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W
hat do you need to set up a 
home office? At a bare min-
imum, the obvious require-
ment is a laptop that can 
run apps and give access 

to the office network. But while that might 
be fine for a week or two, go much longer 
than that and more is required.

“Initially companies rushed out and 
equipped their staff with laptops, if the 
person didn’t already have one. Then, after 
a bit more time, they got a keyboard and 
screen. After that, they probably got a chair. 
Finally they got a printer to complete their 
home office, and the result is that a significant 
amount of printing is now happening in the 
home,” said Patrick Kickham, director of 
managed services company Datapac.

“The reality is that it’s quite rare now to 
find a printer that isn’t also a multi-function 
device, that scans and copies too, so people 
are using these devices to get a lot of their 
jobs done.”

Kickham is unequivocal about the facts 
around managed print services. Price is only 
one factor – and if that’s the main factor, it’s 
not that compelling a proposition.

“Saving money isn’t just about raw price. 
It’s also about expertise and being able to 
help companies process information in more 
efficient ways. That’s where the real savings 
come from. If you just treat it as a print solu-
tion, you’re probably actually going to pay 
more,” he said.

“If you were to do it yourself then you’d 
buy the service, the printer and the supplies 
– that’s three elements. But there’s also a
fourth element: who pays for the risk? If it’s 
purely based on print and output and there’s 
not even a nod towards efficiency and you’re 
not looking at transformation, then it doesn’t 
provide a cost saving. It doesn’t stack up.”

Looking at how a company moves its in-
formation around has a lot more value than 
just paying somebody to put in a printer for 
you. That is where the value is.

“The coronavirus pandemic has been most 
challenging for those who view managed 
print as purely a way to get things cheaper 
and who measure it on output-per-page 
basis. But it’s less of a challenge for those 
organisations that view managed print as 
complete document management. If we were 
just selling copiers, then yes it would be a real 
problem for us, but we’re not,” said Kickham.

“The fact is that we’re seeing an explosion 
in pages being printed, but they’re being 
printed at home rather than in work. The rea-
son is that that’s where work is happening, 
and you can’t beat the at-a-glance-ability 
of information printed on a sheet of paper.” 

According to Daniel Rafferty of Epson Ire-
land, recently the firm has been extremely 
busy providing devices for home use to peo-
ple working from home.

“Initially people were going out and buying 
whatever they could lay their hands on. But 

now they realise that this isn’t going to be a 
short-term exercise,” he said.

“They need to have the right device, a de-
vice that performs. We’ve got a whole range 
of devices that are suitable for home use and 
we can also now put them on a managed 
print subscription as well. There are a lot 
of organisations out there in the situation 
where they either have to start paying for 
people’s print at home or supply them with 
a device – and that’s where we come in.”

Epson offers consumer printers, business 
printers and machines for industrial settings. 
According to Rafferty, even the smaller A4 
devices can be monitored and secured as 
part of a contract so that the running costs 
are reasonable as well.

“One of the solutions that we have even 
on some of our home consumer printers is a 
solution called Ready Print that means you 
never run out of ink. When the machine 
starts to get low, it tells us and we ship 
out the right ink,” he said.

“It can be done quite cheaply. You 
can get a deal for €4.99 where you 
get 100 pages-worth of ink and 
then you just pay for anything over 
that that you print. That’s a kind 
of managed service right down to 
the consumer level – and obviously 
we can also support very high-end 
contracts as well.”

Like every other company, 
Epson has had to adapt 
to pandemic condi-
tions – and in the 
process has learned 
lessons that will be 
helpful in future.

“It’s been an in-
teresting time. In-
ternally we had a lot 
of measures in place 

which allowed us to adapt very quickly. I’m 
not saying there hasn’t been turmoil, but so 
far things have gone okay,” said Rafferty.

For VisionID, the pandemic has repre-
sented a mixed bag of opportunities 

and problems. Like every other 
company, it’s had to rethink how it 
operates and how it engages with 
employees. While some of its 
clients in the food and beverage 
sector have seen demand rise, 
others, such as hospitality, have 
obviously suffered badly.

Nevertheless, VisionID is cur-
rently engaged in an innovative 

project to bring managed print 
and document services 

to the industrial sector 
in Ireland for the first 
time.

“While managed 
print is well estab-

lished in offices 
around Ireland, 
the same can’t be 
said for printers 
located in facto-

ries, warehouses and industrial settings,” said 
Simon Fleming, head of technical solutions 
and innovation for VisionID.

“This is new to the Irish market. It’s sim-
ilar to managed print inside an office space 
where it’s typically deployed for the tradi-
tional A4 printer, but now we’re bringing it 
to industrial printers, label printers and that 
kind of print technology.”

The traditional style of print management 
saw a company purchase the devices, pur-
chase the ink and consumables for them 
and then pay to service them as time went 
on. The problem with this ‘capital expen-
diture’ model is that it’s time consuming 
and distracting.

“Managed print allows you to change that 
to an ‘operating expenditure’ model where 
you can pay someone else to allow you to 
forget about that and just get on with things. 
We build in the printer, the consumables, 
the maintenance and the service all into a 
rolling contract,” said Fleming.

Managing industrial printers is notoriously 
difficult, with many more moving parts and 
potential for problems. A breakdown can 
cause significant delays.

“You can imagine a label printer with lots 
of different types of labels, lots of different 
ribbons for each label, with specific colours 
and ribbon content, different waxes for dif-
ferent temperature gradings – label printing 
can be very technical,” said Fleming.

VisionID has partnered with Zebra Tech-
nologies to develop a process that allows it 
to use a software solution on site to monitor 
printers. 

This will also highlight how much a com-
pany’s printers are costing per print.

“In the long run it will advise you on the 
best way to migrate and upgrade your tech-
nology, and we can build that into your ser-
vice contract going forward,” Fleming said.
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company, saying that at the time of the out-
break back in March, 50 to 70 per cent of the 
software it used internally was accessible 
remotely.

“A lot of people like myself were in the 
habit of working out of the office anyway, so 
we all had special skills and workflows set 
up to accommodate that. Where we found 
a big difference is in areas like conferencing 
and workshop,” he said.

“When it comes to these face-to-face 
aspects of the business, we’ve had to learn 
to adapt to doing workshops remotely. The 
challenge is that it’s very hard for people to 
maintain concentration on a web confer-
encing call with eight or nine other people 
all day long. That’s actually a lot different to 
sitting in a room with people and hammering 
out a topic.”

The solution for Conaty has been to sched-
ule workshops in two-hour blocks, with 
breaks in between to allow people to log off 
and freshen up. Meanwhile, the other major 
area of CWSI’s business that he’s seen change 
post-Covid is in the service desk side of things.

“We run a number of managed services 
and support desks for clients and typically 
the primary end of that business would be 

on site. We would have guys at desks with 
the service manager and that’s had to be 
adapted to facilitate people working from 
home,” he said.

“They were used to working with PBX call 
hunting and all those service desk technolo-
gies and they now have to be made to work 
remotely. That’s all completely gone into peo-
ple’s homes now, which means as a company 
we’re relying on whatever broadband they 
happen to have at home, and also on their 
ability to set up a workplace in their homes.”

The challenge is that all this has to happen 
without disturbing the service levels custom-
ers receive – and with minimal interruption.

“There are service level agreements (SLAs) 
in place that have to be met and if those ser-
vice levels drop because we can’t manage 
things, there are real consequences. Overall 
it’s been managed really well, with managers 
deploying a little bit more trust,” said Conaty.

One of the first things to happen to Three 
Business’s workload when the pandemic hit 
was that many customers wanted mobile wifi 
(Mifi) dongles from the provider straight away, 
as they struggled to work with inconsistent 
or non-existent broadband in employees’ 
homes.

“This allowed people to get up and running 
straight away, but these devices aren’t really 
long-term solutions. From a Three point of 
view in general though, the pandemic has 
made a lot of the products and services we of-
fer more relevant to more people overnight,” 
said Karl McDermott, head of business ICT 
for Three Business.

“It accelerated their relevance with cus-
tomers to the point that now even consumers 
know what previously obscure technologies 
like unified communications (UC) and in-
ternet telephony are, because they’re using 
them from their homes.

“We’ve seen the rate at which companies 
are putting in software-based phone and UC 
systems go up by five or six times. For exam-
ple, we work with a couple of charities that 
used to have staff in offices manning phone 
banks. Overnight, that became impossible 
to do.”

In these charities, in-house phone sys-
tems would take an incoming call and send 

it around the various phones in the office 
until someone answered.

“But now they need the ability to do 
that with a virtual phone bank spread out 
geographically, and the answer is a cloud 
telephony system. They need their staff 
to be able to answer phones from their 
homes in the same way as if they were in 
the office, and have it appear to outsiders 
as if nothing is different,” said McDermott.

One complication for many companies 
looking to make the best of this situation is 
the issue of bandwidth. Internet technol-
ogies are limited by the bandwidth they 
have access to and, even in 2020, internet 
connectivity isn’t uniform everywhere in 
Ireland.

“To make the most of these technologies 
you have to have low latency bandwidth – 
because without that, nothing works. For a 
communications company like ourselves, 
there is an opportunity there because we 
can deliver that,” said McDermott.

For a large company like Dell Technolo-
gies, one of the challenges it faces is how to 
create a hybrid work culture, where some 
staff work remotely and only those that 
absolutely have to travel to an office do so. 
To help it do this, it has developed a risk 
assessment tool to make sure it is in full 
compliance with public health guidelines.

“A team of data scientists in partnership 
with our security team developed a risk 
assessment tool to help us ensure we’re 
aligned with health guidance and with 
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