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B E T W E E N  T H E  L I N E S

Making A Difference
Contributors

It’s that time of the year again when ENX celebrates those in 
our industry who are making a difference. Months were spent 
collecting nominations from industry peers keen to recognize 
their colleagues, and we are presenting those honorees in this 
issue. 

For me, being new to the magazine, it was enjoyable to review 
all the nominations. Some of the people I knew, but many 
of them I did not, and it was interesting to learn about the 
talents, vision and leadership of the many individuals driving 
the industry forward. I hope to get to know them all better.

Once again, the recipients ranged from OEM executives to 
software pioneers; from marketing executives and pundits 
to the maverick dealers who are achieving great success by 
adopting new technologies and services. 

It was also refreshing to see so many more “behind-the-
scenes” people this year. Clearly there are many who are 
neither CEOs nor SVPs and whose importance to their 
companies and the industry at large is immeasurable. It was 
satisfying to see them recognized. 

Which leads me to the term “industry.” Yes, it’s convenient 
(and I use it all the time) but its connotation of a bland 
uniformity belies the richness of the people who formulate 
and drive the policies, invent, innovate, execute the projects or 
even offer an objective analysis of the events that occupy the 
office technology space.

With this issue, we hope to offer a peek behind the monolith 
and celebrate the contributions of the nominees who are 
making a difference. We would also like to thank all of those 
who took their time to nominate their peers and help us gather 
supporting materials. 

Congratulations and thank you!

Todd Turner 
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.

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.

West McDonald  |  West McDonald is 
Vice President of Business Development 
and Marketing for Print Audit as well as 
owning and operating FocusMPS.  West 
is also the Chair of the SBB (Seat Based 
Billing) Executive Council, a 29 dealer-
member group that has developed an 

SBB model for managed print.  With over 15 years of 
experience in the Managed Print Services arena he has 
come to be respected as one of the foremost experts 
in the field.   In 2015 he was listed as one of the “ENX 
Difference Makers” and in 2013-2014 was named “One 
of the Top 40 Most Influential People In The Imaging 
Industry” by The Week In Imaging.  In 2012 and 2013 
Mr. McDonald was the Chair of the CompTIA Managed 
Print Community and continues on as an Ex Officio on 
the executive council.  West is keen on developing ‘near 
future’ strategies to help partners keep one step ahead 
of the changing market landscape in order to help them 
not only survive but prosper.  He can be reached at 
wmcdonald@printaudit.com.
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This month we are pleased to 
present our annual edition 
of the Difference Makers, 

a celebration of key individuals 
making a difference. This issue 
showcases those representing every 
segment of the industry, from OEMs, 
to services, software, and supplies 
providers, to industry analysts and 
pundits. 
 To assist us in making our 
selections we contacted dozens 
of respected folks across all 
segments of the document imaging 
industry and placed an open call 
for recommendations in the ENX/
The Week in Imaging newsletter. 
Anybody who was featured last year 
was excluded from this year’s list. 
The difference makers we’re profiling 
are a result of those efforts and 
responses. 
 Difference makers come from 
all over the industry. Some are 
executives launching bold new 
strategies. Others are thinkers, 
teachers, innovators or they’ve run 
a highly successful business. This 
year, many are behind the scenes 
players, not widely known to many, 
but making an impact on their 
organizations and the industry.
 We would like to thank everybody 
who participated over the past 
several months to help put this issue 
together. Without your input, this 
would not have been possible. 
 Now let’s meet the difference 
makers, presented in alphabetical 
order. 

Why Doug Albregts is a 
Difference Maker: 
Even when all the uncertainty and 
speculation seemed to dominate the 
conversation about Sharp, Doug Albregts 
steered Sharp with poise. Sharp has 
not only survived but also grown and 
dramatically improved profitability. 
Doug has also helped Sharp stake out 
a unique position in the industry with 
its relationship strategy with Tech 
Data. Internally, there is an exciting 
new culture with almost no employee 
defections in three years. 

 “Doug transformed Sharp’s imaging 
group into the gem of the struggling 
behemoth. With a complete overhaul of 
their distribution system and the way 
they do business with their dealers, his 
strategy has made Sharp’s imaging group 
competitive despite all of the negative 
news over the last couple years. He’s a 
great guy and dealers love him and he 
will literally do just about anything for 
his resellers.”
- Andy Slawetsky, Industry Analysts

Why Laryssa Alexander is a 
Difference Maker: 
With 19+ years in the software industry, 
Laryssa Alexander remains a valuable 
member of the ECi Software Solutions 
team focused on e-automate, FM Audit, 
Naverisk, La Crosse, and OMD software. 
A true road warrior, Laryssa continues 
to rack up frequent flyer miles in what 
seems like a never-ending quest to take 
the ECi Software Solutions message 
to market. She’s a visible presence at 
industry events where it’s not unusual 
to see her sharing her knowledge and 
insights with the dealer community on 
industry panels.  
 “She has stepped up and helped out 
several times in the transition to ECi’s 
Model.”
- Mike Grey, On Demand, Houston

The Difference 
Makers:
Celebrating People Making 
a Difference in the Document 
Imaging Industry

THE

2016

Di�erence
Makers

Doug Albregts | President
Sharp Imaging and 

Information Company  
of America

Laryssa Alexander
President of Field Services 

Division
ECi Software Solutions
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Why Keith Allison is a  
Difference Maker: 
After 34 years with Systel, you would 
think Keith Allison has a pretty good 
handle on the document imaging 
industry and you’d be right. What Keith 
has built in North Carolina is one of 
the most successful dealerships in the 
country and one of the most unique 
too. As a testament to the growth that 
Keith has presided over, they recently 
celebrated the one-year anniversary 
of the opening of a 125,000 sq. ft. 
distribution and service center and 
have begun construction on a service 
and command center located in their 
corporate headquarters.

 “How many other dealers do you 
know with the gumption to create its 
own Printing Services Division to 
provide commercial offset printing to 
the market? Despite spending more than 
three decades in the industry Keith is still 
going strong as he continues to make a 
difference not only in the markets that 
Systel serves but the document imaging 
industry as well where he is the model of 
a successful entrepreneur.”
- Scott Cullen, Chief Correspondent & 
Editor of The Cannata Report

Why Ron Alphin is a  
Difference Maker:
Ron Alphin only joined Parts Now a 
few months ago but already big things 
are expected of him. Such is the nature 
of his reputation. He was previously 
responsible for the MPS operations at 
Supplies Network and instrumental in 
growing both the infrastructure and 
customer service that made SN a world 
leader in this category. He’s a volunteer 
contributor at the MPSA and if you 
survey readers across the dealer channel, 
you will find that he is universally loved 
and respected for his hard work, ability 
to deliver under pressure and infectious, 
positive attitude.

 “When I think of a “go-to” person, 
Ron is top of mind. He is as friendly as 
he is smart, which makes him someone 
you want to know. On top of all this, 
he has an amazing talent at building 
programs and platforms that excel—
driving revenue growth and operational 
performance. His track record speaks 
for itself, and I’m sure he will make 
another big difference in his new role. 
Watch out!”
- Ken Stewart, PMP, ChangeForge, LLC

Why Michael Amiri is a 
Difference Maker: 
A 20-year veteran of the IT industry, 
Michael Amiri has built a team 
at Continuum that is dedicated to 
supporting the office equipment channel 
by maximizing efficiencies and profits 
with managed IT service offerings. 
Michael has worked tirelessly to assist 
office equipment dealers making the 
transition to managed IT services and 
he utilizes many resources to share his 
knowledge and experience, including 
conducting must-see webinars.

 “Michael Amiri has developed and 
led the Office Equipment Dealer Program 
for Continuum for three years and 
has been relentless in his commitment 
to the channel and dealer success. In 
addition to his direct support, he is a 
frequent participant and contributor 
within industry events and publications 
and freely shares his perspective and 
best practices to aid dealer transition. 
Michael’s efforts have resulted in the 
on-boarding of over a hundred successful 
office equipment dealers for inclusion into 
the Continuum partnership.”
- Chris Ryne, GAP

 “He has learned our channel in 
a very short period of time. With his 
complete understanding of MNS he is 
able to communicate how it fits in our 
market and is open to advise dealers 
on the correct areas of their business 
to expand. He never misleads which is 
extremely important when entering new 
areas.”
- Edward McLaughlin, CEO, Valderus

Keith Allison
President and CEO

Systel Business Equipment  
Company, Inc.

Ron Alphin
VP of Business Solution 

Operations
Parts Now

Michael Amiri
Director of  

Dealer Services
Continuum 
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 “Continuum determined that the Office 
Technology channel is a strategic focus, 
and Michael has led Continuum’s channel 
program from its formation. Through his 
efforts, Office Technology dealers have 
been able to effectively expand their 
business into this important market.”
- Mitch Morgan, GAP

 

Why Rick Bastinelli is a 
Difference Maker: 
Rick Bastinelli has built Centric Business 
Systems into a hugely successful 
business by doing it carefully and doing 
it right. Under Rick’s leadership, Centric 
offers a diverse range of hardware and 
solutions along with a consultative 
approach and full support. He says that 
total customer satisfaction is the goal 
and he appears to have achieved it. If that 
isn’t enough, his employees love him too. 

 “He has led Centric to more than 
double its market share in just a few 
short years. He is fully engaged in every 
sector of your business getting one of the 
best account penetrations in our industry. 
He has created a workplace that all his 
employees love to be a part of. Great 
leadership!”
- Edward McLaughlin, CEO, Valderus

Why Doug Bies is a  
Difference Maker:
Doug Bies has accomplished a great 
deal as part of Canon’s MDS Program, 
which is helping develop the managed 
services offerings for their customers. 
As Vice President of the Managed Print 
Services Association (MPSA), Doug has 
spent his current term collaborating with 
his peers to help deliver more value to its 
membership. 

 “Doug Bies has stepped up to the 
plate as VP and Board Member of the 
MPSA this year. He doesn’t just think 
of new ideas, he takes action on new 
ways to help our membership including 
heading up the committee that updated 
the definition of MPS, contributing blogs 
and articles and offering up concepts on 
how to bring new value to members.”
- Josie Heskje, GreatAmerica Financial 
Services Corporation

Why Laura Blackmer is a 
Difference Maker: 
It’s probably not unusual for someone 
to make a difference right out of the 
gate and that’s exactly what Laura did 
when she joined Sharp nearly three 
years ago. Dealers seem to respect her 
and she’s done a superior job not only 
connecting with Sharp dealers all around 
the country but making her presence 
known throughout the document imaging 
industry, including last year’s Cannata 
Report recognition as the Female 
Executive of the Year. Indeed, Laura has 
provided Sharp with a much needed jolt 
of enthusiasm and experience.  

 “Laura has come to the channel and 
notably adapted. She has added new 
approaches to the business and has 
earned the respect of all she has been 
in contact with for her integrity and 
commitment.”
- Edward McLaughlin, CEO, Valderus

Why Christina Bonadio is a  
Difference Maker:
Nobody embodies “behind-the-scenes 
leader” like Christina Bonadio. She 
has been instrumental in the overall 
success of Actionable Intelligence and 
the website, www.Action-Intell.com. As 
its executive editor, she’s responsible for 
everything from the design of the site, 
to its marketing and its content, and has 
been ever since it was launched nearly 
six years ago. In one way or another, 
Christina has shaped all the material 
that visitors encounter when they come 
to www.Action-Intell.com. Given that 

Rick Bastinelli 
President

Centric Business Systems, Inc.

Doug Bies
Senior Marketing and 
Planning Specialist - 
Managed Document 

Services
Canon U.S.A., Inc.

Laura Blackmer
Senior Vice President of Sales
Sharp Imaging and Information 

Company of America

Christina Bonadio
Executive Editor

Actionable Intelligence
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the site now contains over 2,000 posts, 
the bulk of which she researched and 
wrote, and thousands of executives from 
across the office imaging space have read 
those posts, Christina Bonadio is truly a 
thought leader in our industry. 

 “Christina’s deep knowledge, coupled 
with her ability to convey complex 
subjects into easy to understand articles, 
makes her one of the best analysts in 
the industry. She is my go-to source 
for insight on market trends, pending 
legal cases, mergers and acquisitions 
and other important topics. Her work 
at Actionable Intelligence has been an 
invaluable resource for me.” 
- Shannon Parrish, Marketing Content 
Manager, SCC

Why Ron Books is a  
Difference Maker:
Ron Books joined ECi in late 1999. 
Ten years later he was promoted to 
Chief Executive Officer. As CEO, Ron 
is responsible for the strategic direction 
and vision of ECi and those skills 
have helped revitalize the company. 
By bringing everything together under 
one umbrella, and the strategy to move 
from office equipment to managed 
services, Ron increased ECi’s success 
and positioned the core office dealer 
solutions to number one in the market. 
Most importantly, he has done it all 
through his respectful, constructive and 
energetic style.

 “Ron is one of the smartest business 
guys I know. That trait, combined with 
being a great people person, makes a 
perfect combination for a CEO. Ron took 

a company that was headed towards 
chaos and brought it order, discipline 
and back to a place of respect in the 
industry. ECI is a critical player in the 
supply chain of our industry. If their 
systems aren’t performing properly, the 
industry comes to a standstill, profits 
are lost and independent resellers lose 
the fight against the superstores. Ron is 
the ideal leader for such an important 
company in our space. He has listened to 
all of us and has proven that his word is 
his bond.”
- Greg Welchans, President & CMO, 
Distribution Management

Why Sally Brause is a  
Difference Maker: 
Everybody loves and respects Sally 
Brause, and we aren’t just saying that. 
The testimonials offered in her favor 
could have filled this entire issue. 
Sally consistently goes above and 
beyond in her role to grow Pathshare, 
GreatAmerica’s HR Services program. 
She has established herself as a go-to 
expert on HR-related matters among 
the Office Equipment customer 
community and has developed strong, 
positive relationships with many of 
GreatAmerica’s largest and most 
important OEM dealers. Sally represents 
GreatAmerica as a value-added partner 
in the markets they serve and has 
strongly contributed to GreatAmerica’s 
reputation as being “much more than just 
a finance company.”

 “It’s an honor for Gobin’s Inc. 
leadership team in working with Sally 
Brause over the past four years. I 

personally have enlisted Sally’s expertise 
on numerous occasions and continually 
seek her perspective currently. Sally is in 
my eyes the best in HR, organizational 
restructuring, and corporate culture 
building not to mention an amazing 
role model. Sally’s dedication and 
leadership brings a unique perspective 
to our difficult decisions we face in 
the ever-changing office technology 
industry. I highly recommend Sally for 
any organization seeking consultation in 
various difficult business issues.”  
- Dave Barrows, Director of Sales, 
Gobin’s Inc. 
 “Infomax Office Systems, Inc. has 
been engaged with Sally Brause for the 
past 5 years. She represents GreatAmerica 
Financial Services and their PathShare 
organization and has been a key part of the 
growth and success Infomax has enjoyed 
over the past several years. Sally has worked 
with our entire company on our “Why” and 
our culture and core values. In addition, 
Sally has worked with our Infomax sales 
team with professional selling skills. Sally’s 
enthusiasm, energy, and knowledge have 
truly helped make Infomax a market leader 
in our industry and assisted in making our 
Infomax employees high capacity, highly 
productive team members.”
 - Stephen W. Jacobs, President, Infomax 
Office Systems, Inc.
   

Why Fred Carollo is a  
Difference Maker: 
Fred Carollo is a household name in 
the industry, but he’s more than just a 
“finance guy.” Fred started his career 
managing office products and technology 
leasing operations. He has owned and 

Ron Books
President and CEO

ECi

Sally Brause
Director of Pathshare HR 
Services / Great America 

Financial Services Corporation

Fred Carollo
VP of Originations, Office 

Technology  
Everbank Commercial Finance
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managed three businesses in the retail, 
mortgage, and real estate sectors. Since 
2006, Fred has been with EverBank 
Commercial Finance and has led its 
Office Technology platform since 2008. 
Entrenched in the daily operations of 
this evolving space, Fred is known as a 
thought leader. Trusted for his expertise 
and unique perspective, dealers and 
manufacturers rely on his agility and 
speed to tailor financing options that 
exceed client expectations. 

 “It has been my pleasure to get to know 
Fred Carollo. As with everything else we 
do, our opinions are formed by the dealers 
we know quite well all over the United 
States. Long before I met Fred Carollo, 
I was hearing from those same dealers 
how much they valued their partnership 
with EverBank. After meeting with him 
at a manufacturer’s dealer meeting, I 
learned firsthand his deep commitment to 
becoming a trusted financial partner to the 
independent dealers. Over the last three 
years of surveying dealers, EverBank has 
risen to become one of the top four leasing 
companies. That they have accomplished 
this over such a short period of time is 
directly attributed to their leader Fred 
Carollo.” 
- Frank Cannata, The Cannata Report

Why Thy Cavagnaro is a 
Difference Maker:
 Thy Cavagnaro is the type of project 
leader that any business would want: 
intelligent, selfless, hardworking and 
committed to the success of customers. 

Thy spearheaded the connection between 
Canon and ECi to develop the Dealer 
Gateway for Canon, a cloud-based 
solution for dealers using ECi Software 
Solutions’ e-automate ERP system. 
In addition, she created a process that 
encouraged more dealers to sign up 
for ECi’s PO Processor service. Thy 
continues to work on projects focused on 
increasing efficiencies for Canon dealers.

 “Over the past 3 years, Thy has 
been relentlessly focused on making it 
easier for dealers to do business with 
Canon. She works extremely hard and 
has spearheaded a number of projects 
to improve dealer efficiency and process 
improvement.”
- Kip Kugler, Strategic Solutions and 
Sales Manager, ECi e-automate

Why Shane Coffey is a  
Difference Maker: 
Twenty years ago, Shane began his 
career at Sharp as a Quality Assurance 
Engineer. His dedication and tenacity 
helped land him in the role of Senior 
Director, Product Management for the 
Sharp MFP division. Shane leads a 
planning and marketing team whose 
work makes a global impact, driving 
the strategy for the entire line of Sharp 
MFPs. Over the years, Shane has worked 
tirelessly to bring Sharp MFPs to the 
forefront of technology, while driving 
practical innovations such as a unified 
toner – which protects dealer profit 
margins – and a shared platform design, 

greatly reducing dealers’ inventory costs.

 “Don’t let Shane Coffey’s personality 
fool you. He may come across as a low-key 
personality, but under the surface he’s 
filled with unbridled enthusiasm for the 
technology he’s responsible for marketing. 
Shane has a broad background in product 
planning, marketing, technical expertise, 
launch management and team development, 
and Sharp is lucky to have him.”
- Scott Cullen, Chief Correspondent & 
Editor of The Cannata Report

Why David Concors is a 
Difference Maker: 
Leadership and vision are critical 
qualities for success, and David Concors’ 
leadership has been instrumental in 
driving Supplies Network’s continued 
success as a print category focused 
distributor. In addition to providing 
overall direction for the sales team, 
David is highly influential in the 
development of value-add services 
and programs that create competitive 
differentiation to help resellers compete 
and succeed in a competitive market. 

 “David epitomizes the “work hard, 
play hard” mentality that defines Supplies 
Network’s culture and his passion for 
the industry is clear to anyone who has 
worked with him.”
- Michael Morris, TriMega

Thy Cavagnaro
Senior Analyst, Business 

Applications Project Manager 
Canon U.S.A., Inc.

Shane Coffey
Senior Director of Product 

Management
Sharp Imaging and 

Information Company of 
America

David Concors
Vice President of Sales

Supplies Network





•  www.enxmag.com | May 2016 We Saw It In ENX Magazine30

continued on page 32

THE

2016

Di�erence
Makers

Why Joe Contreras is a 
Difference Maker: 
They’ve got an excellent team over at 
Toshiba and one of its more visible team 
members who is making a difference 
is Joe Contreras. He has a strong 
background in product planning, new 
product conceptualization, go-to-market 
strategizing, and marketing programs for 
document imaging, digital signage and 
LED markets, so it’s little wonder that 
he’s become one of the freshest faces 
at Toshiba when it comes to bringing 
those messages to market. Recently 
promoted, Joe is one of those people 
who is just plain easy to talk to; he keeps 
things simple, and does a fantastic job 
of explaining technology and company 
strategy. Toshiba seems to be a breeding 
ground for folks who are adept at making 
a difference. 

 “While most professionals in roles 
similar to Joe at Toshiba are and have 
always been extremely knowledgeable, Joe 
comes across as being among the most 
credible. He’s always prepared, focused, 
engaging and eloquent when delivering 
product messages. Plus, his highly 
professional while interpersonal style of 
delivery never wavers, regardless of what 
type of environment he is in; whether it’s 
one-on-one in a quiet office or an extremely 
crowded and loud trade show floor. I would 
also add that Joe is always respectful and 
flexible.” 
- CJ Cannata, co-owner and SVP brand 
strategy and development, The Cannata 
Report.

Why Dan Cooper is a  
Difference Maker: 
Dan Cooper is good enough to hold 
two executive positions. He is both 
the Executive Vice President of Field 
Operations and the President of 
Electronic Systems, Inc. (ESI), a position 
he has held since 2000. Dan Cooper 
is a critical part of the Global Imaging 
Systems (GIS) team, providing direction 
and vision to the company’s managed 
services division. Dan is another 
reason why GIS is a leading provider of 
business technology solutions.
 “Dan Cooper brings a systemized 
and repeatable approach to the business. 
In addition to mentoring the office and 
production business, Dan mentors GIS’ IT 
companies, which specialize in managed 
IT services like networking & security, 
application delivery & mobility, virtualization 
& cloud computing, unified communications 
& collaboration, and data center services.”
- Thomas Ready, Xerox Vice President Sales 
Operations

Why John Corley is a  
Difference Maker:
John Corley has done an outstanding 
job in his multiple roles driving Xerox’s 
GTM channel strategy, including 
operations, marketing, sales and delivery 
of technology products and services.  
His efforts are a key factor in driving 
growth in the small and medium business 
marketplace through Xerox’s channel 
partners in North America and Western 
Europe. 

 “John Corley has been with Xerox for 
22 years and in his new position one can’t 
help but notice his deep understanding of 
the issues and the challenges confronting 
the channel along with an ability to 
develop strategies for driving growth within 
the SMB space through Xerox’s channel 
partners in North America and Western 
Europe. The company is clearly in good 
hands with Corley at the helm of Channel 
Partner Operations.”
- Scott Cullen, Managing Editor & Chief 
Correspondent, The Cannata Report

Why Scott Cullen is a  
Difference Maker: 
This year Scott Cullen celebrates his 30th 
year in the document imaging industry, 
virtually all of them as an editor and 
writer with industry publications. Name 
an industry publication and he’s probably 
written for it at one time or another. 
While many of his editorial peers 
have come and gone, Scott continues 
to churn out content and remains one 
of the widest read and most respected 
journalists covering the document 
imaging industry. “If I’d known I would 
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have been sticking around this long, 
I’d have paid closer attention to what 
was going on in the beginning when 
I was first starting out,” laughs Scott. 
“However, the longer I do this, I continue 
to surprise myself with just how much I 
have learned about this industry and how 
truly interesting it is.”

 “I’ve known Scott since the late 1980s. 
My first memory of him was at a Canon 
function where he was handling public 
relations; he was then working at a PR 
firm. Through all of these years I have 
gotten to know Scott well, seeing him a 
few times each year at industry events. I 
am impressed with and grateful for his 
long enduring dedication to the office 
technology industry as a writer and editor. 
He has served the industry – and dealers in 
particular – very well in terms of bringing 
valuable information and well-written 
articles.” 
- Brent Hoskins, Executive Director, 
Business Technology Association 

Why Sarah Custer is a  
Difference Maker: 
In her various roles at Supplies 
Network Sarah has been making a big 
difference driving growth of the MPS 
business for Supplies Network and its 
reseller partners. She’s also been a key 
collaborator between Supplies Network 
and its resellers, supporting ongoing 
process and program improvements. Her 
experience and expertise have landed her 
many speaking engagements at industry 
events and editorial space in industry 
publications. Those that work with Sarah 
describe her as hardworking, dedicated 

and highly enthusiastic when it comes to 
all things managed print. With oversight 
of both the sales and operations teams 
within the Solutions and Services group, 
managed print has become one of the 
fastest growing segments of Supplies 
Network’s business under Sarah’s 
leadership. 

 “Sarah Custer has an uncanny ability 
to turn bold ideas into actionable programs 
that make money in new ways. I’ve worked 
with Sarah closely over the last few years 
on initiatives that interest us both and can 
say that she is one of the most diligent 
and forward thinking leaders I know. She 
is one of those people you look forward 
to collaborating with because she simply 
gets things done, efficiently and with 
enthusiasm.”
- West McDonald, VP of Business 
Development, Print Audit

Why Debra Dellaposta is a 
Difference Maker: 
Debra Dellaposta presides over a team 
that anybody would want to be a part 
of. Her successful and forward-thinking 
company, WPS Office Solutions, has 
been recognized repeatedly as a “great 
workplace” by the independent analysts 
at Great Place to Work. She has been 
listed as one of the Top 100 people by 
Pennsylvania Business Central for 2014 
and 2015 and has won multiple awards, 
including the Managed Print Services 
Association Leadership Award 2010, 
Savin Savvy, Elite Dealer Award, and 
Chamber Innovation Award. She can add 
this one to the list. 

 “Debra Dellaposta is a leader that 
makes things happen. She is smart, well 

spoken and is constantly researching new 
technologies and methods in order to 
keep WPS ahead of the curve. She has led 
WPS Office Solutions with great success. 
The company has been recognized for 
many honors, including a “Great Place 
to Work” and personally Debra earned 
the Pennsylvania Business Central 
2015/2014 “Top 100 People” designation. 
She is the consummate community-
minded leader having been involved with 
numerous charities and currently serves 
as Chairperson for the Penn State Altoona 
Enactus Business Advisory Board. Perhaps 
most importantly, Debbie is well respected 
and liked by her peers, employees and 
vendors.”
- Josie Heskje, GreatAmerica Financial 
Services Corporation

Why Mario Diaz is a  
Difference Maker:
A quiet person who prefers to toot 
others’ horn rather than his own, Mario 
deftly navigates the choppy waters of 
imaging consulting around the globe. 
He ensures he deeply understands his 
clients’ needs and desires, executes a 
plan to achieve their goals, and captures 
crystalline insights that cut through the 
noise. While he’s not putting a lot of 
noise out on ‘the circuit,’ he’s working 
behind the scenes with some of the most 
well known players in our industry.

 “Working across multiple industries 
over the course of his extraordinary career, 
Mario Diaz has a unique ability to blend 
his technical engineering background 
with his skills as a consummate marketing 
professional. His focus is always on 
putting the customer at the center of every 
interaction and finding solutions that will 

continued on page 34
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have a positive impact on their business 
objectives. There are many ingredients to 
building a successful business, but the core 
ingredient is always the people. Mario 
truly makes a difference for his customers, 
his colleagues and the industry as a 
whole.”
- Anne Wolf, CEO, Wolf Communications

 “With Mario innovation - and the 
successful impact of that innovation - runs 
deep and in every project he approaches, 
for every client.”
- Heidi Gracie, Director of Marketing, 
Arizona State University

Why Terry Dixon is a  
Difference Maker:
Terry Dixon brings more than 20 years 
of experience in management in the 
office technology space and a proven 
track record for building and leading 
a business. Named Vice President 
of Sales and Marketing for Global 
Imaging Systems in 2011, Terry Dixon 
has delivered again. His passion and 
knowledge has been a critical factor in 
driving record-breaking MPS sales for 
GIS. 

 “Terry Dixon is the ultimate driver in 
the organization, his energy is contagious. 
Under his leadership the Managed Print 
Services went from $0 to now being almost 
10 percent of the business. Terry’s passion 
for the business constantly drives him to 
seek ways to grow and improve Global.”
- Eric K. Gayden, Vice President, Zoom 
Imaging

Why Jeff Dotzler is a  
Difference Maker:
When the Gordon Flesch Company decided 
that they were going to commit to being a 
leading provider of Managed IT Services 
in the Midwest, they needed to find the 
right person to fill that role. They found that 
person in Jeff Dotzler. Jeff is the Director 
of the GFConsulting team, a team of 
professionals he created to help customers 
improve efficiencies, uptime and security 
while managing their costs. Jeff continues to 
lead the consulting group in a professional 
and forward-thinking manner, always 
looking for new growth opportunities and 
ways to expand their services.
 “Jeff Dotzler, Director of The 
GFConsulting team, is responsible for the 
expansion of technology products and 
services for the fastest growing division at 
the Gordon Flesch Company. Jeff launched 
the managed print services program, 
developed the managed IT services 
offering, and has achieved significant 
growth with GFC’s enterprise content 
management product.”
- Michael Amiri, Director, Dealer Services 
at Continuum

Why John Eckstrom is a 
Difference Maker: 
Probably nobody has had a more 
circuitous route to the office technology 
space than John Eckstrom. The amiable 
president and CEO of Carolina Business 
Equipment (CBE) graduated from the 
University of South Carolina with a 
degree in accounting. After college, he 
went to a local firm working in the tax 
department and then moved to a firm 
where his focus was bank auditing. 
After two years, Eckstrom moved into 
private business where he became branch 
controller for a Fortune 500 company. 
He then became director of finance for a 
manufacturing company and was CFO to 
a mechanical contracting firm. Eckstrom 
came to CBE in November 1994 as the 
company’s controller and moved into the 
general manager position in March 1995. 
At the end of 1995, he purchased half of 
the company and became its president. In 
October 2000, Eckstrom purchased the 
rest of the company. 
 “John has not only built his business 
but has volunteered to share his knowledge, 
expertise and experience with the industry.”
- Bob Goldberg, Ex-Officio/General 
Counsel, BTA
 “John’s experience and knowledge of 
the industry is a great resource. John has 
already shared his expertise with BTA by 
serving on their Board of Directors, and 
now is a member of the IBPI Board of 
Directors, so that we, too, can share his 
industry insight.”
- Randy Horshok, Executive Director, 
IBPI
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Why Pete Emory is a  
Difference Maker:
Want to know about a device? Ask Pete 
Emory. The 25-year industry vet works 
with all of the OEMs, evaluating and 
quality-checking devices and setting 
standards for the industry through his 
test methods. He is a major behind-the-
scenes difference maker that has had a 
dramatic impact on the quality of devices 
being manufactured and is the voice 
behind many of the improvements we see 
year after year.

 “Pete’s knowledge of how devices work 
and his belief on how devices should work 
is most likely the best in the industry. I for 
one contact him for details on how devices 
work constantly. His professionalism when 
it comes to testing products and sticking 
to the process that is used for testing is 
outstanding. Not only is he an incredibly 
knowledgeable person on all products and 
is always a professional when it comes to 
his work, but he is also one of the nicest 
guys I know. I consider him a friend first 
and a colleague second.” 
- James Coons, OSBG A3 Hardware & 
Solutions Competitive Marketing, Xerox

Why Gene Fontana is a 
Difference Maker: 
Gene is an industry veteran with over 
30 years of experience in both the 
manufacturing and distribution channels 
of the imaging industry. His passion 
is helping dealers grow their business 
while providing ongoing training on 
new product releases and alternative 
channel opportunities. Nothing about 
Gene is plain vanilla. He brings 31 

flavors (and blazers) of expertise to every 
distributor-dealer relationship. He has 
been instrumental in Royal Imaging’s 
continued growth and success. 

 “Gene was my first boss and mentor in 
this industry over 25 years ago and early 
on I learned from him what it means to be 
a sales executive. Gene was and continues 
to be likable, professional, quick with a 
joke, and passionate and intelligent about 
our business. Gene makes a difference in 
the relationships he builds because of these 
attributes and from early on I saw from 
him that it wasn’t just about the sale, it’s 
about creating mutual trust and fostering a 
relationship where the success of the buyer 
and dealer is paramount. I, like many in 
this industry have learned from Gene and 
his relentlessly positive attitude always 
shines through.”  
- Luke Goldberg, EVP, Sales & 
Marketing, CIG

Why Elizabeth Fox is a  
Difference Maker: 
Elizabeth Fox is helping lead Xerox 
into the future. Her worldwide business 
unit is responsible for offering Xerox 
Managed Print Services through their 
indirect partners to provide profitable 
solutions. An innovator who holds six 
patents, Elizabeth is passionate about 
leveraging changing market dynamics 
to drive new opportunities for customers 
and partners through insight, creativity 
and collaboration.

 “Elizabeth has always been forward-
thinking, and has continued to evangelize 
advanced solutions’ place in the print 

industry. She is a keen advocate of helping 
dealers and resellers better position and 
package. It is these things that I think make 
Elizabeth a difference maker.”
- Ken Stewart, PMP, ChangeForge, LLC

Why Adrian Fuentes-Sanabria is 
a Difference Maker: 
There are those who run away from 
problems and those who keen to address 
them. Adrian is definitely the latter. He 
is a skilled communicator who is always 
poised to work out his customers’ issues 
and provide the tools and direction 
necessary to succeed and grow. Adrian 
has played a major role in Toshiba’s Latin 
America sales success. 

 “He is able to understand our needs 
and sets strategies in order to address them 
appropriately. He interacts with all sectors 
within Toshiba, so that his customers 
receive the best service available. In 
addition, he makes every effort within his 
reach to achieve his customers’ growth 
targets. I consider that because of his 
command of the Spanish language and his 
knowledge of the business culture in Latin 
America, Adrian has been able to handle 
himself very successfully in our region. He 
is also highly intelligent, which has enabled 
him to adjust smoothly to the continuous 
technological changes. We believe that 
Adrian has been a key factor in the growth 
of Ranko in Argentina.” 
- Rodolfo Paskvan, President, Ranko S.A.

 “I have been working with Adrian for 
approximately 15 years. He possesses a 
wealth of knowledge in the industry. He is 
very approachable, positive, pays attention 
to detail and executes the plan. It has been 
a great pleasure working with Adrian.”
- Camille Malaret, National Copier

THE

2016

Di�erence
Makers

Gene Fontana
Executive Vice President

Royal Imaging

Adrian Fuentes-Sanabria
VP of International Sales

Toshiba

Elizabeth Fox
Business Unit Responsible 

for Xerox Managed Print 
Services

Xerox





•  www.enxmag.com | May 2016 We Saw It In ENX Magazine38

Why Michael George is a 
Difference Maker: 
With more than 25 years of leading 
software companies, it’s no surprise 
that Michael George has had so much 
success at Continuum. Since joining 
the company a little over four years 
ago, it has grown 30 percent annually. 
Under his leadership, Continuum has 
delivered new products specifically for 
the IT channel, launched the Navigate 
by Continuum user conference that has 
sold out for three straight years, opened 
a European headquarters office and new 
Boston headquarters and has recruited 
exceptional talent to his executive team 
and Board – all focused on the success 
of the channel. Michael directed the 
establishment of the Continuum Veterans 
Foundation, a nonprofit organization 
providing financial support to local and 
national charities that focus on helping 
veterans find jobs in IT. The foundation 
has donated more than $150,000 since its 
founding in 2012.

 “His leadership has helped bring a 
whole new dimension to the MNS offerings 
and made the transition a profitable 
path for dealers.”
- Edward McLaughlin, CEO, Valderus

Why Bob Greenhalgh is a 
Difference Maker:
A skilled leader and true business 
professional, Bob Greenhalgh consistently 
delivers results. He operates a network of 
more than 100 office equipment dealer 
locations throughout the United States and 
Latin America and achieves consistent 
success while maintaining a motivated 
and loyal sales force. 

  “I’ve worked closely with Bob 
Greenhalgh for the past 10 years and have 
a good feel for the collaborative leadership 
style he brings to Toshiba and his teams. 
Bob has excellent business insight and 
marketing instincts, both of which have 
contributed to his success at Toshiba 
Business Solutions (TBS). Bob truly cares 
about his employees. He works hard to 
develop his people while improving focus 
on the customer. He trusts his leaders 
and his TBS marketplaces to consistently 
deliver strong results.” 
- Alex Rivera, Vice President National 
Accounts, Wells Fargo Vendor Financial 
Services Bob 

 “Bob Greenhalgh possesses a unique 
blend of leadership qualities that put 
him in a class of his own. Not only does 
he demonstrate passion for serving 
customers, but as well for developing his 
organization and continuous improvement. 
His experience as a successful dealership 
owner gives him the confidence to drive 
his management staff at Toshiba Business 
Solutions to treat their business with 
an entrepreneurial spirit, and lead with 
courage. Toshiba has a true veteran in 
their ranks with Bob, and anyone that’s 
dealt with him, has dealt with a classy 
professional.” 

- Mike Johnson, Vice President, North 
American Business Channels & SMB, 
Lexmark International

Why Vince Janelli is a  
Difference Maker:
Vince Janelli has deftly led Sharp 
Imaging and Information Company 
of America’s (SIICA) Software-as-
a-Service (SaaS) venture while also 
managing a team of product management 
professionals responsible for a portfolio 
of embedded hardware functionality and 
APIs, a multi-sourced software suite, as 
well as the Sharp Partner Program and 
associated channel programs. 

 “I consider Vince one of the most astute 
people in the industry when it comes to 
solutions. Just press his button and watch 
him go. It’s taken me a while to catch up 
with half of what Vince has been telling me 
for the past decade, but when it comes to 
talking embedded solutions, and actually 
any kind of solution, Vince is my go to guy.”  
- Scott Cullen, Chief Correspondent & 
Editor of The Cannata Report

continued on page 40
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Why Todd Johnson is a 
Difference Maker: 
Todd Johnson founded Global Imaging 
along with his father, Tom Johnson, 
and built it into a hugely successful 
business. Since joining Strategic 
Business Associates in 2010, Todd has 
been instrumental in reviewing and 
updating the Imaging Model. His hard 
work in facilitating the financial surveys 
for the four major trade associations 
has provided data and analysis that has 
helped hundreds of dealers improve 
their businesses. No other work has 
had a greater impact on the industry 
than the SBA Financial Model. He also 
does outstanding clients work and has 
facilitated many sales and acquisitions 
for the dealer community.
 “Todd has a deep understanding 
about the industry Business Model, and 
the critical success factors for success. 
His knowledge and skills around 
helping dealers increase their operating 
performance makes him a true asset to our 
industry.”
- Mitch Morgan, GAP

 

Why Jerry Jones is a  
Difference Maker: 
Innovator is a word that is often 
overused, but Jerry Jones can truly be 
called an innovator. A leader among his 
reseller peers for decades, Jerry was an 
early proponent of MPS and instrumental 
in founding collaborative groups like 
INTEC. He has also been involved in 
numerous OEM dealer councils.  

 “Jerry is an industry leader who 
absolutely reflects the professionalism 
and leadership in his company that we all 
aspire to achieve.”
- Doug Johnson, Chief Strategy officer, 
LMI Solutions

Why Bud Karakey is a  
Difference Maker: 
Bud Karakey is known as one of 
the smartest and most enthusiastic 
innovators in the industry. Long before 
Big Data and IoT were popular industry 
buzzwords, Bud was a key proponent. As 
an initial partner in Automated Dispatch 
System (ADS), he helped change 
the way technicians were dispatched. 
Now with BEI, Bud has engineered 
a transformation of the company into 
a service solution provider and has 
proven himself to be a great leader and 
innovator.

 “I have worked with Bud on many 
projects and I always found him to be a 
consummate professional and a fantastic 
ambassador for BEI and for the industry!”
- Michael T. Stramaglio, President CEO, 
MWA Intelligence 

Why Lindsay Kelley is a 
Difference Maker: 
Leads matter and Lindsay Kelley knows 
it. With research showing that buyers 
are 57 percent of the way through 
the decision making process before 
contacting a rep, industry pioneers like 
Lindsay Kelley of Prospect Builder 
are helping dealers build inbound 
marketing strategies to capitalize on 
this trend. Inside the industry her team 
helps develop and build strategies to 
attract new leads, convert them to sales 
opportunities, and smoothly hand these 
leads off to sales reps. Outside the 
industry, she has led Prospect Builder to 
become a HubSpot Gold partner in less 
than a year.

 “Lindsay Kelley is leading the industry 
by bringing inbound marketing to copier 
dealerships. She leads a team of industry 
professionals that achieved HubSpot Gold 
Partner certification.”
- Darrell Amy, Chief Innovation Officer, 
Dealer Marketing 

Why Mike Kirkpatrick is a 
Difference Maker:  
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Mike Kirkpatrick has made a career out 
of making people successful. A founder 
of CEOJuice, Mike has worked hard 
to ensure copier dealers are equipped 
with the latest technology in sales and 
service optimization through Automated 
Best Practices. He was a co-founder of 
an e-automate users group, and works 
closely with ECi regarding enhancements 
to e-automate and the new products 
they bring to market. Most recently, 
he completed a financial modeling 
report process to support the SBA/BTA 
ProFinance KPIs, and he’s currently 
working on new tools to provide clients 
with workflow and task management to 
help them reduce dependency on email 
for internal process communication.

 “Mike has been an instrumental voice 
of the dealer community for years. He’s 
built his business with 100 percent focus on 
automation. His efforts continue to make a 
dramatic impact on dealers’ financials with 
best practices and workflow automation.”
 - Laryssa Alexander, President, Field 
Service Division, ECi Software Solutions.

Why Barney Kister makes  
a difference: 
Barney Kister is the primary relationship 
manager with OEMs and other key 
clients engaging with Supplies Network’s 
MPS program and other strategic 
initiatives. One of the founding partners 
of Supplies Network, he has been 
instrumental in the development of 
the Supplies Network Managed Print 
Services program. It’s been said that 
if there’s something going on in the 
imaging channel, Barney most likely 

knows about it. With over 35 years of 
industry experience, Barney is as wise 
and as knowledgeable as they come – 
and gracious in sharing that knowledge. 
We know that because of his valuable 
contributions to ENX for which our 
readership and we are grateful. 

 “As SVP of Strategic Relations, Barney 
works closely with manufacturers and key 
Supplies Network business partners to 
bring innovative programs and services to 
the market, ultimately benefitting all in the 
provider chain. Barney’s warm personality 
and influence have impacted not only his 
Supplies Network colleagues, but many 
throughout the industry over the years.”
- Tom Walter, Vice President of 
Distribution and Aftermarket Sales, 
Toshiba America Business Solutions, Inc.

Why Brad Knepper is a 
Difference Maker: 
Brad Knepper is the young President 
of All Copy who is making a name for 
himself. A true entrepreneur, Brad is 
acquiring dealerships and turning them 
into successful businesses by providing a 
diverse range of products and services – 
and managing them well. 

 “Brad represents a new breed of 
dealer. He is a young, aggressive owner 
who has grown his business from a tiny 
dealer to over $60 million in revenue. He 
is aggressively buying up smaller dealers 
and rapidly expanding. He is active in a 
number of Copier Industry Groups and 
is always willing to share his knowledge. 
Brad is a multiline dealer and has strong 
relations with many, including serving on 
the Sharp Dealer Advisory Council.”
- Mike Marusic, Senior Vice President, 

Marketing and Operations, Sharp 
Imaging and Information Co. of America

Why Mike Lecak is a  
Difference Maker:
A 30+ year veteran of the office imaging 
and technology industry, Mike Lecak 
brings a valuable and unique perspective 
to both the planning and execution 
of projects. After successful stays at 
ComDoc and Toshiba, Mike joined 
Print Inc. in 2004 to manage sales for 
the company’s channel-focused Print 
Value Solutions program. He led a team 
that was responsible for bringing MPS 
practices to Print Inc.’s channel partners, 
including sales, service, training, 
and sales compensation models. In 
2009, Mike joined Konica Minolta to 
manage the West Region for managed 
print services. For the Collaborative 
Consultant Group, Mike provides a 
hands-on approach that focuses on 
proven, successful strategies that drive 
bottom line results.

 “Mike combines the executive 
leadership experience with the practical 
hands-on experience in business operations 
and MPS that make him an invaluable 
consultant to independent dealers. Mike 
is the trainer on MPS topics for the BTA, 
where I have seen him help dealers rebuild 
and start successful MPS practices.”
- Sarah Henderson, Director, MPS 
Solutions, Clover Imaging Group
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Why Aaron Leon is a  
Difference Maker:
Although only in his late 30s, Aaron 
Leon has built LD Products from a start 
up in his college dorm room to a $100 
million per year internet giant, selling 
consumables online. He also has created a 
large government-facing dealership team.  

 “Aaron is basically the Mark 
Zuckerberg of our industry – a data and 
marketing analytics genius. Their facility 
out in Long Beach is hands down the most 
impressive building I’ve visited in our 
industry outside of an OEM. Aaron is both 
humble and a tireless innovator.”
- Christian Pepper, Director of Marketing 
and Business Intelligence, LMI

Why Larry Levine is a  
Difference Maker: 
If you use LinkedIn, you have certainly 
encountered a post by Larry Levine. A 
former copier salesman and frequent 
ENX enews contributor, Larry is now 
the standard bearer for selling through 

social media, particularly LinkedIn. A 
co-founder of the Social Sales Academy, 
he helps by guiding and coaching copier 
sales reps on how to create their branding 
moment on LinkedIn while sharing the 
power of integrating the use of LinkedIn 
into the sales process. An example 
is the LinkedIn Copier Roadshow, a 
multi-city event which instructs dealers 
how to successfully integrate the use of 
LinkedIn to help grow new business.

 “Combining his 27 years of industry 
sales experience with a passion for 
continual improvement, Larry is the right 
leader to take this industry’s sales skills to 
the next level. Plenty of people are talking 
about LinkedIn, but Larry has actually 
walked the walk.”
- Todd Lee, Vice President, Sales, Office 
Automation Group at Wells Fargo 
Equipment Finance

Why Nelson Lin is a Difference 
Maker: 
In a world of increasing 
interconnectivity, Nelson Lin is leading 
a team that is driving change in the 
industry. Nelson is spearheading the 
transformation of Konica Minolta’s 
corporate IT to an innovation-driven 
enterprise business unit. Utilizing 
knowledge of the industry, experience 
in delivering business impacting 
applications and technology solutions 
as well as newly-formed strategic 
partnerships, Nelson is helping Konica 
Minolta offer new business services that 
leverage SAP Business One and MWAi’s 
Forza to deliver new business value to 
dealers. Other projects Nelson is working 

on include partnering with All Covered 
to create new solutions for dealers and 
future enterprise customers. Indeed, 
Nelson is forming new relationships for 
dealers and their customers by enhancing 
their experiences through innovation.

 “Nelson Lin is one of the brightest 
and most talented executives in our 
industry and I have great confidence that 
Nelson Lin will be one of the most visible 
leaders who will play a major role in the 
transformation of the BTA Channel!” 
- Michael T. Stramaglio, President CEO, 
MWA Intelligence 

Why Kim Louden is a  
Difference Maker: 
Kim Louden is another one of 
GreatAmerica’s talented and versatile 
team members who goes out of her way 
to provide solutions for dealers. During 
her 17-year tenure at GreatAmerica, 
Kim has handled many responsibilities, 
including credit, sales and team 
leadership. Kim serves on the MPSA’s 
Standards and Best Practices committee 
and earned her M.B.A. from the 
University of Iowa.

 “Kim was someone who I first worked 
with during my tenure at GreatAmerica, 
where she has and continues to lead new 
team initiatives, national accounts, and 
MPS billing and contracting models. She 
is someone who I respect immensely for 
her vast knowledge of financing and the 
imaging industry overall. Her contributions 
as the Chair of Standards and Best 
Practices Committee and leadership on 
the MPSA Board has been invaluable this 
year.”

Aaron Leon
CEO

LD Products

Larry Levine
Social Sales Strategist

Social Sales Academy,  
Dealer Marketing 

Nelson Lin
VP of IT Services and CIO

Konica Minolta Business 
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GreatAmerica Financial 
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- Sarah Henderson, Director, MPS 
Solutions, Clover Imaging Group

Why Scott Maccabe is a 
Difference Maker: 
Perhaps no one in the industry is tasked 
with more than Scott Maccabe. In less 
than three years Scott has made his mark 
by leading a major OEM in the document 
imaging channel. What we like about 
Scott is that he’s personable, a good 
listener, and has the respect of not only 
his employees within Toshiba but those 
of us in the press and consulting/analyst 
community who closely track what 
Toshiba is doing. Scott Maccabe took 
the reins of TABS at a time when it was 
dealing with many challenges. His calm, 
even demeanor set a tone that enabled 
Toshiba to address these challenges in 
a practical, common sense way. He is a 
leader in every sense of the word.

 “As leader of two Toshiba companies 
(Toshiba America Business Solutions and 
Toshiba Global Commerce Solutions, 
which operates throughout the world), 
Maccabe is probably the busiest executive 
within our industry. Perhaps just as 
important, he is one of the more grounded 
and amiable C-level executives you’ll find. 
He will also make himself available to 
anyone who crosses his path at whatever 
event he may be attending, which is 
extremely rare for someone of his stature.”
- Frank Cannata, president, editor-in-
chief & publisher, The Cannata Report.

Why John MacInnes is a 
Difference Maker: 
Although you won’t see John MacInnes 
at tradeshows or industry events, you 
will see his people and his ideas. 
John is a leader who trusts his senior 
team to speak to his vision of the 
future of managed print. He is a master 
orchestrator and serial entrepreneur 
always looking for new ways to drive the 
industry forward. His leadership enabled 
the first SBB (Seat Based Billing) 
platform for managed print, the Top 100 
Summit, and the first RMM dashboard 
to tie device, user and document data 
together in one single pane of glass. 
He is changing the face of how office 
equipment dealers do business and make 
money in the new era of imaging.
 “John is one of the most innovative, 
forward-thinking, warm-hearted 
individuals in this industry I’ve had the 
pleasure to work with. After knowing John 
for well over a decade now, I believe John 
would be the headshot next to the definition 
of Difference Maker.”
- Ken Stewart, PMP, ChangeForge

Why Frank Mazzoli is a 
Difference Maker: 
Nobody is on a hot streak like EFI, 
and Frank Mallozzi’s knowledge and 
experience has helped make EFI one 
of the most innovative and upward 
trending companies in the industry. 
Tasked with many responsibilities, Frank 
has delivered, including spearheading 
important efforts to grow new production 
offerings in the document imaging space. 
He helped direct the implementation of 
a document imaging-focused track for 
distributors at the popular Connect users’ 
conference, and last year, the global 
sales and marketing organization that he 
directs for EFI, pulled off a remarkably 
successful rollout of production-class 
wide-format inkjet technologies available 
through leading channel suppliers like 
KMBS and KM Europe. 

 “Frank was one of the first people I 
met when I started doing this just over 20 
years ago. He comes from the copier side 
and he’s one of the reasons EFI is still so 
strong in our channel. EFI is one of the most 
successful companies I follow and Frank 
helps drive the programs that put their 
solutions in your hands. He gets dealers and 
it’s nice to know there’s someone at that level 
at EFI that knows this channel so well.” 
- Andy Slawetsky, Industry Analysts

Why Eric Martin is a  
Difference Maker:
For years Eric Martin has worked 
alongside Clover Technologies CEO, 
Jim Cercleski, to help build one of the 
largest and most powerful companies 
in the aftermarket imaging space. Eric 
has been instrumental in fostering and 
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growing many of the key strategic 
relationships that have been cornerstones 
to Clover’s success, including the tier 
one distribution channel, big box retail, 
OEM and independent dealer channel. 
Along with Cercleski, Eric was critical 
in helping drive the acquisition strategy 
that created the foundation for the Clover 
Imaging Group. He is also responsible 
for many of Clover’s environmental 
and community outreach programs 
such as “Clover gives back” as well 
as contributions to the Jillian fund for 
cancer research. 

 “If you look at the meteoric rise of 
Clover in our industry in a very short 
period of time you can associate much of 
that success to the drive and determination 
of Eric. Singularly focused on winning, 
Eric is a decisive leader, a man of his word, 
and a force in our industry that you do not 
want against you. We at Supplies Network 
are happy to partner with them, and I am 
proud that I can call him my friend.” 
- Greg Welchans, President & CMO, 
Distribution Management, Supplies 
Network 

Why Chris McFarlane is a 
Difference Maker: 
At PrintFleet’s core is collecting the 
most accurate, reliable data and utilizing 
algorithms to make this data useful 
and provide partners and customers 
with actionable information. Chris 
has transformed the business model, 
changing it from the one-time large 
purchase of a PrintFleet Enterprise 
system to a much more flexible and 
scalable SaaS model in the form of 
Vision. Even with this significant change, 

Chris led PrintFleet to year over year 
growth of 20 percent and expansion of 
the business globally.

 “In an industry where data is king 
and managing that data continues to 
increase in importance, PrintFleet has 
been emerging as one of the premier data 
collection options in the document imaging 
industry and President Chris McFarlane is 
one of the reasons why.”
- Scott Cullen, Chief Correspondent & 
Editor of The Cannata Report

Why Joe Miller is a  
Difference Maker:
Joe Miller is the consummate CIO. His 
skill and knowledge has guided the 
development of Flo-Tech’s technology 
and application infrastructure. He has 
implemented technologies and best 
practices in data security, disaster 
recovery and business continuity and he 
has been instrumental in the development 
of a number of key Managed Print 
Services applications that provide added 
value to Flo-Tech customers.

 “Joe is someone who is leading the 
industry with software integrations and 
enhancements to continually improve 
his customer’s workflow and overall 
experience. When I am looking for a leader 
to help bounce off ideas for workflow 
related to Managed Print Services Joe is 
someone I call first.”
- Sarah Henderson, Director, MPS 
Solutions, Clover Imaging Group 

Why Vaclav Muchna is a 
Difference Maker: 
Vaclav Muchna is a true entrepreneur. He 
co-founded Y Soft, a leading enterprise 
office solutions provider, while still a 
university student in the Czech Republic. 
Since then he has help build a company that 
currently supports more than 14,000 Fortune 
1,000 and SMB customers in 80 countries. 
In a bold move, he purchased a 3D printer 
company in order to direct the development 
of the device by integrating it with print 
management software. He continues to 
be innovative, growing Y Soft beyond the 
traditional print-print management industry 
to address all of customers’ business process 
optimization needs. 

 “I have been working with Vaclav 
and Y Soft for two years now. Vaclav has 
organized his company to be a true valued 
partner. Our industry is undergoing a 
change where customers need more 
than just MPS or print management. 
Vaclav’s vision to create a platform so that 
additional solutions can be added to their 
existing print management is indicative of 
innovative thinking.”
- Kirk Pothos, VP MPS Offer 
Development, Xerox
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Why Christian Pepper is a 
Difference Maker: 
Meet an industry professional who is 
equally adept at marketing, new product 
development, and business intelligence 
as he is in sharing his knowledge 
with others in seminars and webinars. 
Christian is an extraordinary presenter 
and his astute observations, particularly 
when it comes to strategic marketing, 
are not only an asset to LMI but also the 
entire document imaging community. It’s 
great to have him as part of the club. 

 “Christian truly is a difference 
maker. He has a significant grasp of the 
relationship between a dealer’s go-to-
market strategy and how this relates 
to both OEMs and Distribution. A real 
professional and a gentleman.”
- Scott Lewis, National Director of Sales, 
Caroliona Wholesale Group

Why Chris Polek is a 
Difference Maker:
Since Polek & Polek opened its doors 
in 1974, the family business has done 

things right and they’ve done them well. 
Chris Polek has certainly continued 
the family tradition. Their slogan, ‘We 
didn’t set out in 1974 to be the biggest 
distributor to the imaging community, 
just the best,’ is in no danger of being 
changed.  

 “Chris, in my estimation, is the nicest 
guy in the industry. There are many close 
seconds, but Chris holds the top spot. He is 
a champion for the independent dealer, and 
is a tremendous relationship-builder. He 
supports industry events without hesitation, 
attending most (if not all) of the events 
himself.”
- Randy Horshok, Executive Director, 
IBPI

Why Tim Renegar is a  
Difference Maker: 
Tim Renegar defines success. Taking 
a small dealership and turning it 
into one of the 50 fastest-growing 
companies in the region in the last 
two years is no small feat. He wasn’t 
afraid to embrace new technologies and 
solutions either. He has been highly 
successful in his integrations with MPS, 
document management and managed 
IT. Ultimately, Tim understands the 
importance of people and he is a first rate 
motivator.

 “I have known of Tim for a while but 
personally only about three and a half 
years. It is incredible what he continues 
to do in this industry and he treats people 
right.”
- James Buck, Regional Sales Manager, 
Impression Solutions.

Why Tom Salierno Jr. is a 
Difference Maker: 
With more than 30 of years of industry 
experience, including serving as 
President and Chief Operating Officer of 
Ricoh U.S.A., Tom Salierno Jr. knows a 
thing or two about the document imaging 
industry. He currently leads the fastest 
growing unit within Xerox and is well 
known among his peers for his concise 
mission plans, consistency in message 
and well run organization. He means a 
lot to Xerox and that should say it all. 

 “Under Tom Salierno’s leadership, 
GIS has grown its annual revenues by 50 
percent. Tom has an incredible ability to 
get the best from everyone and fosters an 
environment of teamwork and respect. It’s 
evident that the best interest of Global 
Imaging and its employees are his priority.”
- Eric K. Gayden, Vice President, Zoom 
Imaging

Why Terry Smith is a  
Difference Maker:
With over 30 years of experience in the 
business, Terry Smith has learned a thing 
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or two about effective management. His 
leadership skills, motivational techniques 
and relationship-building initiatives have 
truly inspired and encouraged the sales 
team at Kingsport Imaging Systems. He 
identifies with each of his team members 
and eagerly takes turns riding along with 
them to get to know their thinking and 
territory. As one of his staff stated, “Terry 
is very good at motivating the sales team 
in a positive manner. He teaches us the 
tools to be successful that he has learned 
over the course of his career. He’s a very 
effective motivator because he doesn’t 
use scare tactics or threats. Instead, he 
offers advice and anecdotes.” 

 “I’ve know Terry and have worked for 
him as a manufacturer’s representative, 
supporting his sales teams, for only a 
couple of years but I can tell you that he 
is a professional and well respected by his 
teams and in our industry. His depth of 
knowledge and years of experience have 
been beneficial to the successes of his 
sales teams and, unlike some in sales 
management, he works to coach and 
develop his team members instead of over-
managing them.” 
- Chuck Knight

Why Aldo Spensieri is a 
Difference Maker: 
The talented, amiable and multilingual 
Aldo Spensieri has been at the forefront 
of innovation in the imaging channel for 
years. He has held positions at many well 
known companies in the industry and has 
always excelled. Aldo currently runs the 
Clover Imaging Group’s MPS offering, 
which is known in the market under the 
Axess brand. He is the education chair 

for the MSPA and is also involved with 
the Cost Per Seat council as well as the 
MPS Community for CompTIA.      

 “I have worked with Aldo in one 
capacity or another for over a decade and 
can tell you enthusiastically that he is a 
true champion of innovation in the imaging 
channel. He has an honest and tempered 
approach to doing what’s right for both 
partners and peers. Aldo has the unique 
ability to challenge us all to consider what 
we’re doing that could use some spit and 
polish while making us all comfortable 
with the positive impacts change can have. 
Aldo doesn’t shy away from progress, he 
inspires it.”
- West McDonald, VP of Business 
Development, Print Audit

Why Brian Stevenson is a 
Difference Maker: 
One of the pioneers of MPS, Brian 
Stevenson is the President of footPRINT 
Managed Services and a Director with 
TriMega Purchasing Association. Brian 
recently led the successful INTEC Ignite 
event, co-located with ITEX this year. 
The exclusive event attracted most of 
the top MPS and technology-focused 
resellers across North America, along 
with their key supplier partners.  

 “Brian is the quintessential 
professional—humble, optimistic, and 
quietly brilliant. Brian sees things for how 
they are and understands how to navigate 
challenging landscapes and collaborate 
with others to ensure people get what they 
want. That’s a sure sign of a difference 
maker!”
- Ken Stewart, PMP, ChangeForge, LLC

 

Why Tawnya Stone is a 
Difference Maker: 
When people think of GreatAmerica 
they think leasing, but Tawnya Stone 
is a testament to the forward-thinking 
nature of the company and its versatile 
personnel. As the chair of CompTIA’s 
Managed Print Executive Council, 
Tawnya has worked hard to ensure that 
the dealer community has greater access 
to all emerging technologies – not just 
traditional MPS knowledge.  
 “Tawnya has contributed to the 
imaging channel far beyond our traditional 
outlets. She has adeptly introduced office 
equipment dealers to solid knowledge 
around adjacent verticals like Managed 
IT Services while at the same time helping 
them to strengthen their traditional 
practices. Tawnya is exceptionally keen 
and intelligent and I’m looking forward 
to seeing how she helps our channel to do 
more in 2016 and 2017.”
- West McDonald, VP of Business 
Development, Print AuditAldo Spensieri
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Why Lou Stricklin is a  
Difference Maker: 
Lou Strickland wears many hats at 
Muratec and he wears them all well. He 
is responsible for marketing, product 
marketing and he is even the treasurer 
of the MPSA. Lou possesses acute 
knowledge of the industry and has 
been called on by media outlets for his 
opinions on everything from the BTA 
channel and MPS to MNS. 

 “Lou Stricklin is, simply put, a quality 
man. He has spent countless hours as 
a Board Member and Treasurer of the 
MPSA. His actions show that he truly cares 
about this industry and about the MPSA’s 
success. He has been a sponsor of the 
Marketing & Communications Committee 
that I chair, and doesn’t just listen to the 
calls, he offers his time and expertise—
often in the midst of international travel 
and the incredible responsibilities he holds 
at Muratec—his full time job!” 
- Josie Heskje, GreatAmerica Financial 
Services Corporation

 “Lou Stricklin is an industry leader.  He 
represents his company at many industry 
events and is a difference maker in his 
leadership in the MPSA.”
- Kevin Morris, CEO, OneDOC

Why Larry Trevarthen is a 
Difference Maker: 
Amazingly, Larry Trevarthen has only 
been with Epson since 2014 where 
he’s been playing an integral role in his 
position as director, business imaging, 
particularly when one takes into account 
some of the company’s key introductions 
of the past 12-18 months. Without 
question the most notable introduction 

has been the Replaceable Ink Pack 
System (RIPS). He’s also been at the 
forefront of some of the company’s latest 
hardware introductions and has been 
instrumental in raising Epson’s profile 
within the document imaging industry.  

 “It has been a pleasure as we embark 
on this new relationship with Larry 
Trevarthen and his team. Larry and his 
team are facing a daring challenge by 
introducing a new technology to the BTA 
Channel, but we believe in our future with 
Epson and the revolutionary products they 
are presenting to this industry. We believe 
they will be fixtures in the BTA Channel. 
We appreciate Larry seeing the extreme 
value with entering into a partnership with 
Impression Solutions, and the vital support 
we will provide that is known to dealers 
nationwide.”   
- Ray Looney, Vice-President of Sales, 
Impression Solutions

Why R. Steven Tungate is a 
Difference Maker: 
Steven is another one of those 
unheralded, behind-the-scenes executives 
who has played a major role in Toshiba’s 
success. His responsibilities are 
numerous and wide-ranging, and include 
overseeing the company’s innovation, 
technical support, as well as the 
service and supply chain management 
organizations. He leads the company’s 
industry-recognized technical support 
and service teams and manages more 
than 1,000 employees that interact with 
customers daily. 

 “Steve Tungate is a great asset to the 
Toshiba team. He understands and is 

knowledgeable on both the dealer side and 
the manufacturer side. Steve’s background 
and experience gives him the tools to help 
make Toshiba a better company.”  
- Jack Stargel, president, Stargel Office 
Solutions

Why Steve Weedon is a 
Difference Maker: 
Anybody familiar with remanufacturing 
or the distribution side of aftermarket 
imaging components and supplies knows 
and respects Steve Weedon. A former 
executive at Static Control Components 
(SCC), Steve helped build SCC into 
a global aftermarket powerhouse. He 
recently made headlines by helping 
APEX acquire SCC and also in Golden 
Green’s acquisition of Cartridge World. 
In August 2015 he was appointed the 
Global CEO for Cartridge World to help 
reinvigorate the brand and drive the 
global reseller network forward.  

 “I met with Steve recently and was 
impressed with the scope of his vision and 
how his strategy is uniquely focused on 
making every global franchise stronger 
and more successful. Cartridge World has 
some huge initiatives planned for the next 
two years and if Steve is able to deliver 
on his vision, the CW brand will enjoy a 
resurgence and become a credible force 
again in the channel.”
- Christian Pepper, Director of Marketing 
and Business Intelligence, LMI

Steve Weedon
CEO

Cartridge World

Larry Trevarthen
Director of Business Imaging

Epson America, Inc.

R. Steven Tungate
VP and GM of Supply Chain, 

Service and Innovation 
Toshiba Business Solutions

continued on page 52
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Why Gavin Williams is a 
Difference Maker: 
If anybody knows how to sell software 
it’s Gavin Williams who originally joined 
MWAi in 2009 as director of sales. He 
knows a thing or two about solutions 
too, which is why Gavin has been an 
instrumental member of the MWAi team 
as it raises the profile of SAP FORZA 
within the market. He’s also making a 
difference outside the firm as well as part 
of the charity cross-country motorcycle 
rides he participates in with MWAi 
President Mike Stramagalio. 

 “Gavin Williams is not only a great 
friend but he may be the most tenacious 
sales person I know. It doesn’t matter if it’s 
an ERP package, a new Harley or raffle 
tickets, if Gavin sets his sights on you, 
get your check book out. Every company 
should have a head of sales like Gavin.”
- Andy Slawetsky, Industry Analysts

 “The only thing that is more mission 
critical to our industry than the adaptation 
of new technology and services are the 
leaders driving it. As our generation begins 
to take the reigns of what the generation 
before built, a leadership group must lead 
the way. Gavin has proven he is part of 
that group and will help future proof our 
industry.”
- David Scibetta, EVP/CIO, Copier Fax 
Business Technologies

Why Sue Wilson is a  
Difference Maker:
Dealers love Sue Wilson because she 
gets answers. Though her role is not 
a public-facing one, Sue is one of the 
industry’s game changers. For more than 
15 years, she has integrated a series of 
process improvements to definitively 
drive efficiencies within Toshiba’s supply 
chain resulting in cost savings for her 
company and its customers. The steps 
she took to significantly reduce the 
impact of last year’s West Coast port 
strike underscore her value to Toshiba 
while cementing her as a true difference 
maker.

  “Sue approaches her own 
responsibilities with grace and precision 
and is renowned for going out of her way 
to solve problems and find solutions for 
dealers in areas that may fall outside of her 
pursue. On top of that, Sue sets the utmost 
standard of class and integrity in and out 
of our industry and I am proud to call her a 
partner and friend.”
- CJ Cannata, co-owner and SVP brand 
strategy and development, The Cannata 
Report   

Why Danielle Wolowitz is a 
Difference Maker: 
If you’ve been covering this industry long 
enough you tend to realize that product 
planning and marketing positions are often 
stepping stones within OEM organizations 
to bigger and better things. Starting with 
Ricoh in 2001 as an associate product 
manager before moving to Kyocera in 
2005 as a product and solutions marketing 
manager, it’s not surprising to anyone who 
has met Danielle or worked with her that 
she has taken on an even bigger role in 
the Kyocera organization. Kyocera has 
assembled a top-notch team during the 
past few years and Danielle continues to 
be where the action is as Kyocera keeps 
rolling out new products and apps. 
 “In her role as VP Corporate Marketing 
at Kyocera Document Solutions America 
Inc., she heads up Product Marketing, 
Marketing Communications, Education 
Services and Product Planning – four key 
areas of responsibility. Danielle brings a 
tremendous sense of knowledge, commitment 
and innovation to her position. Those of us 
who work closely with her can strongly attest 
to her fine leadership and most meaningful 
contributions – both strategically and in day 
to day operations.” 
- Tom Hadlock, SMA, NYC

 “Danielle has been through 
several regime changes at Kyocera 
and has continued to be a rising star. 
Her experience with both hardware 
and solutions has given her a strong 
understanding of the importance of each 
product type and the balance dealers 
need between these two offerings. In 
an industry dominated by men it’s been 
refreshing to see Danielle excel to such a 
senior level and I look forward to seeing 
just how far she will go.”
- Andy Slawetsky, Industry Analysts

Gavin Williams
Executive Vice President, 

Special Business Unit - SAP B1
MWAi 

Danielle Wolowitz
Vice President of Corporate 

Marketing Group
Kyocera Document Solutions 

America, Inc. 

Sue Wilson
Vice President of Supply 

Chain Management
Toshiba America Business Solutions

Thank You
This special issue would not have been possible without the input of the many 
individuals who took the time to respond to our requests for recommendations and 
comments about this year’s difference makers. We would like to thank everybody 
who participated over the past several months to help put this issue together. 
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March Announcements 
Reveal the Two Giants 
Have Upped Their Games

In their relentless pursuit of the 
zillions of pages printed an-
nually on electrophotographic 

devices in the office, Epson and 
Hewlett-Packard each made key 
announcements recently about 
their business inkjets. In early 
March, HP unveiled a bevy of 
new hardware including rebrand-
ed inkjet devices for small-office/
home-office (SOHO) users, 
small to medium-sized business 
(SMBs), and even enterprises. 
Although Epson also introduced 
new office hardware, a couple of 
unique monochrome inkjet units, 
the company’s big announcement 
in March concerned a new distri-
bution partner, which will provide 
Epson with access to more BTA 
dealers.

New Year, New Hardware
Using the theme “Printing Re-
invented,” HP launched a broad 
assortment of new machines 
including some devices that may 
prove to be the most significant 
of the year in the inkjet hardware 
space. Leveraging the PageWide 
brand, which had previously 
been used for the high-speed 
inkjet technology found in certain 
Officejet Pro units, HP released 
its new PageWide Pro 300, 400, 
500 product lines along with the 
PageWide Enterprise Color 500 
family. The company also re-
freshed its OfficeJet Pro offerings 
with a new printer and six new 
all-in-ones and released a new 
OfficeJet-branded mobile printer 
and mobile all-in-one. And, 
for those office users who just 
can’t give up their toner-based 

machines, HP also introduced a 
couple new monochrome LaserJet 
printers and a new Color LaserJet 
Pro MFP.
 Epson’s hardware news at the 
end of March was more modest 
than its rival’s and included just 
two new A4 business inkjet ma-
chines: the WorkForce Pro WF-
M5194 printer and the WorkForce 
Pro WF-M5694 multifunction 
unit. However, the company made 
a major channel announcement 
in the United States earlier that 
month, which could be a game 
changer. On March 15, Epson 
America announced that it was 
working with a new distributor, 
Impression Solutions, Inc. (ISI), 
which caters to over 1,000 BTA 
dealers, to market machines fea-
turing Epson’s Replacement Ink 
Pack System (RIPS). 

Great Fit!
“The opportunities that Impres-
sion Solutions represents to us is 
their history and core competency 
in the BTA channel,” says Tom 
Kettell, Epson’s director of the 

commer-
cial sales 
channel. 
“They 
have a 
proven 
track 
record 
of being 
able to 
identify, 

acquire, and support dealers in 
that BTA space, and that was 
something very important to us as 
we look to increase market share 
in these products,” he says. Kettell 
indicates that the RIPS line is 
unique and addresses specific 
color needs in today’s market. “It’s 

a niche-focused product and it re-
quires somebody like Impression 
Solutions that has that expertise in 
the BTA market to help us.”
 Based in Columbus, MS, ISI 
operates three distribution centers 
nationwide giving Epson exten-
sive reach into the BTA channel 
across the U.S. According to Ray 
Looney, ISI vice president of 
sales, the firm started with the 
Kyocera line when it opened for 
business 17 years ago and cur-
rently Kyocera represents about 
$47 million of the firm’s $50 
million total annual revenue. With 
their long-life consumables, Loo-
ney says Kyocera units provide 
great support for managed print 
services (MPS) contracts on the 
monochrome side of the equation 
but not so much for the color side. 
“Kyocera is the premier mono-
chrome manufacturer, there’s no 
doubt in my mind. But they’re not 
there on color yet. So, we need 
something in the color space.” 
He told me ISI is excited by the 
way the RIPS models fit into its 
current portfolio. 
 Describing it as a “perfect fit” 
in the ISI portfolio, Kettell echoes 
Looney’s sentiment and adds 
Epson allows ISI to expand its 
product offering. Released in the 
U.S. in January 2015, the RIPS 
line include the A3 WorkForce 
Pro WF-R8590 MFP and two A4 
units, the WF-R5690 MFP and 
the WF-R5190 single-function 
printer. The machines employ 
large ink bags—or “packs”—ca-
pable of printing up to 75,000 
pages, which allow RIPS devices 
to provide low operating costs 
as well as go for long periods 
without requiring consumables to 
be refreshed. The RIPS machines 
support dealers seeking to market 

Epson and HP Make Key Biz Ink 
Announcements. Which Will Succeed?

News BriefingMarket IntelligenceCharles Brewer

Tom Kettell
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MPS programs 
that offer custom-
ers low-cost color 
printing.
 Epson and ISI 
are targeting the 
distributed print 
segment of the 
MPS market spe-
cifically with the 

RIPS units. Looney says that his custom-
ers have had a hard time offering low-cost 
color printing to companies with remote 
sites that don’t print much. He explains 
that a dealer may have the corporate head-
quarters nearby but there could be “20, 
50, even 100 remote locations scattered 
around the country and it’s impossible for 
a dealer to turn a profit on those accounts 
because of the cost of delivering supplies 
and delivering service.” Looney explains 
that because the dealer rarely has to 
deliver consumables or service, the RIPS 
machines can be placed and maintained 
profitably. “In a [remote] environment 
where there are only 700-1200 prints, it’s 
almost impossible to [turn a profit] with a 
laser.”
 In addition to servicing the distributed 
print needs of larger firms, Epson is look-
ing to penetrate small to medium-sized 
businesses with RIPS devices. “And 
the resellers that Impression Solutions 
support, also support a real broad base of 
the SMB channel,” says Larry Trevarthen, 
director of business imaging at Epson 
America says his firm. “They touch both 
through their [ISI] reseller channels,” 
he says, “at the corporate level and the 
SMB level. So with ISI, we can expand 
our reach into distributed corporate and 
SMBs.”

Good (Early) Response, Big 
Plans
When I spoke with Looney, ISI had been 
selling the RIPS line for “exactly two 
weeks,” and he was enthusiastic about 
the market response. “We signed seven 
dealers in the first week, and I believe 
that was for 34 units,” he told me. While 
the new offering will amount to just a 
fraction of the 30,000 or so Kyocera units 
that Looney estimates ISI sold in 2015, he 
predicts 130 dealers will purchase some 

2,000 RIPS machines this year. “Epson’s 
growing,” he opines, “and we expect it to 
grow real fast.”
 As one would expect, Trevarthen 
shares Looney’s enthusiasm. “We’re con-
tinuing to see growing demand, growing 
interest, and growing understanding of the 
[RIPS] value proposition and business,” 
he says. According to Trevarthen, ISI is 
uniquely positioned to fuel that growth. 
“A real benefit to working with them is 
they understand that value proposition and 
they’ve got a really deep understanding 
of how to communicate with the reseller 
channel.” He is confident that ISI can 
explain the new business model associ-
ated with Epson’s RIPS units along with 
“new profit models to its channel, so they 
can explain our vendor proposition to a 
reseller sometimes better than the vendor 
can, since they know how to put the mes-
sage within the language of the channel.”
 Rather than being concerned by HP’s 
impressive hardware roll-out in March 
that I noted earlier, Looney seems to have 
welcomed it. “HP is who they are, and 
they’re spending a lot of money with these 
products,” he says. “They’re going to 
open this market and make consumers see 
ink as being more than just for the home 
office/small office environment.” While 
Looney predicts that as HP may success-
fully prove the concept that ink works 
for business users, he feels the company 
faces big challenges in the channel. “I’ve 
seen HP try this over and over again,” he 
observes. “They want the channel but they 
don’t want to change.” According to Loo-
ney, HP demands that dealers change their 
fundamental business practices when they 
agree to carry HP products. “And a BTA 
dealer is not going to change his business 
model significantly for HP.”
 Although Trevarthen didn’t mention 
HP by name, he also indicated that Ep-
son’s competitors appear to be following 

the company’s go-
to-market strategy 
especially in the 
consumer inkjet 
market. Referring 
to the large capac-
ity ink supplies 
that Epson has 
been deploying in 

various devices worldwide including the 
RIPS units, he says, “We’re seeing our 
competitors starting to mirror this strategy 
not only on the commercial side but on 
the consumer side as well.” Trevarthen 
told me that the RIPS roll out is meeting 
the firm’s expectations and Epson is happy 
“with where it’s going,” adding, “We’re 
even happier about where we think it’s 
going to go in the future.” Looney also 
thinks that ISI is poised for future success. 
“I think the earlier adopters—and we’re 
hoping to be one of those—is going to 
have a leg up [in the business ink mar-
ket].” 

Printing Reinvented
Looney’s comments regarding HP’s efforts 
to open the office market up for inkjet ma-
chines were reflected in the OEM’s most 
recent release of business-class inkjet 
devices. As I noted earlier, HP grabbed 
headlines in March when it rolled out a 
slew of new business inkjet machines as 
part of its Printing Reinvented launch. 
Some of the new units were really nothing 
more than SOHO devices gussied up for 
the office. But there was also some im-
portant new office hardware in the release 
that should further propel the adoption of 
business inkjet machines.
 The most interesting new hardware of 
the bunch was the PageWide units. The 
PageWide 300 series features print speeds 
of 30 ppm in its Professional Printing 
mode (45 ppm in general-office mode) 
and is targeted at small workgroups of 3 
to 10 users that print up to 3,500 pages 
a month. For the same sized workgroups 
printing 4,500 pages a month, HP has the 
PageWide Pro 400 line, which features 
print speeds of 40 ppm in the Professional 
Printing mode (55 ppm in general-office 
mode) and comes with more security fea-
tures than the 300 model. Aimed at work-
groups of 5 to 15 users printing 2,000 to 
7,500 pages monthly, the PageWide Pro 
500 series has advanced security features 
and prints at 50 ppm in Professional 
Printing mode (70 ppm in general-office 
mode). Finally, the new PageWide Enter-
prise Color 500 series is designed for the 
same sort of workgroups as the PageWide 
Pro 500 series and matches its Profession-
al Printing mode print speed but offers 75 
ppm in general-office mode. Larry Trevarthen

Ray Looney
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 Although the consumables found in the PageWide units have much 
lower page yields than the Epson products, the new HP 972 series tanks 
deployed in the line tend to be larger than traditional cartridges found 
in older inkjet units. They also feature a new ink formulation that sup-
ports faster speeds, higher page yields, and better image quality. Page 
yields range from 3,000 for the new CMY HP 972A tanks to 17,000 
pages for the HP black HP 972Y tank. Use of certain SKUs is limited 
to certain models and depending on the installed tanks, the cost per 
page ranges from 2 cents for a black page printed with the PageWide 
Pro 330 and 400 using the HP 972A SKUs (or 10 cents for a color page 
with the same tank series), to 1.53 cents K and 7.04 cents color using 
the HP 972Y tanks. The new PageWide Enterprise Color 500 series 
takes the HP 981 family of tanks, a different cartridge family than used 
in the PageWide Pro models. All of the HP 981A yield 6,000 pages, 
while the highest yield K HP 981Y tank delivers 20,000 pages. Based 
on the cartridge pricing that HP provides, end users will get the best 
per-page cost by using the HP 981X black cartridge and the HP 981Y 
color cartridge, which together deliver output costs of 1 cent in black 
and 5.13 cents in color.
 HP says the new OfficeJet Pro 8210 and OfficeJet Pro 8710, 8720, 
8730, and 8740 are designed for micro and small businesses printing 
up to 2,000 pages per month. HP’s new OfficeJet Pro 8210 printer re-
places the OfficeJet Pro 8100 released in 2011 as well as the OfficeJet 
Pro 251dw from 2013. The new OfficeJet Pro 8710, 8720, 8730, and 
8740 replace the OfficeJet Pro 8610/8620/8630/8640/8650/8660 series. 
Instead of using the page-wide arrays found in the PageWide units, 
new OfficeJet Pro machines feature HP’s new Print Forward Design 
and a scanning thermal print head that shuttles across the page when 
printing. In addition to a higher carriage speed, the heads feature more 
nozzles (1,568 total versus 1,376) and a higher firing frequency of 30 
kHz versus 24 kHz. As a result, the new units feature speed improve-
ments over their predecessors for both simplex and duplex printing.
 The new OfficeJet Pro machines employ new HP 952 series ink 
tanks, which contain a newly formulated four-color (CMYK) pigment-
ed ink set. Compared to the inks used in older OfficeJet Pro units, the 
new formulation contains higher pigment loads and supports faster 
print speeds as well as higher page yields per container. In terms of 
yields and per-page costs, there is nothing remarkable about the HP 
952 ink tanks. The standard-capacity HP 952 cartridges have yields 
of 1,000 pages for black and 700 pages apiece for cyan, magenta, and 
yellow. Yields were the same on the HP 950 black and HP 951 cyan, 
magenta, and yellow cartridges. Pricing on the new black cartridge is 
higher than the older K tank, while pricing on the color cartridges is 
unchanged. As a result, CPP has gone up when using the standard-yield 
cartridges from 2.7 cents in black and 11.7 cents in color on the previ-
ous OfficeJet Pro 8610, 8620, and 8630 to 3 cents in black and 11.99 
cents in color on the OfficeJet Pro 8710, 8720, 8730, and 8740.
 The new OfficeJet Pro 6960 and 6970 are typical SOHO A4 inkjet 
all-in-ones designed for micro and home business printing up to 800 
pages per month. Together, they replace the OfficeJet Pro 6830 from 
2014. The new units are not due out until June and details were scant. 
It appears, however, that HP is using a new four-color pigment ink 
formulation. A representative for the company told me that the new 
models use an ink set with higher pigment loads, which is similar to 
what HP is promoting with the new ink sets used in the new PageWide 

Specifications for HP’s PageWide Enterprise Color 500 Series

Model PageWide Enterprise   PageWide Enterprise Color
 Color 556dn, 556xh  MFP 586dn, 586f, Flow 586z

Product Type A4 inkjet printers  A4 inkjet MFPs

Functions print only  dn: print, copy, scan
   f and z: print, copy,  
   scan, fax

MSRP dn: $957  dn: $2,318
 xh: $1,596  f: $2,666
   z: $3,246

Street Price dn: $749  dn: $1,999
   xh: $1,249
   f: $2,299
   z: $2,799

Availability  May 2016 

Max.Print Speed   75/75 ppm 
(mono/color,  
general office mode)  

Professional Mode/  50/50 ppm 
ISO Print Speed 
(mono/color)  

Max. Monthly   80,000 pages (2000- 
Duty Cycle  7,500 recommended) 
Max. Print   black 1,200 x 1,200 dpi,
Resolution  color 2,400 x 1,200 dpi 

Paper Input  dn: 550/2,050 sheets  550/2,050 sheets
(standard/max.) xh: 1,050/2,050 sheets 

Max. Paper Size  8.5 × 14 inches 
Automatic Duplex  yes 
ADF n/a  100-sheet duplexing ADF

Connectivity dn: USB 2.0 device,   USB 2.0 device, 2 x USB
 2 x USB 2.0 host,   2.0 host, Gigabit Ethernet,
 Gigabit Ethernet,   hardware integration pocket;
 hardware integration   opt. 802.11b/g/n wireless
 pocket
 xh: same as above 
 plus 802.11b/g/n 
 wireless   

Display 4.3-inch color touch  8.0-inch color touch screen; 
 screen   pullout keyboard on z model

Mobile Printing  HP ePrint, Apple  HP ePrint, Apple
Features AirPrint, Google  AirPrint, Google Cloud
 Cloud Print v2, Mopria   Print v2, Mopria certified;
 certified (all models);   opt. NFC touch-to-print;
 NFC touch-to-print   opt. wireless direct
 and wireless direct 
 opt. on dn and 
 standard on xh 

Additional Features HP Sure Start,   HP Sure Start, run-time
 run-time intrusion   intrusion detection, and
 detection, and white  white listing; HDD standard 
 listing; opt. HDD  (all models); HP EveryPage
 (xh only)  Scanning (z only); z had
   advanced workflow features 
   and pullout keyboard
Ink Colors, Type  four: pigmented black, cyan, magenta, yellow

New Supplies  yes: new HP 981A/981X/981Y cartridges 
Best CPP   1.0¢/5.13¢
(mono/color)* 

*Based on vendor’s prices for supplies, divided by vendor’s rated yields. 
CPP figures are based on the highest-yield cartridges available for a given 
product. No multipack pricing is used.

Source: Actionable Intelligence
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and OfficeJet Pro units. While hardware specs were not available 
for this series, supplies specs were. The new OfficeJet Pro 6960 
and 6970 use new ink tanks: the HP 902/902XL/906XL cartridge 
family and with page yields ranging from 300 pages to 825 pag-
es. The best cost-per-page for the new SOHO units is 3.2 cents 
printing a black page and 10.47 cents per page when printing a 
color job.
 In addition to the range of office inkjet hardware above, HP 
refreshed its inkjet-based mobile line. The new OfficeJet 200 
Mobile Printer and the OfficeJet 250 Mobile All-in-One replace 
the single-function OfficeJet 100 Mobile released in 2011 and 
the multifunction OfficeJet 150 Mobile from 2012, respectively. 
The OfficeJet 200 and 250 Mobile offer faster print speeds than 
their predecessors as well as device connectivity over Wi-Fi, an 
ultra-long battery life, and other enhancements. Featuring the 
HP 62/62 XL integrated cartridges released in 2014, the new 
units are based on a different imaging system than that used in 
the predecessor models, but not a new design. Regardless, the 
per-page costs of the new mobile devices are high—6 cents for 
black and white printing and 15.63 cents for color. Competitive-
ly, the high CPP is probably not an issue because operating costs 
tend to be high in mobile devices.

Marching Forward 
HP’s Printing Reinvented launch once again demonstrates that 
the company is the technology leader in the office inkjet space. 
And, while HP is pushing hard to place inkjet technology into 
higher-volume office environments, it clearly is not yielding its 
position as the leader in the SOHO office inkjet market. Most 
of the new inkjet devices offer a compelling set of features 
compared with competitive devices, but it seems that HP wants 
to improve margins on ink, so it’s charging users a bit more if 
they choose to use certain combinations of its new cartridges. 
This could give competitors like Epson, which offer much lower 
operating costs on some machines, a sizable advantage. For 
those looking to lower the cost of printing, HP does offer some 
savings through its Instant Ink program for certain machines and 
it’s all but certain some end users will subscribe to the program.
 Still, many of Epson’s latest office machines—SOHO, SMB, 
and commercial—have very low operating costs that Instant Ink 
can’t touch. Several units that Epson has released over the past 
year or so can print black and white and color pages at less than 
a penny, for example. But Epson’s success is far from certain. In 
terms of hardware, HP continues to hold the whip hand when it 
come to enhanced features especially in terms of print speeds. 
Two of the three RIPS units have a top-end speed of 20 ppm and 
the fastest model is a 24-ppm device. Customers may find such 
speeds downright poky when compared to the 50-ppm and 70-
ppm speeds achieved by the PageWide machines.
 This is probably a good place, however, to recall Looney’s 
comments regarding HP’s inability—or unwillingness—to woo 
effective channel partners. Lacking a channel partner that can at-
tract office users with ink is a distinct weakness for HP. And this 
may be the competitive advantage that allows Epson to grow and 
go toe-to-toe with HP. Looney told me that Epson is “willing to 
adapt the product and do the things necessary for the channel 
to be successful.” Such a willingness to adapt may prove to be 
Epson’s strongest advantage.  ♦
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Business Profile

Clover Imaging Group: Expansion and 
Evolution to Serve the Industry

In the summer of 2014, Clover 
Technologies Group acquired 
Micro Solutions Enterprises 

(MSE). It was the latest in a 
long series of acquisitions by the 
largest and most powerful player 
in the aftermarket toner space. 
Today, Clover Technologies has 
over 20,000 employees operating 
in 60 locations. There are seven 
global manufacturing sites with 
revenue totaling over $1 billion.
 In February of 2016, after 
months of integration, Clover 
Technologies Group announced 
the creation of the Clover 
Imaging Group (CIG). 
 The addition of CIG now 
makes three divisions under 
the Clover Technologies Group 
umbrella. The other two are 
Clover Telecom and Clover 
Wireless. 
 CIG’s core products and 
services include remanufactured 
ink and toner cartridges, 
aftermarket printer parts and 
kits, refurbished fusers, OEM 
computer and server parts, and 
remanufactured postal inks.
 Services include core 
and e-waste asset collection 
programs, MPS programs under 

the Axess brand, 
dealer marketing 
support under the 
marketing platform 
2.0 brand, and lately, 
services under the 
Tech Link 2.0 sub-
brand.
 Why create 
CIG? According 
to Luke Goldberg, 
EVP, Global Sales 
and Marketing, 
CIG, it was to offer 
dealers unfettered 
access to the wide 

selection of products, services, 
and solutions from one rep and 
one web site – cloverimaging.
com.   
 “The intention of the Clover 
Imaging Group was to take all 
of these phenomenal standalone 
entities and put them together 
to provide one point of contact,” 
says Goldberg. “Even though all 
these businesses were owned by 
Clover, dealers were still dealing 
separately with MSE, West Point 
Products, Depot International and 
the other companies.”
 Although the purchasing of 
products in the Clover Imaging 
Group has been consolidated 
under one website, MSE 
maintains a separate website. 
Goldberg says that this is 
strategic. 
 “The MSE brand is still so 
important to the overall brand 
strategy of the Clover Imaging 
Group,” he emphasizes. “Because 
we are positioning that as 
our premium brand for OEM 
conversion, and our premium 
brand for color, we’re actually 
keeping it as a brand building 
website. But you can’t buy 
anything from that website.”

Alternatives to 
Commoditization
Over the years the aftermarket 
has encountered many hurdles. 
One of the pain points currently 
shared by suppliers and dealers 
is the commoditization of 
print consumables. In order to 
offset this, many are looking 
increasingly towards a service-
based model.
 Goldberg says that services 
have become an important 
new part of the company’s 
offerings. In order to highlight 

this differentiation, CIG has 
rebranded its services offerings 
as Tech Link 2.0. 
 “We’re taking these 
products that lend themselves 
to commoditization and we’re 
wrapping them around such a 
high level of value and services 
that we’re de-commoditizing 
them,” he says.  
 The services listed under Tech 
Link 2.0 include printer service 
training, help desk support and 
triage support. CIG has even 
added a new live chat feature to 
their website. 
 “Today somebody can go 
onto the CIG website, type into 
the chat function and get an 
almost immediate response on 
anything from compatibility 
and troubleshooting to triage,” 
says Goldberg. “We have this 
whole suite of services that we’re 
offering to dealers to provide 
them with faster response times, 
better Service Level Agreements 
(SLAs), and really to become an 
arm of their service department.” 
 The one service area that isn’t 
included under Tech Link 2.0 is 
the MPS services offered by CIG. 
Those are still branded under 
Axess. 
 CIG also offers a robust 
marketing suite for its dealers 
under the Marketing Platform 
2.0 brand. Empower is a web 
portal where dealers can log on 
and customize high-level content, 
such as videos and e-shots. 

Towards Adjacencies
A buzzword heard frequently 
around the office technology 
space is adjacencies. With 
the commoditization of the 
consumable and trends signaling 
a slight decline in print, dealers 

Luke Goldberg, EVP, Global Sales and 
Marketing, CIG
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are looking to add layers by entering into 
print adjacent areas, such as managed 
services or managed IT and Business 
Process Optimization (BPO). 
 Although CIG believes that print 
remains healthy, Goldberg says it would 
be irresponsible not to prepare for future 
possibilities. One area that CIG has 
diversified already is in offering computer 
and server parts. 
 “Refurbished servers and computer 
parts have become a growing product line 
for us,” he says. “Having the parts and the 
consumables is one way to dip your toe 
into managed IT and managed services.”
 More companies are looking at 
BPO and user behavior and CIG is no 
exception. To explore this more, CIG has 
teamed up with Print Audit.
 “Our partnership with Print Audit is 
very much about looking how to optimize 
work flows and understanding not just 
how much is being printed and what is 
being printed, but why is it being printed 
and who is it being printed by,” says 
Goldberg. 

Seat-based Billing
In the world of print, customers are used 
to being billed per page. But per page 
billing has become the latest commodity. 
That is why CIG is also working with 
Print Audit to change the billing model 
from cost per page to cost per seat. 
 “We’ve already talked about 
how the standalone consumable in 
the transactional model have been 
commoditized,” says Goldberg. “Now the 
page has been commoditized. Dealers 
are frustrated that what used to be 
considered the great de-commoditizer – 

MPS – has now become a commodity in 
its own right.” 
 Goldberg states that many are already 
comfortable with per seat billing and that 
changing the billing model to a cost per 
seat will achieve a number of significant 
benefits, including allowing dealers to 
cluster services. 
 “If you’re in a contract with 
somebody at .09 cents, you’re at nine 
mils for that black page,” says Goldberg. 
“That’s it. With cost per seat, we can use 
it and add all kinds of adjacencies to it.” 
 As an example, Goldberg used 
PrintReleaf, the sustainability software 
company and a CIG partner.
 “Maybe we add that and it’s another 
50 cents per seat,” he suggests. “We can 
add other adjacencies like security. The 
point is that it’s not finite. It’s not static. 
It enables the dealer to layer on different 
products and services onto that seat.”
 Goldberg cites the attitudes of the 
managed IT and the VAR community as 
being a positive for seat-based billing.
 “They generally don’t like printers,” 
he states. “They don’t like managing 
printers. But if we give them a program 
where we’re taking on all the risk; 
where we’re taking on the break-fix, 
the consumables, and parts within that 
cost per seat that they’re already used 
to selling, it could be a way to get those 
managed ITs and VARs into the print 
space. 
 “Conversely,” adds Goldberg, “once 
the traditional BTA dealer gets used to 
selling print on a cost per seat, it will give 
them a better understanding of how to 
offer managed services and managed IT.”

 Goldberg says that CIG is currently 
working with their partners to create a 
billing mechanism. He is confident that 
they will have a comprehensive program 
by the end of April 2016. 

Big Data and IoT
Another partnership that CIG recently 
joined was Technology United.
 Technology United bills itself 
as “companies…aligned in their 
commitment to drive intelligent, 
interconnected solutions and innovation 
forward.” It is an organization made 
up of some of the leading technology 
companies in the industry, including such 
names as MWAi, ESP, GreatAmerica, BEI 
services, LMI, Intellinetics, and Intel. 
 A project that Goldberg and other 
Technology United partners spoke 
about at length at the recent Executive 
Committee Summit (ECS) in Scottsdale, 
Arizona, was harnessing of data from the 
joint companies to better utilize Big Data 
in the Internet of Things (IoT).
 “Our industry has its own internet of 
things,” says Goldberg. “It’s the millions 
of connected devices. It’s telling us what’s 
being printed, where it’s being printed and 
how it’s being printed. We want to create 
a smart environment when it comes to 
printer fleets.” 
 Ultimately, Goldberg and Technology 
United want to harness this data to change 
the business model from what is today 
reactive to a model that is predictive. 
 Predictive analytics has been used in 
the consumer space for a long time, but 
has been slow to adapt in B2Bs. Goldberg 
says that predictive analytics will allow 
dealers to foresee issues before they 

Clover Environmental Solutions Warehouse
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happen and fix them.
 “Imagine if you told the dealer they 
can go to their customers and offer a 
model where they will have virtually 
no down time with printers,” he opines. 
“You’ll be able to make them more 
efficient and save them time and make 
their services more efficient too.”

Challenges Accepted
Are there any challenges for CIG?
 For one, Goldberg thinks that the 
industry has overreacted to trends in 
the world of print. He argues that the 
decline in print is very subtle and it 
still represents a great opportunity for 
dealers. One of the challenges, he says, 
is keeping dealers bullish and optimistic 
about the future.
 “We can all recognize changes in 
print, but the bottom line is there’s still a 
massive opportunity remaining,” he says. 
“There’s so much that dealers can do 
now to add value. The foundation can be 
print, and they can use the trust they gain 
in that area to expand into other services 
and adjacencies. 
 The second challenge cited by 
Goldberg is the price pressure placed on 
the global market by low-priced 

compatibles that are manufactured 
overseas. 
 “Those products are receiving 
more pressure from the OEMs on an 
IP standpoint, and it’s our hope that 
companies that respect the OEMs’ 
intellectual property will win out in the 
end,” he says. 
 Does Goldberg envision disruptive 
technologies as an issue for CIG?
 “Our technology capabilities are 
second to none,” he states. “Whatever 
technology challenges come down the 
pike – be it chip sets or wide format ink 
– we think we will be able to overcome 
them.”
 CIG is clearly riding a high wave at 
the moment, but where does Goldberg 
see the company five years from now?
 “It’s our job to be predictive,” 
he says. “We want to be drivers and 
innovators and engines of change. We 
are committed to changing the way the 
industry does business today.”
 With its expansive reach, diverse 
products and services, the Clover 
Imaging Group is certainly well 
positioned to drive this change.  ♦

Clover Headquarters in Hoffman, IL

Toner Robot

Contact Info

CLOVER IMAGING GROUP
2700 W Higgins Road
Suite 100
Hoffman Estates, IL 60169
Phone 815-431-8100

www.cloverimaging.com
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Anybody that knows me 
well knows that I am a 
big proponent of SBB 

(Seat Based Billing) for Man-
aged Print. I’ve talked at various 
events on the topic over the years 
and you may have been in one of 
those sessions. For better or for 
worse I’m actually now referred 
to as “that SBB guy.” That’s fine 
by me because SBB is no longer 
just an academic discussion. In 
2015 we moved from “talk” to 
“planning.” This was the year 
I chaired the SBB Executive 
Council, a 29-member group 
of business owners and OEMs 
who spent 12 weeks building a 
viable SBB model. This exercise 
in planning must have worked, 
because 2016 marks the first year 
where I’ve actually had conver-
sations with dealers, distributors 
and OEMs who are starting to of-
fer SBB. You heard me correctly: 
SBB for MPS is now starting to 
become an actual offering. Most 
are in the beta phase working 
with a select number of custom-
ers to refine and test the model. It 
has begun.
 You might have your skepti-
cal hat on right now. Good. It’s 
what has helped you to become 
successful over the years. You 
were around when toner car-
tridges were only “sold” as a line 
item. Over the years, however, 
that changed. Somebody came 
to you with the crazy concept 
of CPP billing and eventually 
you adopted it. Now CPP could 
represent anywhere from 30% to 
90% of how you make money. 
Don’t forget, however, that you 
took an educated leap of faith to 
adopt CPP in the first place.
 Nothing is forever, including 

CPP billing. It has become what 
commodity based cartridge sales 
was 15 years ago: a downward 
spiral of margin reduction and 
increased competition. We all 
know these facts from first hand 
experience so I’ll leave the facts 
and statistics alone.
 It’s not just that CPP is long 
in the tooth. Customers are 
demanding new ways of being 
billed for most everything else 
they consume and “As A Ser-
vice” models are proliferating. 
According to the Economist, 
“80% of companies are seeing a 
change in how their customers 
want to access and pay for goods 
and services and 50% of these 
same companies are changing 
their pricing models as a result.” 
A case in point: a couple of 
weeks ago I met a sales rep from 
Vestas (the windmill company) 
at a hotel where we were both 
attending different conferences. 
He shared with me that they now 
charge “by rotation” in many 
cases. So, the giant wind towers 
are never owned, the energy 
client simply pays for rotations. 
Imagine.
 If we agree that customers are 
looking for new ways to be billed 
for services, how can we adapt? 
SBB (Seat Based Billing) is one 
unified billing model that has a 
ton of advantages:

1. Deepen Dealership/ 
 Customer Relationships
 As traditional CPP has be-
come more commonplace as an 
offering in the last few years it 
has led to a dramatic increase 
in competition. Customers are 
being inundated with alternative 
bids come contract renewal and 

the typical response is to offer a 
lower CPP rate to hold onto the 
business. Customers don’t ap-
preciate the value we’ve brought 
them because when we deliver 
exceptional service it makes 
managed print seem easy. We 
need to deliver even more value 
and SBB could be exactly what 
the doctor ordered. By being able 
to layer additional services such 
as digitization and document 
management we can deepen the 
customer’s reliance on our exper-
tise. The more things we can do 
to deepen the levels of service 
the more likely we are to demand 
a stronger price come contract 
renewal. In addition, low-cost 
providers will have a harder time 
competing as their simplistic of-
fering won’t hold up to scrutiny.

2. Make Selling More 
 to Existing Customers  
 Easier
The cable industry, like the 
imaging industry, has had some 
difficult choices to make in 
recent years thanks to the advent 
of the internet and specialty 
providers like Netflix and HBO. 
But trust me, they aren’t taking 
it lying down.  Cable providers 
now offer home phone, Internet 
and cell service in a bundled 
package. Three different things 
that all show up on one monthly 
bill. These bundles allow them to 
become much stickier with their 
customers and gain more wallet 
share.  
  An even greater example is 
Google. There was a time when 
you paid individually for your 
email, web sharing utilities, and 
online document storage. Google 
offers all of these services as a 
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CPP Got You Down? Maybe It’s Time for Unified Billing
single user based bundle. Just like the 
cable companies they are bundling and 
charging by user to increase wallet-share, 
stickiness, and customer loyalty.
 SBB for MPS can do the same for 
us in the imaging channel. The model 
allows us to easily layer on additional 
products and services onto the same 
bill. CPP doesn’t allow for this as the 
very model itself is page specific. With 
SBB or user based billing we can offer 
rules based control software like Print 
Audit, Document Management software, 
Managed IT Services, heck, even Tele-
phony and Cloud services. We can add 
all of these things simply by adding an 
addendum to the existing MPS contract.  
Unless your contract is CPP. Then you’re 
out of luck. Now you’ve got an entirely 
unique sales cycle ahead of you. The 
moral: Start moving to SBB and start 
layering additional high-margin products 
and services to the same contract.

3. Simplify Billing 
 Administration
Billing by page is a complicated busi-
ness. We have to collect meters, either 
manually or with a data collection tool 
(local devices anybody?), and then com-
pile a bill that may consist of hundreds of 
individual monochrome and color charge 
items depending on fleet complexity. 
To make things worse, we only collect 
payment for print AFTER the print-
ing has already occurred. Our billing 
departments have to spend a lot of time 
just trying to get people to pay within an 
acceptable timeframe. Do you have any 
customers who are notorious for paying 
60 to 90 days out?
 SBB changes both the complexity of 
billing as well as the amount of time it 
takes to get paid. The customer receives 
the same unified bill every single month. 
And because it’s a subscription service, 
the customer pays for the user’s ability to 
print at the beginning of the month!  

4. Easier for Sales to Understand 
 Commission
One of the most common questions I get 
from business owners when I am consult-
ing with them around MPS operations 

is the best way to compensate reps that 
are selling a CPP based service. I have 
worked with organizations that still don’t 
feel they compensate their sales teams 
appropriately. Because SBB is a fixed 
monthly billing amount that is constant 
through the life of the contract we can 
much more easily and accurately build 
commission plans that are easier for 
everybody to understand. Every sales 
representative likes to know how much 
they are going to get paid for a deal and 
nothing makes it simpler for them to 
calculate than an SBB offering.

5. Early Adoption =  
 Less Competition
The first question business owners usu-
ally ask me when we talk about SBB is, 
“Who else is doing it today?” Most ask 
that question because they want to know 
that SBB is a proven model with little 
risk. Others ask because they want to get 
in on the ground floor like they did in the 
early days of CPP for MPS. Why? Be-
cause that is where the money is made! 
Mature models tend to lose margin along 
the way. New models, if the people are 
buying them, come with better margins 
and increased win rates. SBB isn’t with-
out its nuances and hot spots and there 
are very few providers who have taken 
the plunge (so far). If you are a progres-
sive dealership looking to lead the next 
wave, then SBB should be quite attrac-
tive. If you are neck deep in an existing 
CPP model and worried about the risks 
of switching things up, SBB is likely not 
your cup of tea.  

6. Sell What the People  
 are Buying
The way people choose to buy things is 
changing dramatically. With technology 
changing so rapidly many companies 
are looking to preserve valuable capital 
and increase the number of subscription 
based payment methods. Why pay for a 
$600 phone if it’s obsolete in 2 years?  
The same can be said of computers, serv-
ers, storage, and yes, printers and copiers 
(along with the related consumables and 
service items).

 It’s up to us to work with our custom-
ers to see if they have other ways they 
would prefer to be billed. I can assure 
you many of your customers are doing 
SBB or another form of user-based 
subscription service for many of their 
business function areas today. You might 
be surprised at how interested they 
would be if you could offer MPS in a 
more user-centric model.
 Offering a unified billing model like 
SBB could be a very smart option if you 
are looking to gain more wallet share, 
increase stickiness, simplify billing, and 
pay your sales team more effectively. 
If you aren’t certain where to start, you 
can contact me or other members of the 
Seat Based Billing Executive Council. 
This 29 dealer and partner group spent 
over 12 weeks working on an effective 
SBB model for managed print. You can 
also download a primer on SBB for 
MPS HERE (www.printaudit.com/sbb).
 SBB is here and ready for prime 
time. The only question left to ask is, 
are YOU ready?  ♦
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Dealer Spotlight

Donnellon McCarthy 
was started by Robert J. 
Donnellon with a partner 

back in 1957. Jim Donnellon 
began working at his father’s 
company in the late 1970s, after 
graduating from college and 
earning two degrees. 
 But it wasn’t a beeline to a nice 
corner office and a walnut desk. 
 Donellon recalled that his 
father insisted he have a better 
understanding of the various 
company functions as well as de-

velop empathy and compas-
sion for the employees. So 
he started in the warehouse. 
It was a lesson he repeated 
when his own son, Tony, 
joined the company years 
later. 
 In 1987 Jim Donnellon 
left Donnellon McCarthy 
to work for Fujitsu Imaging 
of America. He began as a 
Territory Sales Manager but 
worked his way up to region-
al district manager. In 1992, 
Fujitsu decided to leave the 
U.S. market and Donnellon 
accepted a six-month offer to 
help close out the operations. 
 During the time he was 
completing this task he was 
also contemplating his fu-
ture. He called Jim Belmont, 
a partner at ABS Business 
Products, and asked him if he 
knew anybody who wanted 
to sell their business. By 
coincidence, they were just 
beginning the process of sell-
ing. The two got together that 
night for a talk and on July 
24, 1992, Jim Donnellon was 
the new owner of ABS. Since 
he had completed everything 
he had been asked to do by 
Fujitsu by the first week of 
July, everything worked out. 

 Three years ago, Donnellon 
bought the family business and 

in January of 2015 they began 
the process of merging the two 
companies.
 Today, Donnellon McCarthy 
Enterprises Inc. is a third gener-
ation $20 million plus dealership 
in the tri-state area with locations 
in Cincinnati, Columbus, Dayton 
and Lima, Ohio as well as North 
Kentucky and Indiana.
 Donnellon McCarthy Enter-
prises Inc. offers a wide variety 
of printing systems and managed 
services. Their primary vendors 
are Toshiba, Sharp and Savin and 
they provide support for more 
than 10,000 pieces of office 
equipment, and stock over half 
a million dollars worth of repair 
parts. They take great pride in 
their customer service and their 
extensive community work. We 
spoke to owner and CEO Jim 
Donnellon and his son Tony 
Donnellon, Columbus Branch 
General Manager, to learn more 
about the company, their offer-
ings and the latest information on 
the merger between Donnellon 
McCarthy and ABS.

What do you like best about the 
business?
JIM DONNELLON: I like the 
chase [laughs]. There’s noth-
ing the same on any given day. 
There’s always something that 
happens – good or bad – that 
fascinates me. It’s always inter-
esting to see how people grow 
from a novice to a full-grown 
professional consultant who can 
sell anything to anybody. That’s 
what I like. 

What about Tony?
TONY DONNELLON: I like the 
fact that technology changes how 
we mold ourselves in business 
today. It’s a fast-paced business 
and I think our technology, our 
functions, and how we do things 
today, ties into the chase very 

nicely. I enjoy that side of it. 
Finding a unique product that 
actually fits a mold somewhere 
that you know is changing the 
lifestyle of a business is what I 
love. That brings me back every 
morning. 

What was your most significant 
accomplishment last year? 
TONY DONNELLON: For me, 
our biggest accomplishment last 
year was learning a lot of signif-
icant software integrations. We 
have some pretty large accounts 
where these solutions were the 
only reason why we were even 
involved in the discussion. 

What areas of the business are 
growing the fastest?
JIM DONNELLON:No question 
it has to be solutions. 

What percentage of the business 
do solutions represent today?
TONY DONNELLON: We’re 
on a fast-growing pace with 
solutions. We started out with a 
five percent growth. Today it’s 
about 45 percent. For every three 
copiers we sell, we sell a solutions 
package with it. There’s still a 
need for copier, multifunction 
device, or MFP whatever you 
choose to call it. But I think we’re 
integrating more. I feel by the end 
of 2016 we’re going to see that 
surpass the 60 percent mark.

Do you find that communicating 
these is the biggest challenge 
you have?
TONY DONNELLON: To be 
honest with you, the needs are 
coming to us. We’re molding our 
company in a way that fits the 
ever-changing business office. 
The solutions are coming from 
us, but they’re generating this 
need by buying behaviors. That’s 
why I love coming to this par-
ticular company because I know 
we’ll take an agnostic approach 
to fit the mold. 

The Chase is on for Donnellon McCarthy

Jim Donnellon, owner/CEO

Anthony Donnellon,  
Columbus General Branch 
Manager (GM)                 

Grandpa Robert J. Donnellon

continued on page 69
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How do you choose the right software 
solutions to offer?
TONY DONNELLON: That’s a great 
question. Over the years we have found 
great partners. These companies advise 
us, spend time with clients and under-
stand that we carry five or six different 
products that work in different environ-
ments. 

What are the software solutions that you 
are selling the most?
TONY DONNELLON: SmartSearch 
is one of our bigger ones. We sell quite 
a bit of FP Mailing Solutions today. 
DRIVVE is a system that is built with all 
three of our partners that allows us to in-
tegrate existing proprietary software with 
our core devices. In addition, we carry 
Barcode Solutions. It’s a market that we 
never thought we’d have potential in but 
now it’s here. We’ve embraced it very 
strongly. Digital signage solutions are a 
first for the company. We’ve got quite a 
few in the field now.  

Do you have a lot of specialists to 
handle these solutions?
TONY DONNELLON: We have one or 
two specialists in each particular market. 
Our DSMs and our manufacturers stand 
strongly behind us. They’re in our offices 
at least once or twice per month. They’re 
always asking us how they can help us. 
They go to great lengths to make sure we 
get this product in front of a client. 

Your regular sales reps are able to sell 
all of these software solutions?
TONY DONNELLON: Yes, absolutely. 
We’re trying to focus them on being well 
rounded. Training is ongoing. We don’t 
saturate them on a first date appoint-
ment. On a second date appointment we 
usually have a manufacturer or DSM or a 

specialist riding along – or their manag-
er. We cross train very much. 

How is MPS doing?
TONY DONNELLON: MPS is growing. 
We sell that quite often with a copier and 
mold it. Owning the account is number 
one for us. Adding value to that account 
is obviously right there – hand in hand. 
JIM DONNELLON: Let’s keep some-
thing in mind with the MPS; it’s still a 
very viable avenue. We still have sales 
reps that do seven-digit MPS annually. 
To bundle that with the leasing of copiers 
or any other software package or printers 
is still a key that we want to do. You al-
ways have to be moving forward because 
technology changes every day. If you’re 
not going to be somewhat on the cutting 
edge and be gutsy, you’re going to fall 
backwards. 

Your website says that you do managed IT.
JIM DONNELLON: We do have some 
IT management, but that’s probably the 
smallest entity that we have at the mo-
ment. It takes a lot of money and a lot of 
time to get through that, and the margins 
aren’t super good. They’re not bad, but 
they’re not great. You have to be careful 
there. Sometimes you’re better off to 
have a partnership with some IT manage-
ment program in order to get your feet 
wet. That’s a tough arena. 

What do you think is your strategic 
advantage over your competitors?
TONY DONNELLON: That’s a great 
question. Everybody talks about price. 
That’s usually number one in every mar-
ket. I think our value adds. And I think 
we have one of the best implementation 
programs when it comes to installing 
something. I think our customer service 
is top notch. 

You have a diverse line of products. We 
noticed that Ricoh wasn’t listed on the 
ABS website.
JIM DONNELLON: Because we have 
four cities, we’re not authorized in all 
cities for all products. We would like to 
be, but in Columbus we’re just Toshiba 
and Sharp. In the rest of them we’re ev-
erything. We’d love to be Savin/Ricoh in 
Columbus, Ohio, but until our distribu-
tion changes or we purchase somebody 
that has that product line, we’ll be Sharp 
and Toshiba. 

Do you do a lot of wide format?
JIM DONNELLON: Yes. KIP. That’s 
getting a lot more sophisticated than it 
had been in the past. We’ve sold wide 
format for a number of years now. It’s 
a much more sophisticated piece of 
equipment today – much more than what 
it was 15 years ago when we’d just go 
and set it up because somebody wanted 
to make blueprints. 

Would you consider that to be growing?
JIM DONNELLON: I don’t think wide 
format is going to grow in a big spurt, 
but I think it will gradually continue to 
do what it needs to do. There will always 
be a place for it. 

Is the merger still an ongoing process?
JIM DONNELLON: Yes, because the 
cultures were so different. ABS was 
more of a technology company, and 
Donnellon McCarthy was more of a tra-
ditional copier company. We’re trying to 
get the mindset – the culture – changed. 
We’re trying to be visionaries and not 
reactionaries. 

 For Jim and Tony Donnellon, their 
business culture is an extension of the 
wider community. 
 That is why Donnellon McCarthy part-
ners heavily with LEDEs (Local and Eco-
nomically Disadvantaged Enterprises) and 
MBEs (Minority Business Enterprises). 
They say that it allows them to give back 
to the community while also developing 
solid business relationships. 
JIM DONNELLON: I’ve had some 
great relationships with LEDEs. I’ll give 
you an example. A few years back, there 
was a big hospital in some trouble. And 
this particular association of about seven 
or eight hospitals needed to spend about 
$20 million in MBE money in order to 
meet their requirements. We just hap-
pened to be partnered with the MBE. We 

Donnellon McCarthy - New Campus 
continued on page 70
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The Chase is on for Donnellon McCarthy

MCSI Service Dept Team members

ABS building

Donnelon McCarthy building

won that business. We weren’t the lowest, but we had the best program. 
We fit their needs. It’s not always price and it shouldn’t be. It should 
be what you have to offer that fits the customer’s needs – from the small 
mom and pops to the big major account. 

Do you always address your dad as Mr. Donnellon?
TONY DONNELLON: When it comes to business, I usually do. It’s 
respectful. When we’re at business I treat him like he would treat me. 

JIM DONNELLON: It’s not mandatory. Whatever they want to do I’m 
ok with.

What can we expect from Donnellon McCarthy in 2016? 
JIM DONNELLON: Hopefully, grow this business. Remain a viable, 
profitable entity. Be someone who contributes to the community by pro-
viding services, some of which are free. You always have to give back. 
Pass it forward if you can. That’s really important. 

Can you imagine doing anything else? If you could choose any other 
career what would that be?
JIM DONNELLON: Well, let’s see. If I would have finished law school 
I probably wouldn’t be here [laughs]. It’s like these little branches on a 
tree that go this way and that way. Sometimes you take them because 
you’re adventurous. You might fall down and catch on to the other 
one, and then you have to work your way back up and take a differ-
ent  branch. I’m a bit more on the adventurous side. I’ll take chances 
because I like to. That’s the chase. 
 There was a time I was considering retirement and moving south. 
However, as I considered doing this I realized that I would miss out 
on the next chase in my life: the purchase of the family business and 
integrating it into our current business. Working with different cultures 
brought on a tremendous challenge, and with that the opportunity to 
grow an incredible business in an industry I love. The past three years 
have been a fascinating chase, and now we’re on to the next chase – 
expansion organically and through acquisitions.  ♦
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Look at any day’s worth of 
emails or cruise through 
any group in LinkedIn and 

you’ll find a hundred different 
opinions on cold calling. “Cold 
calls are dead!” “Five new ways 
not to make cold calls!” “Cold 
calling best practices!” For over 
30 years in most marketplaces, 
sales reps have been driving 
through their territories doing 
face-to-face calls trying to find 
their next deal and if you weren’t 
good at face-to-face calls you 
probably didn’t make it.
 Having that face-to-face skill-
set was foundational for selling 
copiers to the many targets that 
purchase copiers; however, the 
times are a changing! Recently, 
I’ve heard many reps claim that 
phone calling doesn’t work and 
like those opinions above, calling 
for appointments by phone is 
simply a waste of their time. Is it? 
The facts are most reps spend less 
than 15% of their time executing 
phone prospecting, so it’s not 
surprising that they may not be 
great at it.
 There is an amazing amount 
of transition happening in our 
industry requiring a significant 
change in one’s market approach. 
Some will make it, some won’t. 
Failing to identify the necessary 
changes to keep your company 
relevant will just put you in a 
slow downward spiral. How your 
sales organization finds new 
business has got to be a priority 
and measured. One thing for sure, 
walking into a building and ask-
ing for the CEO/CFO certainly 
isn’t a successful process overall. 
Sure, you may get in a time or 
two, but the amount of time 
wasted in trying to talk with your 
next decision maker doesn’t offer 

an appropriate ROI for the cost. 
If you get in at all, you typically 
don’t make it to the C-suite and 
with the deliverables we sell like 
managed services, that’s who 
you’ll have to engage.
 As companies demand more 
from their technology providers 
you must realize that the man-
aged services and software solu-
tions are strategic deliverables 
and as such, require an approach 
skillset that can reach the C-suite. 
Simply put, it is harder to get to 
the C-suite but if you don’t devel-
op those processes, you will hear 
sales reps say your competitor 
just got another one.  
 It’s not impossible to drive a 
significant number of C-Level 
appointments; it’s just hard. But 
most of our sales teams are not 
built to set appointments; they’re 
built to run all over town looking 
for an open door to walk into. 
Managed print and managed I.T. 
services are very beneficial if you 
share their values with the right 
target. So how do you do it?  
 In basketball the term “full 
court press” is a process that 
applies maximum man-to-man 
pressure on the opposing team. 
No one gets down court without 
being fully covered and this often 
creates success in preventing the 
other team from scoring. Setting 
C-Level appointments is equally 
successful if you apply a process 
that’s focused on setting appoint-
ments where your team is trained 
and competent in its execution.
 On a recent conference call 
I heard intense frustration from 
a junior sales rep that had been 
making phone calls for appoint-
ments and had zero success for 
quite a long time. The anger in 
his voice depicted a rep that had 

given up and probably wouldn’t 
be around much longer. After 
the call the owner asked me, 
“What can you do to help him 
be successful?” and I asked to 
see the job description that was 
used to hire him. NOWHERE 
did it request or require that this 
job would require a skillset for 
setting C-Level appointments. It 
described territory management, 
must have a technology aptitude, 
hard worker, must I go on? The 
facts are, as your market changes 
and as competition gets stronger, 
you have to redefine each step of 
your sales team profile. Come to 
find out that junior rep had never 
EVER had success in setting 
appointments.
 Secondly, while he was de-
scribing his experience in trying 
to set appointments, he verbalized 
the words and phrases he uses on 
the phone. When I asked the own-
er, “Did you provide him the val-
ue statements and scripts for his 
calling?” I was told that the reps 
make that up themselves! How 
sad! Sales reps don’t get to make 
up your company and product’s 
value, you do! You owe it to them 
to provide them with a rock solid 
understanding of who will buy 
the values you deliver and how to 
articulate those values. Then they 
owe you practice and perfection 
on delivering those values.  
 I don’t believe everyone is 
built to be an appointment setter. 
I believe that is a position that 
some are GREAT at and some are 
not. It’s not your cousin who has 
some time to spare or a techni-
cian’s wife. You need a profes-
sional sales appointment team! 
 It amazes me when dealer 
after dealer will tell me one 
of their biggest challenges is 

C-Level Appointments - Impossible 
to Get?

Sales ManagementCharles Lamb
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acquiring new business and when I look 
at the design of their sales team, no one 
has the responsibility for capturing new 
prospects. Yeah, you can tell me, “That’s 
what every rep is supposed to do,” and 
I’ll show you a thousand reps that fail at 
setting new business appointments. 
 You want C-Level appointments? 
Build an appointment setting team, hire 
for that position and build processes 
and compensation to drive their success. 
Please don’t tell me you can’t afford it. 
Ninety percent of the dealerships I work 
with could easily create this team and 
these processes by simply shifting dollars 
around. This team is the most important 
team in your company. So put your mon-
ey where the future is.
 They’ll need tools that move as fast 
as they do. A CRM, click to dial capabil-
ities, auto transcript, call recording and 
simple clicks to assign an appointment 
to your killer presenter. Get them fresh, 
current, validated leads and not some 
eight-year-old list that mandates six 

months of recon before they know who 
is dead, out of business or new in their 
position. Making them a detective vs. 
an appointment setter slows everything 
down drastically. This team needs to be 
motivated, energized and excited. Pay 
them and watch your company grow.
 There are professional appointment 
setters out there, so shift your strategy and 
build a comp plan (I have a great plan) to 
attract them! After all, how many would 
you need to significantly change things? 
Two or three, imagine how exciting com-
ing to work would be if you had a C-Level 
appointment generation team setting a 
couple solid C-Level appointments each 
day! WOW! Do you feel that?
 Getting C-Level appointments is hard! 
But please don’t tell me it can’t be done. 
The way we set up our sales team has to 
change. It’s like a lumberjack trying to 
cut down a tree with a dinner knife; no 
it’s not impossible but it won’t happen 
for a long time and you won’t make a lot 

of progress either. 
 What’s the phrase from that movie? 
“If you build it they will come!” So build 
it, but build it right—take any failing 
dollars you have in your budget and shift 
them to attracting and building your 
C-Level appointment setting team and 
watch amazing happen.  
 Yes you’ll still need to develop a solid 
value proposition, collateral, a process, 
a presentation, share calendars, a comp 
program, accurate data and tools. But if 
you do build it, I promise you from what 
I see out there, you’ll be way ahead of 
the competition.  
 C-Level appointments are not impos-
sible to set, but you have to WANT to 
get them. You can’t put in your 3rd string 
players in when facing the 1st string 
(C-Level) at a prospect’s company. Do 
you remember what it felt like in those 
power years where your company was 
growing like crazy? Remember that? 
There’s no feeling like it!   ♦

Now Is The Time!

Let Us Show You Amazing!
Most sales tools today are buit for the business to get reporting and documented intel.  
Our research shares that most owners don’t even know how to use their CRM & sales tools 
correctly. We think differently, these tools should be built to promote and motivate sales 
people and the owner should be fed information in realtime at the speed of business. If you 
want to energize your sales reps contact us today.

888-823-0006  •  FunnelMaker.com  •  cal@funnelmaker.com

The Business Communication Platform

C-Level Appointments - Impossible to Get?
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Quality Digital Office 
Technology (or simply 
“Quality”) is the epitome 

of foresight. Founded in 1981 by 
Jeff Poet, who was selling copier 
and fax machines out of his 
garage, the company has evolved 
to be a highly diversified and 
successful $13 million per year 
dealership that now offers copi-
ers, printers, managed IT, MPS, 
document management, and even 
office furniture to its customers.  
 Today Quality is run by 
three partners. Jeff Poet holds a 
majority partnership while Bill 
Wurster and Cindy Workinger 
are managing minority partners. 
 Quality carries about 4500 de-
vices. Their primary vendors are 
Konica Minolta, Kyocera, Oki, 
and Brother. They provide HP 
products on the PC and server 
side. They offer KIP wide format 
and partner with Konica Minolta 
on 3D systems as well. 
 From its original base of 
operations in York, Pennsyl-
vania, Quality now covers an 
area that includes all of south 
central Pennsylvania and parts 
of northern Maryland. Many of 
their major customers also have 

offices throughout the U.S. and 
they work with the local dealers 
in those areas to provide service 
and be as helpful to them as pos-
sible. They support laser printers 
all over the globe through their 
contract with the Department of 
Defense. 
 With the slogan “Surround 
yourself with Quality,” the 
company has built relationships 
with customers of every size 
– from enterprise to mom and 
pops. Most of their customers 
are SMBs, particularly on the 
network side.  
 They currently have 11 tech-
nicians specializing in copiers 
and printers and two that can 
handle devices as well as con-
nectivity. Seven technicians are 
designated for network support, 
document imaging, and doc-
STAR, the document manage-
ment software they offer.

All the Pieces in Place
Cindy Workinger has been with 
the company for 25 years. Vice 
President of Service, Ken Wei-
gle, is a 29-year veteran of the 
company. 
 Weigle recalls a pivotal time 
in the evolution of the company. 
He says that like most dealers, 
they had no idea what to do when 
devices started being networked. 
They made the decision to 
partner with the IT division of 
a local company and eventually 
purchased the company. At the 
time their name was Quality 
Copy Products. They named the 
new division Quality Computer 
Products and launched their own 
computer networking division. 
 Still, one piece was missing. 
Because they wanted to provide 
all the differentiating office 
items, they acquired a local 
office furniture company a few 

years ago and called it Quality 
Office Furnishings. 
 “We’re now all under that 
Quality Digital Office umbrella,” 
says Weigle. “Basically, we can 
provide everything to a custom-
er. We can give them the space 
design. We can sell them the 
furniture they need and install it 
for them. We can set up their net-
work and sell them their servers 
or PCs, and we can give them 
everything they need to print, 
copy, scan or fax. 
 “From inception to destruc-
tion because we also carry shred-
ders,” adds Workinger. 
  And business is doing very 
well. Typically, notes Workinger, 
the beginning of the year is slug-
gish due to unavoidable factors 
that plague the northeast. 
  “The first quarter is usually 
affected by Pennsylvania weath-
er,” she says. “We had 30 inches 
of snow this year, but it was still 
a very good quarter. We did over 
$2.1 million in hardware. We 
have quotas within our divisions 
and every group hit early!”
 Managed services has seen 
significant growth for the com-
pany and Weigle attributes that to 
the advantages of early entrance 
into the space. 
 What is key to growth in all 
areas though, he insists, is the 
performance of the entire service 
team. He calls the copier-print-
er techs the backbone of the 
company because they can make 
or break the relationship with the 
customer. 
 “Our continued emphasis is 
going to be on providing what 
we call legendary service,” says 
Weigle. “We heavily prioritize 
first-call efficiency and response 
time and completing a total ser-
vice call. By offering legendary 

Quality Digital Office Technology: 
Surrounding Customers with QualityO�ce Technology

Service Excellence Award
PLATINUM LEVEL

Service Excellence Platinum Award Winner

continued on page 76
(from left) Ken Weigle, VP of Service and Jeremy Godfrey, Field 
Technical Manager.
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service, we see no reason for customers 
to go anywhere else. That will continue to 
be a success factor in our company.” 

Implementing BEI Services 
Program
In a highly competitive print space, Wei-
gle believes that maintaining a motivated 
service department to achieve maximum 
profitability is critical. 
 “Everybody is battling to get as many 
clicks as they can,” he says. “CPP rates 
are dropping and it’s tough to maintain a 
competitive balance and still be profit-
able.” 
 The BEI Services program was a good 
fit because it met all of Weigle’s key 
objectives for increased profitability. He 
was looking to reward performance and 
productivity while promoting account-
ability. He also wanted an existing solu-
tion so they didn’t have to be tasked with 
creating one.
 “Right now we’re operating at some 
of the best response times we ever have,” 
he says. “BEI has heavily impacted our 
productivity. Techs want to do as many 
calls as they can because they want those 
clicks in their bank. They want to do the 
complete call because they want their 
first call efficiency high so their bonus is 
higher and they aren’t getting deductions 
taken out.” 
 Weigle is pleased with BEI’s reporting 
features too. He cites the help desk for in-
creasing productivity, and the parts usage 
report for improving inventory control. 

He also likes the fact that he can compare 
his stats against other dealers around 
the country and to see how devices are 
functioning globally. They use the tech 
packets as a teaching tool. 
 “It’s neat to be able to sit with a tech 
and look at their BEI summary,” he says. 
“It shows me where a tech may have a 
deficiency or a model where they may 
have a deficiency. It could show some-
thing that they are actually very good at 
that they can help other people with. It’s 
taken a lot of the guess work out.” 
 Their customers are noticing too. Wei-
gle says that one of the things they hear 
a lot is, “How did you get here so fast? I 
literally just hung the phone up!” 
 “That is happening daily because our 
response times are so good,” he says.
 Weigle doesn’t hesitate when asked 
if he would recommend BEI Services to 
others.
 “Yes, absolutely and I have,” he says. 
“Any time I’m at dealer meetings or 
meetings with councils that I’m part of, 
I ask my constituents if they run BEI. If 
they don’t, I tell them it’s something they 
should take a look at.”
 “We talk about it on the sales side 
too, especially with prospects,” adds 
Workinger. “We explain why our service 
department is different – why they’re 
legendary.”

Service Begins at Home
The ability to adapt to increased oversight 
isn’t easy for anybody, and Weigle admits 

it wasn’t easy 
for his techni-
cians at first 
either. They 
have many 
tenured techs, 
some with 
10 -20 years 
experience, 
and he cites 
their profes-
sionalism 
for making 
the transition 
easier.
   “One strong 
point I really 
want to get 
across is, as 

leaders of the company, how extremely 
proud of our service team and all of our 
employees we are for their commitment 
and dedication to our customers which al-
lows us to win awards like this,” he says.
 Recognizing the effort of all em-
ployees is clearly important to Quality 
management and ownership. They’ve 
implemented a program called #ran-
domactsofgreatness where peers recog-
nize each other for outstanding work. 
Honored individuals are rewarded with 
anything from a gift card to a weekend 
trip. They also hold a monthly breakfast 
where they draw names out of a hat from 
all the different divisions and depart-
ments, including ownership. The idea is 
to say thank you for all the great ideas 
that they never hear about or get to know 
about. At Quality Digital Office Technol-
ogy, it isn’t just the customers who are 
surrounded by quality.  ♦

Quality Digital Office Technology
York, Pennsylvania 
Partners: Jeff Poet, Founder/Majority 
Partner; Minority Managing Partners –  
Bill Wurster, Cindy Workinger 
VP of Service – Ken Weigle
Number of Techs: 11
Number of Devices Serviced: 4500

Why they’re a Platinum Award Winner
First Call Effectiveness: High 50s to low 
60s
Hold for Parts Rate: 10-12%
Ranking: 10th overall of the 175 dealers
 

Quality Digital Office Technology: Surrounding Customers with Quality

(from left) Cindy Workinger, Jeff Poet and Bill Wurster
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Nation-Wide Repair Service  |  Customer Service: 866.655.8676  |  www.nwrsinc.com 
Fusion Image Technology   |   Customer Service: 816.979.1000  |  www.fusionimagetech.com 

We are very pleased to announce an amazing new partnership!

Nation-Wide Repair Service has acquired Fusion Image Technology!!!

NWRS and FIT are now partnering for the most quality-focused, full service team in the industry. 
FIT products are now available from NWRS. It’s business as usual at both organizations  
but keep watching for more news and updates as we move forward with this exciting merger.
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Phone: 1-888-823-0006
FunnelMaker.com

Future Graphics 55
Phone: 1-800-394-9900
Phone: 1-818-837-8100
Fax: 1-800-394-9910
Fax: 1-818-838-7047
www.fgimaging.com

GreatAmerica Financial 
Services 7
Phone: 1-800-234-8787
www.greatamerica.com

Hytec 83
Phone: 1-800-883-1001
Phone: 1-407-297-1001
Fax: 1-407-297-4310
www.hytecrepair.com

IDS-International Digital 
Solutions 19
Phone: 1-888-372-3700
Fax: 1-562-921-1167
suzannecarter@idswc.com

Impression Solutions, Inc. 57
Phone: 1-866-275-9213
www.impressionsolutions.com

Intercom Exporting Inc 77
Main: 1-954-978-2121
Miami: 1-305-757-7878
Fax:1-954-978-2412
www.intercomcopiers.com

ITC Supplies 67
Phone: 1-877-933-5558
Phone: 1-610-430-1300

Jamex 71
Phone:1-800-289-6550
Fax: 1-607-257-1139
www.jamexvending.com

LMI Solutions 3
Phone:1- 888-215-1292
Phone: 1-602-278-5234
www.lmisolutions.com/color

Mars International 13
Phone: 1-973-777-5886
Fax: 1-973-777-5889
www.marsintl.com

Mito 70
Phone: 86-756-6291876
www.mito.com.cn

MWA Intelligence, Inc. 31
Phone: 1-800-875-2371
www.mwaintel.com

Nation Wide Repair  
Service 77
Customer Service:
1-866-655-8676
Tech Support: 
1-800-798-1814
www.nwrsinc.com
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Nectron International Inc. 29
Phone: 1-281-240-2222
Fax: 1-281-240-0468
www.nectron.com

Ninestar Technology  
Co., LTD 49
Phone: 1-626-965-6662
Fax: 1-626-965-6667
sales@ggimageusa.com
www.ninestartechonline.com

NuWorld Business  
Systems 14-18
Phone: 1-800-729-8320
Fax: 1-800-829-0292
www.nuworldinc.com

Office Technology Service 
Excellence Award 75
Phone: 1-307-587-8446
www.beiservices.com

OKI 8
www.okidata.com/wide-format

Parts Drop 80
Phone: 1-201-387-7776
www.partsdrop.com

Pinnacle Sales, Inc. 33
Phone: 1-440-734-9195
www.psi-ohio.com 

Power eCommerce 39
Phone: 1-800-231-9966
www.Power-eCommerce.com

Print Audit 65
Phone: 403-984-1541
www.printaudit.com/top100

Printfleet 35
Phone: 1-866-382-8320
www.printfleet.com/LINK

Q2 37
Phone: 1-888-826-2576
www.Q2products.com

Ross International 13
Phone: 1-973-365-9900
Fax: 1-973-473-8800   
www.ross-international.com

RPT Toner 4-5
Phone: 1-888-778-8663
Fax: 1-630-694-9060
rpttoner.com

Seine Tech USA 84
Phone: 1-909-869-0730
Fax: 1-909-869-0736 
sales@seinetecusa.com 

Square9 softwork 25
www.square-9.com

Static Control 2
Phone: 1-919-774-3808
Phone:1-800-488-2426
www.colorcontrol.info
www.scc-inc.com

Supplies Network 23
Phone: 1-800-729-9300
www.suppliesnetwork.com

Supplies Wholesalers 87-88
Phone:1-866-817-8795
www.SuppliesWholesalers.com

Toshiba 88
Contact National Distributors
ACM Technology  
1-800-722-7745
Collins Distributing  
1-800-727-0884
IDS 1-888-372-3700
Supplies Network  
1-800-729-9300

TSA World 27
Phone: 1-770-417-2323
Fax: 1-770-417-2305
sales@tsaworld.com
www.tsaworld.com

Uninet 45
Phone: West Coast  
1-424-675-3300
Phone: East Coast  
1-631-590-1040
www.uninetimaging.com

Webinar – The State of the 
Hardcopy Industry 53, 85
www.enxmag.com

World Of Fax 81
Phone: 1-800-634-9329
Phone: 1-866-FAX-PARTS
WorldOfFax.com
CopierPartsStore.com
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Business Card Directory

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!!
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BUY-SELL COPIERS
GROUP

• Remarketing
• Reposession Service

• Specialized Logistics
• R2 Certified Recycling

•  IT Assets  •  Copiers  •  Electronics

®

ld id

®

•

800-487-6798
www.thinkarcoa.com

The Largest Circulation in the Document Imaging Industry

29,000 Copies 
Distributed Each Month!

Subscribe for ENX Magazine and/or ENX The 
Week in Imaging at www.enxmag.com

Stay Connected Share Your Views
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By Scott Cullen
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Supplies Program
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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

TECHNOFIX
Office Products

w
w

w
.Te

ch
no

fix
.c

om

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.

Joe LoPresti
44 Mitchell Road • Ipswich, MA 01938

www.mbitoner.com • International inquiries welcomed
Buying your new, unused, unwanted imaging supplies.

P. (978) 412-9502 • F. (978) 412-9960 • joe@mbitoner.com

Your source for discounted, discontinued and hard to find toners.
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Classified Ads

COLOR   I   MICR   I   NICHE   I    MPS 

Ask about our Free Shipping o�er &
 Empty Toner Cartridge 

Buyback Program!

Equipped and Staffed to Assist other Manufacturer’s Production Requirements

NO MINIMUM ORDER  
MICR AVAILABLE
SAME DAY AND 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!

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

We Manufacture it...
"Tailored towards 

your needs".

Cut costs, 
streamline processes 

and print for less 
with Extended Yield Brand 
(Managed Print Services).

1-888-376-7311
Call Us For Daily Specials!

www.directpreciseimaging.com

APRIL 2016
•  HP CF226A MICR
•  HP CF226X MICR
MARCH 2016
•  XEROX WC-4265  TONER
FEBRUARY 2016
•  OKIDATA B721/B731 
 CARTRIDGES
JANUARY 2016
•  CF-281A  EXTENDED YIELD
•  CF-281X  EXTENDED YIELD

DPI The Leader In New Development
& Niche Products
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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

Empties For Sale Calendar

Industry Events &  
Trade Shows

DocuWorld
May 4-6, 2016/Las Vegas, NV

www.docuware.com

RT Imaging Summit & Expo—Europe
June 2-3,2016/Cancun, Mexico

www.irecyclingtimes.com

BTA Mid-America
June 8-10,2016/Kansas City, MO

www.bta.org

CompTIA ChannelCon
Aug 1-3,2016/Hollywood, FL

www.comptia.org

BTA West
Aug 4-5,2016/Las Vegas, NV

www.bta.org

BTA East
Sep 15-16, 2016/Boston, MA

www.bta.org

Navigate Conference 2016 by Continuum
Sept. 27-30,2016/The Seaport

Boston, MA 
www.continuum.net

Printer Tech Tip

HP LaserJet M525 MFP and LaserJet FLOW M525C MFP  
Common Formatter Errors
For the 2015 and 2016 year LPI has noticed an increase 
in formatter replacement cases for the M525 and the Flow 
M525C printers. The following list of error code/descriptions 
are typical to see in the field and typically require Formatter 
replacement.

Note: The network/data cable should be disconnected for the 
following scenarios. 

 Error Message: “LOST COMMUNICATION  
 <DEVICE> CONTROL PANEL”

This message will appear in several languages on the control 
panel and typically requires formatter replacement.

 Error Code: “98.XX.XX FORMATTER ERROR”

With this Error Code a “format Disk” and firmware update 
may be attempted but typically requires Formatter replacement.

 Error Code: “99.09.66  NO BOOT DISK”

If this message appears and the boot disk has been replaced, the 
formatter will need to be replaced.

 Error Code 49.XX.XX

Network/data cable disconnected with a non-recoverable 49 
error will require formatter replacement.

 Panel displaying “INITILIZING” (counting)

A working printer will display “INITILIZING” followed by a 
number count (usually reaching 60 to 80) every time it is pow-
ered on until the ready screen appears – however, if this count 
goes beyond 200 and continues to count, shows the formatter 
needs replacement.

LaserJet M525 Formatter:  CF104-69003

LaserJet Flow M525C Formatter:  CF105-69001

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

HP CF410X
COLOR SERIES 

NOW 
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...



The State of the Hardcopy Industry 
in 2016

Join us for a one-hour webinar presented by  
Charles Brewer, the founder and president of Actionable 
Intelligence, the industry’s premier market research firm, 

along with Christina Bonadio, executive editor of  
www.Action-Intell.com, as they provide their unique 

insights into the industry’s most important  
news stories and events.

Attendees participating in this  
webinar will learn: 

 Who is gaining and who is losing share?

 Which segments are hot  
and which are not?

 How is the global third-party supplies 
    industry impacting the U.S. market?

This webinar will provide a detailed look at the current state of the hardcopy industry. 
Included in the presentation is a roundup of recent OEM activities and key market trends 

along with an assessment of how the leading hardware manufacturers are performing 
financially. The presentation also offers analysis of the current supplies market including a 

review of recent M&A activity, lawsuits, and other factors shaping the competitive landscape 
for both OEM and non-OEM supplies vendors.

engage ‘n exchange

engage ‘n exchange

Thursday, June 16, 2016, 2 p.m. EDT
Register for FREE webinar at www.enxmag.com



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

Over 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 

Respecting OEM Patent Rights!
• Sourcing patent-safe cartridges from only top tier factories

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

© 2016 - 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

Jumbo Toners • Ideal for MPS
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%  $20.00  $19.00  $0.0038 
TN360 CBTN360J  2,600  5,200 100%  $20.00  $19.00  $0.0037 
TN420, TN450 CBTN450J  2,600  5,000 92%  $15.00  $14.25  $0.0029 
TN550, TN580 CBTN580J  7,000  12,000 71%  $24.00  $22.80  $0.0019 
TN650, 3280, 3290 CBTN650J  8,000  12,000 50%  $24.00  $22.80  $0.0019 
CE255X PTCE255XJND  12,500  15,000 20%  $44.00  $41.80  $0.0028 
CE278A PTCE278AJ  2,100  3,000 43%  $17.00  $16.15  $0.0054 
CE285A PTCE285AJ  1,600  3,000 88%  $17.00  $16.15  $0.0054 
CE390A PTCE390AJ  10,000  18,000 80%  $54.00  $51.30  $0.0029 
CE505A PTCE505AJND  2,300  3,500 52%  $23.00  $21.85  $0.0062 
CE505X PTCE505XJND  6,500  8,000 23%  $26.00  $24.70  $0.0031 
CB435A PTCB435AJ  1,500  3,000 100%  $17.00  $16.15  $0.0054 
CB436A PTCB436AJ  2,000  3,000 50%  $17.00  $16.15  $0.0054 
CC364X PTCC364XJ  24,000  35,000 46%  $57.00  $54.15  $0.0015 
C3903A PTC3903AJ  4,000  6,000 50%  $25.00  $23.75  $0.0040 
C4096A PTC4096AJ  5,000  7,500 50%  $28.00  $26.60  $0.0035 
C4182X PTC4182XJ  20,000  32,000 60%  $59.00  $56.05  $0.0018 
C7115X PTC7115XJ  3,500  5,000 43%  $22.50  $21.38  $0.0043 
C8543X PTC8543XJ  30,000  38,000 27%  $115.00  $109.25  $0.0029 
Q2612A PTQ2612AJ  2,000  4,000 100%  $19.00  $18.05  $0.0045 
Q5949A PTQ5949AJ  2,500  4,000 60%  $25.00  $23.75  $0.0059 
Q5949X PTQ5949XJ  6,000  8,000 33%  $26.50  $25.18  $0.0031 
Q2610A PTQ2610AJ  6,000  10,500 75%  $33.00  $31.35  $0.0030 
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 
Q7553A PTQ7553AJ  3,000  4,000 33%  $25.00  $23.75  $0.0059 
E260A11A, E260A21A CLE260JC  3,500  9,000 157%  $119.00  $113.05  $0.0126 

Our jumbo toners offer up to 100% more yield than OEM and 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!

WHY SUPPLIES WHOLESALERS HAS BECOME
THE LARGEST TONER CARTRIDGE IMPORTER IN AMERICA...

SW INTEGRATES WITH POPULAR PLATFORMS
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OVERNIGHT DELIVERY

SHIPPING INFORMATION
FREE Ground over $200

Under $200, fl at $6.90 for Eastern Connection 
and OnTrac or fl at $7.90 for UPS

UPS Surepost Ground (2-5 Days) 
$3.90 up to 2lbs • $4.90 for 2.1-7lbs
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1-866-817-8795 sales@supplieswholesalers.com www.supplieswholesalers.com

Over 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 

Respecting OEM Patent Rights!
• Sourcing patent-safe cartridges from only top tier factories

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

© 2016 - 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

Jumbo Toners • Ideal for MPS
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%  $20.00  $19.00  $0.0038 
TN360 CBTN360J  2,600  5,200 100%  $20.00  $19.00  $0.0037 
TN420, TN450 CBTN450J  2,600  5,000 92%  $15.00  $14.25  $0.0029 
TN550, TN580 CBTN580J  7,000  12,000 71%  $24.00  $22.80  $0.0019 
TN650, 3280, 3290 CBTN650J  8,000  12,000 50%  $24.00  $22.80  $0.0019 
CE255X PTCE255XJND  12,500  15,000 20%  $44.00  $41.80  $0.0028 
CE278A PTCE278AJ  2,100  3,000 43%  $17.00  $16.15  $0.0054 
CE285A PTCE285AJ  1,600  3,000 88%  $17.00  $16.15  $0.0054 
CE390A PTCE390AJ  10,000  18,000 80%  $54.00  $51.30  $0.0029 
CE505A PTCE505AJND  2,300  3,500 52%  $23.00  $21.85  $0.0062 
CE505X PTCE505XJND  6,500  8,000 23%  $26.00  $24.70  $0.0031 
CB435A PTCB435AJ  1,500  3,000 100%  $17.00  $16.15  $0.0054 
CB436A PTCB436AJ  2,000  3,000 50%  $17.00  $16.15  $0.0054 
CC364X PTCC364XJ  24,000  35,000 46%  $57.00  $54.15  $0.0015 
C3903A PTC3903AJ  4,000  6,000 50%  $25.00  $23.75  $0.0040 
C4096A PTC4096AJ  5,000  7,500 50%  $28.00  $26.60  $0.0035 
C4182X PTC4182XJ  20,000  32,000 60%  $59.00  $56.05  $0.0018 
C7115X PTC7115XJ  3,500  5,000 43%  $22.50  $21.38  $0.0043 
C8543X PTC8543XJ  30,000  38,000 27%  $115.00  $109.25  $0.0029 
Q2612A PTQ2612AJ  2,000  4,000 100%  $19.00  $18.05  $0.0045 
Q5949A PTQ5949AJ  2,500  4,000 60%  $25.00  $23.75  $0.0059 
Q5949X PTQ5949XJ  6,000  8,000 33%  $26.50  $25.18  $0.0031 
Q2610A PTQ2610AJ  6,000  10,500 75%  $33.00  $31.35  $0.0030 
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 
Q7553A PTQ7553AJ  3,000  4,000 33%  $25.00  $23.75  $0.0059 
E260A11A, E260A21A CLE260JC  3,500  9,000 157%  $119.00  $113.05  $0.0126 

Our jumbo toners offer up to 100% more yield than OEM and 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!

WHY SUPPLIES WHOLESALERS HAS BECOME
THE LARGEST TONER CARTRIDGE IMPORTER IN AMERICA...

SW INTEGRATES WITH POPULAR PLATFORMS
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OVERNIGHT DELIVERY

SHIPPING INFORMATION
FREE Ground over $200

Under $200, fl at $6.90 for Eastern Connection 
and OnTrac or fl at $7.90 for UPS

UPS Surepost Ground (2-5 Days) 
$3.90 up to 2lbs • $4.90 for 2.1-7lbs
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Save up to 25% with volume!

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

Jumbo Toners • Ideal for MPS
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%  $20.00  $19.00  $0.0038 
TN360 CBTN360J  2,600  5,200 100%  $20.00  $19.00  $0.0037 
TN420, TN450 CBTN450J  2,600  5,000 92%  $15.00  $14.25  $0.0029 
TN550, TN580 CBTN580J  7,000  12,000 71%  $24.00  $22.80  $0.0019 
TN650, 3280, 3290 CBTN650J  8,000  12,000 50%  $24.00  $22.80  $0.0019 
CE255X PTCE255XJND  12,500  15,000 20%  $44.00  $41.80  $0.0028 
CE278A PTCE278AJ  2,100  3,000 43%  $17.00  $16.15  $0.0054 
CE285A PTCE285AJ  1,600  3,000 88%  $17.00  $16.15  $0.0054 
CE390A PTCE390AJ  10,000  18,000 80%  $54.00  $51.30  $0.0029 
CE505A PTCE505AJND  2,300  3,500 52%  $23.00  $21.85  $0.0062 
CE505X PTCE505XJND  6,500  8,000 23%  $26.00  $24.70  $0.0031 
CB435A PTCB435AJ  1,500  3,000 100%  $17.00  $16.15  $0.0054 
CB436A PTCB436AJ  2,000  3,000 50%  $17.00  $16.15  $0.0054 
CC364X PTCC364XJ  24,000  35,000 46%  $57.00  $54.15  $0.0015 
C3903A PTC3903AJ  4,000  6,000 50%  $25.00  $23.75  $0.0040 
C4096A PTC4096AJ  5,000  7,500 50%  $28.00  $26.60  $0.0035 
C4182X PTC4182XJ  20,000  32,000 60%  $59.00  $56.05  $0.0018 
C7115X PTC7115XJ  3,500  5,000 43%  $22.50  $21.38  $0.0043 
C8543X PTC8543XJ  30,000  38,000 27%  $115.00  $109.25  $0.0029 
Q2612A PTQ2612AJ  2,000  4,000 100%  $19.00  $18.05  $0.0045 
Q5949A PTQ5949AJ  2,500  4,000 60%  $25.00  $23.75  $0.0059 
Q5949X PTQ5949XJ  6,000  8,000 33%  $26.50  $25.18  $0.0031 
Q2610A PTQ2610AJ  6,000  10,500 75%  $33.00  $31.35  $0.0030 
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 
Q7553A PTQ7553AJ  3,000  4,000 33%  $25.00  $23.75  $0.0059 
E260A11A, E260A21A CLE260JC  3,500  9,000 157%  $119.00  $113.05  $0.0126 

Our jumbo toners offer up to 100% more yield than OEM and 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!

WHY SUPPLIES WHOLESALERS HAS BECOME
THE LARGEST TONER CARTRIDGE IMPORTER IN AMERICA...

SW INTEGRATES WITH POPULAR PLATFORMS
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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

© 2015 Toshiba America Business Solutions, Inc. Electronic Imaging Division


