our websites at: WorldOfFax.com and CopierPartsStore.com

CANON

CANON

Calendar

International CES
Jan 6-9, 2015
Las Vegas, NV
www.cesweb.org

EFI Connect 2015
Jan 20-23, 2015
Las Vegas, NV
w3.efi.com/connect

Equipment Management
Conference
Feb 22-24, 2015/Miami, FL
www.elfaonline.org

Graphics of the Americas
Feb 26-28, 2015
Miami Beach, FL
www.goaexpo.com

Industry Events 
& Trade Shows
Below is the Industry events updates with website info.
Visit enxmag.com/INDUSTRY_CALENDAR.htm for more info.

ITEX National Conference 
& Expo
March 10-12, 2015
Ft. Lauderdale, FL
www.itexshow.com

AIIM Conference
March 18-20, 2015/San Diego, CA
www.aiim.org

IBPI
March 18-20, 2015
Orlando, FL
www.ibpi.net

BTA Southeast Winter Break
March 20-21, 2015
Orlando, FL
www.bta.org

www.goschock.com
800-733-2753

info@goschock.com

► Nationwide Air-Ride Shipping
► De-Installation
► Data Security
► Storage
► Insurance

First in Integrity. First in Service.

The Largest Circulation in the Document Imaging Industry
30,000 Copies 

Distributed Each Month!

Stay Connected Share Your Views
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Printer Tech Tip

This Printer Tech Tip is contributed by Laser Pros (www.laserproscom).  Email any questions to marketing@laserpros.com 

HP M525/M575/M725/M775 MFP Control panel out of 
calibration or not responding in the correct locations
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1-888-376-7311

COLOR   I   MICR   I   NICHE   I    MPS 

DPI The Leader In
New Development
& Niche Products

Call Us For Daily Specials!

Ask about our Free Shipping 
offer & Empty Toner Cartridge

Buyback Program!        Same Day & Blind Drop Shipping!

We Design it... We Develop it...
We Manufacture it...

"Tailored towards your needs".
Cut costs, streamline processes and print for less with 

our Extended Yield Brand (Managed Print Services).

�NO MINIMUM ORDER  
�MICR AVAILABLE
�BLIND DROP SHIPPING  
�NEWEST RELEASES

Made In
The U.S.A. 
Since 1994

�WE BUY EMPTIES
�RE-BUILD YOUR EMPTY PROGRAM SAVE!

All of DPI products are
manufactured 100% in the USA!

Equipped and Staffed to Assist other Manufacturer’s Production Requirements

www.directpreciseimaging.com

DECEMBER 2014 RELEASES  
•  Samsung MLT-309 Toner
•  Xerox Phaser 4600/4620 Toner

NOVEMBER 2014 - NOW AVAILABLE
•  Lexmark CS310/410/510 4k black 3k colors
•  Lexmark CS510 8k black 4k colors
•  Canon CRG 126
•  Samsung MLT 116 toner and drum unit

OCTOBER 2014 RELEASES
•  HP CF-325x Monochrome and MICR
•  HP M651 Colors - CF330x - CF333a
•  HP M680 Colors - CF320x - CF323a
•  Brother TN-339 Colors 6k Extended Yield

SEPTEMBER 2014 RELEASES  
•  HP M476 Colors - CF380x-CF383a
•  Lexmark M1145 16K Yield
•  Sourcetech 9612/9620 Drum Unit

Empties For Sale Advertise in ENX

Post Your
Employment

Opportunities FREE
on the 

ENX Website!

For more information visit

www.ENXMAG.com

ISSUE:
59.F0 Error
DESCRIPTION: 
Printer boots up to 59.F0 Error and is unable to print. This
behavior may be caused by one of the following three condi-
tions: 
1.  Transfer belt is locked up and cannot rotate.
2.  Sensor SR17 (primary transfer-roller-disengagement) is bad.
3.  Damaged or broken fuser drive gear. Typically, a grinding or

clicking noise will be heard during boot up. 

RECOMMENDED ACTION: 
1. The first step is to reseat the ITB and power-cycle the printer.

NOTE: If the problem persists, an HP Certified Technician
should be dispatched for further troubleshooting.

2. Inspect the ITB by taking the ITB completely out of the
printer. Check to see if the flag rotates (callout 1) when the
white knob is turned (callout 2). See the Figure following.

If the ITB flag is broken, damaged, or does not rotate replace
the ITB (CC468-67907). Otherwise, continue with step 3.

3. Test Sensor SR17. Perform the Manual Sensor Test. In order
to run this test successfully, make sure the Fuser, ITB, Cyan

Printer Tech Tip

TECH TIP
HP CP3525, CM3530, M551, M575
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We Design it... We Develop it...
We Manufacture it...

"Tailored towards your needs".
Cut costs, streamline processes and print for less with 

our Extended Yield Brand (Managed Print Services).

�NO MINIMUM ORDER  
�MICR AVAILABLE
�BLIND DROP SHIPPING  
�NEWEST RELEASES

Made In
The U.S.A. 
Since 1994�WE BUY EMPTIES

�RE-BUILD YOUR EMPTY PROGRAM SAVE!

All of DPI products are
manufactured 100% in the USA!

Equipped and Staffed to Assist other Manufacturer’s Production Requirements

www.directpreciseimaging.com

SEPTEMBER 2015
•  CANON GPR-45 COLORS
•  CANON GPR-44 COLORS
•  XEROX WC 3655

AUGUST 2015
•  Xerox Phaser 3260 Monochrome & MICR
•  Xerox Phaser 3610/3615 (25.9k yield)

JULY 2015
•  Konica Minolta Bizhub 4020
•  Lexmark CX 310/410/510 colors

JUNE 2015
•  HP M880 Colors (CF-301a - CF-303a)
•  HP M880/M885 Drum Units

Issue:
Customer reports that the control panel appears “out of calibration” or is not responding in the correct areas. 
For example, touching on the right side menu items causes items on the left to be selected.

Solution:
Troubleshoot using the control panel diagnostic screen.

TriMega’s EPIC 2015                         
Oct 6-8, 2015/Las Vegas, NV                                                

www.trimega.org

Square 9 Encompass 2015
Oct 20-23, 2015

Clearwater Beach, FL                                  
www. http://www.square-9.

com/encompass2015

BTA Southeast                                               
Oct 23-24,2015/Asheville, NC                                               

www.bta.org

ENX Webinar series                                       
Oct 27, 2015/Webinar/2pm EST                                             

www.enxmag.com

ECI Connect Conference 2015 
Nov 9-11, 2015/Walt 

Disney World Resort, FL                    
www.ecisolutions.com

ENX Webinar series                                       
Nov 17, 2015 

Webinar/2pm EST                                           
www.enxmag.com

Industry Events &  
Trade Shows

1) Press the button 
on the rear side 
center of the 
control panel.

2) Use the 
control panel 
diagnostic 
menu to test 
and calibrate 
touchscreen.



GREATER PHILADELPHIA
EQUIPMENT COMPANY

WE ARE OPEN

“We Have Thousands of Copiers & Accessories For Sale On Our Premises At All Times”

We Have Thousands of Copiers & Accessories For You To Choose From!

Our Copiers For Sale List can
be faxed or emailed to you!

Ph: 215-788-7111
Fax: 215-788-4445
gpec1@verizon.net3907 Nebraska Ave., Newportville, PA 19056

Please Call, Email or Fax
The Equipment You

Are Looking For!

www.printcontrollers.com
Visit Us Online At:

We Are Now
Selling Parts From
Off-Lease Copiers

l  Boards
l  Lasers
l  Fuser Units
l  Hole Punch Units

$195
$195
$195
$195
$195
$195
$195
$195
$195

Toshiba

Print/Scan  Enabler for 523/603/723......
Print/Scan Enabler for 520/600/720........
Print/Scan Enabler for 353/453.................
Print/Scan Enabler for 352/452.................
Print/Scan Enabler for 232/282.................
Print/Scan Enabler for 230/280.................
Print/Scan Enabler for 202L.......................
Print/Scan Enabler for 203L/233/283.....
Print Enabler for 230/280............................

$295
$195
$195

GD1250 Fax Option ......................................
Fax Option for 352/452/353/453..............
Fax Option for 203/233/283.......................

Many More Options Available, Call For Pricing

$195
$295
$295

$195
$125
$125
$295
$195
$295
$195

Sharp
Print/Nic for 208/208D.................................
Print/Nic for 237/277....................................
Print/Nic for 257/317....................................

$295FXX2 Fax Option..............................................
$150FXX3 Fax Option..............................................

Fax Option for MX2700/4501....................
Fax Option for 168.........................................
Fax Option for 208S/208D..........................
Fax Option for 237/257/260/277/317.....
Fax Option for 355/455/MX350/450.......
Fax Option for 503/453/363/283..............
  FN6 Finisher for MX350/450.......................

$395MX FN10 Saddle Stitch Finisher................
MX FNX9 Finisher...........................................
MX DEX7 Two Tray Paper Pedestal..........

$195
$295
$295

Ricoh
More Fax Options & Print Controls Available, Call For Pricing
Print/Scan 6001/7001/8001/9001.........................
Print/Scan Option 6000/7000/8000.....................
Print/Scan Option 5500/6500/7500.....................
Print/Scan Option 4000B/5000B...........................
Print/Scan Option 3500/4500.................................
Print/Scan Option 2051/2060/2075.....................
Print/Scan Option 2510/3010.................................
Print/Scan Option 2550B/3350B............................
Print/Scan Option 3025/3030...............................
Print/Scan Option 3035/3045...............................
Post Script for Ricohs.............................Call for Pricing

Fax Option for MPC 6000/7500..............................
Fax Options for MPC 5501/4501/3501/3001.....
Fax Option for MPC 3500/4500..............................

Fax Option for MPC 2050/2550..............................
Fax Option for MPC 2000/3000..............................
Fax Option for MP 2550/3350.................................

.........

Panasonic
Many Items Available  
Call for Pricing

$295
$295
$295
$350
$295
$295
$195
$350
$195
$195

Fax Option for MPC 6501/7501..............................$395
$295
$395
$295

$295
$295
$195

Fax Option for MPC 2800/3300/4000/5000.......$295

Fax Option for 2851/3351........................................
Fax Option for 3025/3030/2510/3010..................
Fax Option for 3035/3045/3500/4500.................
Fax Option for MP 4000/5000................................
Fax Option for MP 4001/5001................................
Fax Option for 5500/6000/7500/8000.................

SR 790 Finisher for 2851/3351/4000/5001
SR 970 Finisher for 5500/6500/7500/8000.........

SR 4000 Finisher for 5500/6500/7500/8000......

$295
$195
$195
$295
$295
$295

Fax Option for 6001/7001/8001............................ $295
$195
$295

SR 3020 Saddle Stitch Finisher...............................$395
SR 3030 Finisher.......................................................... $295

SR 3000 Saddle Stitch Finisher...............................$395

$395
RADF for MPC 3001/3501...........................................$250
RADF for MPC 4501/5501...........................................$295

$395
$295
$295
$195
$295
$195

$195

$195
$195
$295
$195
$295
$295
$295

Kyocera/Mita

Print Nic Scan for 6030/8030...............................
$295Print Nic 620/820.........................................................

Print Nic for 6030/8030..........................................
Print Nic Scan for 3035/4035/5035....................
Print Nic for 3035/4035/5035...............................
Print Nic Scan for 2530/3530/4030....................
Scan Option 620/820..............................................

Scan Option for 1650/2050/2550.......................
$150Scan Option for 181/221........................................

$195Fax Option for 181/221..........................................
Fax Option for 1650/2050/2550..........................
Fax Option for 2530/3530/4030..........................
Fax Option 2560/3060............................................

$295
$295

Fax System S..............................................................
Fax System Q.............................................................

Fax Option for 3035/4035/5035..........................
Fax Option for 3050/4050/5050..........................

$395
$295

Finisher DF 760B.......................................................
Finisher DF 780B.......................................................

Finisher DF 710 for 3050/4050/5050................
Finisher DF 730 for 3050/4050/5050.................

$295PF770 LCT....................................................................
Paper Feed Pedestal Bases for 420i/520i/250ci/
300ci/400ci/500ci .............................................Available

$295Fax Option for IRC 5030/5035/5045.................
$295Fax Option for IRC 2020/2030.............................

$295
$395

Konica Minolta

Fax Option FK503....................................................
$295Fax Option FK502....................................................

Fax Option FK508....................................................
Finishers Available................................Call for Pricing

$195
$195
$195
$195
$195

$295

Canon

$195Print Kit for 2020......................................................

Fax Option for IRC 2550/3080/3480..................
Fax Option for IRC 2880/3380..............................
Fax Option for IRC 4080/5185.............................
Fax Option for 2270/2870/3570/4570..............
Fax Option for 3025/3030/3035/3045..............

$295Fax Option for 3245/3235/3225.........................

S1 Finisher for 3230/3225/3235/3245..............
$295Y1 Finisher..................................................................
$395Y2 Finisher..................................................................
$195Z1 Finisher..................................................................

Many More Models of Feeders
and Finishers available

Special Shipping
Discounts!

MX DEX9 Two Tray Paper Pedestal..........

Fax Option for MP 2553/3053.................................$295
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Technical Tip

Xerox® 7525 Family Fuser Modules — Part 1 of 2
Repairing and Rebuilding the Fusers for the 
WorkCentre® 7525, 7530, 7535, 7830, 7835; WC-7545, 
7556, 7845, 7855; and Phaser® 7800

Britt Horvat

The WC-75xx and WC-
78xx family fuser modules 
are pretty serious pieces 

of equipment. With the advent of 
aftermarket parts becoming avail-
able at long last, it’s time to take 
these apart and figure out the best 
way to go about replacing the 
fuser heat belt, pressure roller, 
and the fuser reset fuse. You will 
find this one is relatively time 
consuming to rebuild, but with 
the new fusers retailing for over 
$700, they are well worth your 
time. It is a long instructional so 
we’ll cover it in two articles.
 These things are well built with 
a stated yield of 360K pages.  
They are not typical of other 
Xerox fusers we’ve covered. For 
one thing, they use a flexible heat 
belt rather than a rigid heat roll 
like most fusers. Then for the 
heating they don’t use traditional 
fuser lamps. Instead, these use 
a newer technology known as 
induction heating which reduces 
the amount of energy required to 
keep it hot. The heat on the heat 
belt’s surface is produced by a 
piece that is adjacent to the heat 
belt, not inside it as one might 
expect. Inside the heat belt you’ll 
instead find a thermal control 
assembly, which has the therm-
istors and thermostats mounted 

to it. The pressure is taken care 
of by a more traditional look-
ing pressure roller rather than a 
pressure sleeve as we’ve seen in 
recent models. It is said that the 
pressure roll often fails before 
the heat belt is worn out. The 
pressure roll tends to swell and 
seize up late in the fuser’s lifecy-
cle. So in this case it’s important 
to replace both pieces when 
rebuilding one of these fusers.
 There are two very similar ver-
sions which both come apart the 
same way. There is a low-speed 
version and a high-speed version.  
Also there are printer 
models that have their 
own part numbers.  
Below are the part 
numbers and which 
models each one is 
designed for:
For WC-
7525/7530/7535 &  
WC-7830/7835:
 604K62200 – 110 Volt version 
 (or 604K94290 for an OEM 
 Rebuilt fuser)
 604K62220 – 220 Volt version 
For WC-7545/7556, WC-
7845/7855 & WC-7970:
 604K62210 – 110 Volt version 
 (or 604K94280 for an OEM 
 Rebuilt fuser)
 604K62230 – 220 Volt version
For Phaser® 7800:
 115R00073 – 110 Volt version 
 (Alternate #: 676K12630)
 115R00074 – 220 Volt version 
 (Alternate #: 676K12640)

REBUILD PROCEDURE (Part 
1 of 2):
Tools Needed:
- Safety Torx T-15 Driver 
(Safety Torx drivers are the kind 
with the hole in the center of the 

driver bit. Not everyone has one 
of these handy. There are five of 
these types of screws holding the 
outer and inner covers in place.  
These are high-domed screws, 
so if you’re stuck and you don’t 
have a Safety T-15 driver, you 
could use needle-nose pliers to 
work them off one turn at a time 
(time consuming, but doable). 
- Phillips Head #2 Screwdriver 
 (also a 5.5mm hex driver  
 is helpful)
- Small Flat-Head Screw Driver

Orientation:

Let’s start by getting oriented 
(refer to Photo #1). The rear 
end is the end with most of the 
gears and the main fuser con-
nector, which interfaces with 
the machine. You’ll also find the 
CRUM reset fuse board tucked 
into the rear end. The outer face 
is the face that is visible when 
you open the machine’s left door 
to go remove the fuser. It has a 
bunch of warning labels on it and 
the two thumbscrews for remov-
ing the fuser are found on the 
bottom edge of this outer face.  
The top of the fuser is where 
the yellow fuser exit gate can be 
found. Now let’s strip this baby 
down.

1. Remove the Outer Cover (3 
Safety-Torx T15 screws from 
the outer face). The yellow 
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Nation-Wide Repair Service  |  Customer Service: 866.655.8676  |  Technical Support: 800.798.1814  |  www.nwrsinc.com 

KEEP WATCHING ALL  
YEAR FOR EXCITING  

PROMOTIONS  
AS WE CELEBRATE  

30 YEARS  
IN BUSINESS!

exit gate pivots on the top of this 
outer cover. If you wish to remove 
the exit gate, it is held captive by a 
small black plastic pin, which holds 
the front-most pivot point. If you 
slide the plastic pin out of place with 
your thumb, the gate can come off 
(see Photo #2).

2. Remove the Inner Cover (2 Safe-
ty-Torx T15 screws from the inner 
face). See Photos #3 & #4.

3. Release the Outer Frame. This is 
a long metal piece with an attached 
black plastic channel on which the 
fuser exit actuator hangs (2 Phillips 
head screws from the outer face).  
Disconnect the electrical connec-
tor at the rear end of the long blue 

wiring harness (see Photo #5). Then 
pivot the channel and metal piece 
away from the rear end (it is still con-
nected at this point at the front end of 
the fuser).

4. Remove the Front Wiring Guide 
(black plastic). Refer to Photo #6. 
First, disconnect the fuser exit 
sensor’s bracket (1 screw) and then 
disconnect the white plug from the 
fuser motion sensor which watches 
the fuser turning (this optical inter-
rupt sensor watches the edge of a 
wheel with a series of flags on it).  
Shift the front wiring guide (black 
plastic) towards the outer face till it 
clears the metal frame (to the right 
in the photo). Next, fish the white 
plug near the middle of the black 

plastic piece out of its fas-
tening hooks so that you 
can disconnect the white 
wire, which disappears 
into the front end of the 
fuser heat belt.
5. Remove the Pressure 
Roller Tie-Bar (2 Phillips 
head screws) and the 
Paper Input Guide  

(also held by 2 Phillips head screws). 
See Photo #7 for a close-up of which 
screws you’ll be removing near the 
rear end.  There is a static dissipating 
resistor mounted under the paper 
input guide.

6. Remove the small black bracket 
which holds the Fuser CRUM 
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Board from the rear end (1 screw).  
The fuser CRUM board on this fuser 
has a 20 milliamp fuse soldered in 
place and an indexing resistor. It is 
necessary to replace the fuse so that 
the fuser count will reset when you 
install the rebuilt fuser. The fuse 
must be soldered onto the CRUM 
board.   

7. Release the large Main Fuser 
Connector. It is near the rear end (2 
spring loaded shoulder screws).

8. Release the Rear Wire Guide 
(black plastic). This holds many of 
the wiring harnesses (1 screw near 
the center of it, see Photo #8). Then 
pivot the far rear portion towards 
the inner face and off.  Be patient, 
you will need to remove some of the 
wiring from its channels to get this 
piece far enough out of your way.  
For reassembly, refer to Photo #8 to 
see where the wiring is supposed  
to go.

9. Remove the Pressure Cam Shaft’s 
Home Sensor Actuator (1 screw, 
see Photo #9). Next remove the 
Pressure Cam Shaft Assembly by 

 

removing the e-clip at the front end 
and a second e-clip just behind the 
metal frame piece at the rear end 
between the rear cam and the cam 
shaft home sensor actuator flag  (see 
Photo # 9). You’ll need to slide the 
cam shaft to the rear, far enough for 
the front end of the shaft to clear the 
front metal frame and lift the front 
end up. Then it will slide toward the 
front until the shaft clears its drive 
gear. Watch out not to lose any small 
pieces. The front and rear bearings 
will fall right off, as will the cam 
shaft drive gear and a plastic bushing 
found in the frame near the drive 
gear. Notes for reassembling the 
pressure cam shaft assembly: the 
cams and the home sensor actuator 
flag line up with their rounded parts 
facing the same way. The 2 bearings 
have their flanges positioned outside 
of the metal frame on both ends.  
When reassembling, you will need to 
place the drive gear in its place and 
slide the “D-shaft” in to meet it.

To be continued…
We’re getting there! This instructional 
is a bit too long to fit into one article, so 
we’ll finish up next month.  Tune in next 
time when we’ll soldier on to remove 
some metal framework from the rear end, 
followed by the pressure roll assembly, 
and finally the fuser heat sleeve slides off 
of the thermal control assembly.  ✦

The Largest Circulation 
 in the Document Imaging Industry

30,000 Copies  
Distributed Each Month!

Stay Connected Share Your Views
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Your one-stop
circuit board solution is here.

For more than 30 years it has been Hytec’s mission to 
provide component-level support and solutions to help 
service organizations save time and money, and remain 
competitive. With the Most Comprehensive Support in 
the Imaging Industry Hytec offers an easy way to save 

on all Circuit Boards, Fusers, Fiery Controllers, and Hard 
Drive Services. Offering the best availability in circuit 

board solutions, our service options can save your compa-
ny up to 70% over new-board replacement costs. 

●  Circuit Board Repair
●   Hard Drive Services
●   Data Destruction

●   Print Controllers 
●   Fusers & Staplers
●   EFI Fiery Servers

Call or visit us online and get your savings today!

Electronic Business Machines

1408 Versailles RD.
Lexington, KY 40504

Ph. 800.832.6522
Fax 859.281.6328
www.ebmky.com

The PRODUCTS you want, the SERVICE you deserve!

Authorized Parts Distributor

New OEM Parts
Fuser Exchange

Printhead Exchange
Tech Support

Transfer Belt Assemblies
Printhead Exchange

Fusers purchase or exchange
M/A Kits purchase or exchange

Parts - Supplies - Circuit Board Repair
Keyboard Rebuild - Machine Refurbish

ROYAL®



Tel: (909) 869 0730
Fax: (909) 869 0736
Email: sales@seinetecusa.com   

Seine Tech(USA) Co., Ltd.
NEW CALIFORNIA ADDRESS: 

4802 Murietta Street
Chino, CA 91710

NEW JERSEY ADDRESS: 
65 Clyde Road, Suite E

Somerset, NJ 08873

2 Distribution Centers
(California & New Jersey)
99% of orders ships the same day you order
1 to 2 day shipping to 50% of the U.S.A.
Blind drop shipping and custom private labels

offers

new factory

CE278/285/435/436 Universal 
Xerox Phaser 6022/6020, 3610

Xerox Workcentre 6655

Cartridge 137A, HP CF320'S 
and CF380'S Color Series

HP CE340A/651A Color Cartridge

new
products

CF281A/X
AVAILABLE

Compatible Toner 
Cartridges For

HOT NEW ITEM! 

Hiring 
Outside Sales

Please Contact us Today!

*JUMBO CARTRIDGE FOR* 
CE278A,CE285A,CC364X,

CE390A,CB435A,CB436A,

CE505A/X,Q2610A,4096A,

Q1338A/1339A/5942A/

5942X/Q5945A,Q5949A/X 

and Q7553A

and more...
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Nearly 1 Million Compatible Cartridges in our PA, TN & NV DC’s!
SW IS THE PROFITABLE OEM ALTERNATIVE!

1-866-817-8795 sales@supplieswholesalers.com www.supplieswholesalers.com

MEMPHIS

RENO

1 DAY
2 DAYS
3 DAYS

Nearly 1 Million Compatible Printer Cartridges In Stock!
• Over 97% order fi ll rate ensures we have the stock to satisfy any volume

The Broadest Cartridge Range with 3,000 Compatible Models!
• Including the latest toner & inkjet models to increase your profi ts

The Lowest Defect Rates (Near 1.0%) From Top Factories!
• Our best-of-breed global sourcing helps you keep your customers 

The Best OEM Alternative!
• Support your customers right to choose... and save them money!

Now Shipping from 3 Warehouses in PA, TN & NV!
Delivering by FREE Ground ($200+ orders) to 90% of the U.S. in 1-2 Days

© 2015 - Supplies Wholesalers • All rights reserved. • Not responsible for typographical errors. Prices subject to change without notice.

Save up to 25% with volume!

MPS is growing, and SW offers the best
cartridge solution for MPS applications

OEM NUMBER SW NUMBER  OEM Yield  SW Yield % 
Increase 1 to 9 Cost 10+ 

Mixed
Cost Per 

Page
TN350, TN2000, TN2025 CBTN350J  2,500  5,000 100%  $21.00  $19.95  $0.0040 
TN360 CBTN360J  2,600  5,200 100%  $22.00  $20.90  $0.0040 
TN420, TN450 CBTN450J  2,600  5,000 92%  $16.00  $15.20  $0.0030 
TN550, TN580 CBTN580J  7,000  12,000 71%  $25.00  $23.75  $0.0020 
TN650, 3280, 3290 CBTN650J  8,000  12,000 50%  $24.00  $22.80  $0.0019 
CE255X PTCE255XJND  12,500  15,000 20%  $47.00  $44.65  $0.0030 
CE278A PTCE278AJ  2,100  3,000 43%  $21.00  $19.95  $0.0067 
CE285A PTCE285AJ  1,600  3,000 88%  $21.00  $19.95  $0.0067 
CE390A PTCE390AJ  10,000  18,000 80%  $54.00  $51.30  $0.0029 
CE505A PTCE505AJND  2,300  3,500 52%  $26.00  $24.70  $0.0071 
CE505X PTCE505XJND  6,500  8,000 23%  $29.00  $27.55  $0.0034 
CB435A PTCB435AJ  1,500  3,000 100%  $20.00  $19.00  $0.0063 
CB436A PTCB436AJ  2,000  3,000 50%  $20.00  $19.00  $0.0063 
CC364X PTCC364XJ  24,000  35,000 46%  $57.00  $54.15  $0.0015 
C4096A PTC4096AJ  5,000  7,500 50%  $28.00  $26.60  $0.0035 
Q2612A PTQ2612AJ  2,000  4,000 100%  $19.00  $18.05  $0.0045 
Q1338A, Q5942A PTQ5942AJ  12,000  15,000 25%  $49.00  $46.55  $0.0031 
Q1338A, Q1339A, Q5942A, Q5942X, Q5945A PTQ383942XJ  20,000  28,000 40%  $57.00  $54.15  $0.0019 

SW Enx Ad.indd   2 6/9/15   2:08 PM
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Delivering by FREE Ground ($200+ orders) to 90% of the U.S. in 1-2 Days
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Save up to 25% with volume!
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Save up to 25% with volume!

Jumbo Toners • Ideal for MPS

MPS is growing, and SW offers the best
cartridge solution for MPS applications

OEM NUMBER SW NUMBER  OEM Yield  SW Yield % 
Increase 1 to 9 Cost 10+ 

Mixed
Cost Per 

Page
TN350, TN2000, TN2025 CBTN350J  2,500  5,000 100%  $21.00  $19.95  $0.0040 
TN360 CBTN360J  2,600  5,200 100%  $22.00  $20.90  $0.0040 
TN420, TN450 CBTN450J  2,600  5,000 92%  $16.00  $15.20  $0.0030 
TN550, TN580 CBTN580J  7,000  12,000 71%  $25.00  $23.75  $0.0020 
TN650, 3280, 3290 CBTN650J  8,000  12,000 50%  $24.00  $22.80  $0.0019 
CE255X PTCE255XJND  12,500  15,000 20%  $47.00  $44.65  $0.0030 
CE278A PTCE278AJ  2,100  3,000 43%  $21.00  $19.95  $0.0067 
CE285A PTCE285AJ  1,600  3,000 88%  $21.00  $19.95  $0.0067 
CE390A PTCE390AJ  10,000  18,000 80%  $54.00  $51.30  $0.0029 
CE505A PTCE505AJND  2,300  3,500 52%  $26.00  $24.70  $0.0071 
CE505X PTCE505XJND  6,500  8,000 23%  $29.00  $27.55  $0.0034 
CB435A PTCB435AJ  1,500  3,000 100%  $20.00  $19.00  $0.0063 
CB436A PTCB436AJ  2,000  3,000 50%  $20.00  $19.00  $0.0063 
CC364X PTCC364XJ  24,000  35,000 46%  $57.00  $54.15  $0.0015 
C4096A PTC4096AJ  5,000  7,500 50%  $28.00  $26.60  $0.0035 
Q2612A PTQ2612AJ  2,000  4,000 100%  $19.00  $18.05  $0.0045 
Q1338A, Q5942A PTQ5942AJ  12,000  15,000 25%  $49.00  $46.55  $0.0031 
Q1338A, Q1339A, Q5942A, Q5942X, Q5945A PTQ383942XJ  20,000  28,000 40%  $57.00  $54.15  $0.0019 

• Our jumbo toners offer up to 100% more yield than OEM
• with a low 1% defect rate, you’ll have fewer service calls

The lowest cost per page (CPP)
+ Low Defect Rate = more MPS profi t!
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Toshiba provides comprehensive sales and service 
training, and competitive pricing on a full-range of 
award-winning MFPs. Plus, with no sales quotas, 
financial commitments or minimum orders, 
partnering with Toshiba is simple, smart and fast.

  Call an authorized Toshiba Distributor 

  Complete the training 

  Become a Toshiba Business Product  
    Center and start selling Toshiba 

To get a free brochure on becoming 
a Toshiba Business Product Center 
contact a distributor listed below.

National Distributors:
ACM Technology 800-722-7745
Collins Distributing Co 800-727-0884
International Digital Solutions 888-372-3700
Supplies Network 800-729-9300

NOW IS THE 
TIME TO 
SWITCH TO 
A PARTNER 
THAT MEETS 
YOUR NEEDS
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