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IDC OPINION 

The print market's maturity is incenting providers to seek new ways to enhance the value of their 

overall offering to customers. To achieve this goal, providers need to consider document workflow 

solutions that incorporate a range of business processing capabilities provided in 3rd Platform 

technologies (e.g., cloud, mobility, big data, and social) and innovation accelerators (e.g., next-gen 

security, augmented/virtual reality, Internet of Things, cognitive systems, and robotics) and how work 

will evolve in the vision for the future of work. Such an approach is more customer centric, rather than 

focusing on strictly device utilization, and should help providers position their MFP offerings with 

extended value beyond just copying, printing, and native scanning. This objective is best achieved 

through centralized software on the network. 

For the most part, we have observed most providers offering a collection of print-related software 

solutions in a piecemeal fashion that are either integrated on the device or available on the network. 

The result is that providers enlist their own engineering as well as third-party resources to develop a 

variety of software solutions intended to work seamlessly with print hardware. However, through no 

fault of any hardware or software component, the effort can fall short of expected results because of 

costs or implementation complexities. In addition, separate print and capture offerings that are 

basically the same in functional capabilities are only differentiated by a low price point. This sole 

distinction offers limited room for serious growth or added value. 

Alternatively, a more centralized and unified solutions strategy is the answer to more efficiently 

addressing organizational workflow challenges by eliminating bottlenecks, reducing costs, and 

enhancing worker productivity. This approach, in turn, can make the MFP a more integrated and 

indispensable part of a larger set of business process requirements that are not satisfied by print 

software solutions alone or a piecemeal software integration with the device. MFPs, like many other IT 

productivity tools (e.g., smartphones), provide a vast array of capabilities. But unlike personal 

productivity tools like a smartphone, the MFP's capabilities are not typically utilized effectively in an 

organization's many critical business document workflows. The benefit of a holistic software approach 

is that MFP providers will achieve higher software solution acceptance and attach rates, which in turn 

drive greater utilization of all MFP functionality. 
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IN THIS WHITE PAPER 

IDC examines the benefits of a holistic approach to software solutions as part of a comprehensive 

smart document workflow MFP offering for the office that can also extend into an enterprise's 

production print environment. Such an approach enhances the value of the MFP and provides the 

opportunity to increase adoption and utilization across the distributed and centralized print fleet. 

SITUATION OVERVIEW 

State of the Market 

The print market, consisting of printer and MFP hardware along with associated page volume annuity, 

is in a state of low growth or decline in many segments. This minimal growth expectation is the result 

of a couple of reasons. Print hardware is becoming more commoditized and the prevailing focus is on 

managing organizational print behavior. Both trends contribute to overall print fleet reductions and 

working toward lessening the dependency on printed documents in many, if not most, organizations. 

However, the push toward such trends does not signal the demise of this market. Instead, the latest 

worldwide IDC figures project a huge market that warrants attention from the user community. In 2018, 

the global print hardware market was worth nearly $52 billion. While this figure is expected to decline 

slightly over the next few years, it will still be a nearly $43 billion market through 2023. 

Of course, print hardware is only one piece of the market's total infrastructure. IDC's worldwide page 

volume forecasts reflect an ongoing use of printing technology. While page volumes are projected to 

drop slightly, the fact remains that nearly 3 trillion pages will still be printed in 2022. Last, IDC's 

Document Processes Survey highlighted several reasons for printing documents instead of solely 

relying on digital formats (see Figure 1). For the individual worker's own business processes, 

respondents indicated that paper is part of the business process as the primary driver for printing the 

document. However, when considering the rationale to print across the company, the document used 

to communicate externally (e.g., customer) received the highest consideration. These findings 

underscore that the influence and effectiveness of paper-based processes still prevail in the market 

today and are expected to continue doing so for the foreseeable future. As the market evolves with 

new and younger workers entering the workplace, we expect print habits to gradually decline, but not 

disappear. These factors contribute to our following assessment: 

▪ Print is a relevant and mission-critical function in today's office and the office of the future. 

Even in this state of maturity, IDC's forecasts show that this market is large and will warrant 

ongoing attention in the future IT market landscape. Organizations would be wise to put 

resources in place to appropriately manage their print infrastructure while catering to the 

anticipated gradual transition to digitally based workflows (see Figure 2) that will require the 

increased integration of software solutions with print assets to drive organizational business 

process efficiency.  
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▪ Transformation is coming for both print providers and end-user customers. Both parties need 

to prepare for the anticipated and inevitable transition to more digital forms of business 

processing for everyday operation: 

▪ For print providers, we observe several market actions designed to stabilize business and 

to capitalize on the evolving market opportunity for growth. Recent examples include: 

▪ Moves into new print markets (e.g., targeting new customer segments from 

home/small office segments into SMB; entering higher-performance print markets 

such as production, packaging, labels, business inkjet, and kiosks) 

▪ Extending their value with entries into nonprinting markets that are related to how 

organizations will communicate information in digital form in the future of work 

evolution (e.g., security, cloud, whiteboards, videoconferencing, projectors, digital 

signage, and other collaborative technologies) 

▪ Making channel acquisitions such as HP Inc.-Apogee and Staples-DEX  

▪ More software focus on vertical-specific solutions as well as horizontal opportunities 

related to the document (e.g., ECM) 

▪ More customization at the user interface that takes advantage of app and workflow 

opportunities as well as targeting new future of work and automating business 

processes market potential 

This dramatic activity demonstrates that print providers must seek innovative and 

transformative ways to grow their core business while increasing profitability through more 

profitable software and relatively accessible but high-value professional services. At the 

same time, providers must be able to provide for customers' strategic requirements around 

security and compliance sensitivity, enhance their document workflows, and offer financial 

benefit as a result of implementation (increase revenue and/or decrease costs).  

▪ For end-user customers, organizations of all types face digital transformational challenges 

as part of a need to keep up with the pace of their individual industry demands. Key 

change agents include the mandate for electronic records in specific markets (e.g., 

hospitals and government) as well as compliance regulations and requirements in others 

(e.g., financial services, legal, and manufacturing). Companies need to run as efficiently 

as possible or face irrelevance in their respective markets. This requirement is forcing 

organizations to use more leading-edge technology to successfully embark on their own 

digital transformation strategy. Such a strategy involves effectively managing the 

escalating bombardment of content and documents that is part of running their everyday 

businesses — usually involving an increased migration to digitally based business 

processes that securely flow seamlessly through the organization and incorporate use for 

both remote and external employees, approved outside organizations (e.g., other vendors 

or partners), and support of a variety of devices and technologies.  
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FIGURE 1 

Top Reasons Why Users Print 

Q. What are the top 3 reasons you print? 

 

Unweighted valid n = 298 

Base = all respondents 

Notes:  

This survey is managed by IDC's Quantitative Research Group. 

Multiple responses were allowed. 

Use caution when interpreting small sample sizes. 

Source: IDC's Document Processes Survey, May 2019 
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FIGURE 2 

Ongoing Transition from Paper to Digital Documents Is Anticipated 

Q. What is your best estimate of the percentage of all documents used by you each day in paper 

versus used in an electronic format currently and in two years? 

 

Unweighted valid n = 300 

Base = all respondents 

Notes:  

This survey is managed by IDC's Quantitative Research Group. 

Use caution when interpreting small sample sizes. 

Source: IDC's Document Processes Survey, May 2019 
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FIGURE 3 

Managed Print Services Benefits Extend Beyond Just Cost Savings 

Q. Has your organization experienced any of the following benefits from your managed print 

services program? 

 

n = 300 

Note: This survey is managed by IDC's Quantitative Research Group. 

Source: IDC's MPDS Benchmark Survey, July 2018 
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native scanning. Software for these devices will play a crucial role in this development, but 
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(estimated at 20–25%, depending on the level of sophistication in the software's capabilities). As such, 

many printers and MFPs operate without this capability or have minimally leveraged this level of 

functionality. 

0 5 10 15 20 25 30 35 40

Higher employee satisfaction

Higher employee productivity

Increased customer satisfaction

Reduced transaction cost

Improved print, information, or document security

Reduced print/paper volume

Reduced burden on IT resources

Improved device uptime/performance

Overall cost savings

(% of respondents)



©2019 IDC #US45434119 7 

FIGURE 4 

MFP's Role in the Future of Work Vision 

 

Source: IDC, 2019 
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Content management, data analytics, and overall management of unstructured data are evolving as part of 

such offerings as well.  

The move to software solutions as a differentiator for the smart MFP offering isn't necessarily anything 

new. In fact, software that enhances MFP capabilities has been around for several years. Smart MFP 

platforms such as MEAP (Canon), OXP/XOA (HP Inc.), bEST (Konica Minolta), HyPAS (Kyocera), eSF 

(Lexmark), ESA (Ricoh), OSA (Sharp), e-BRIDGE (Toshiba), EIP/ConnectKey (Xerox), and ApeosPort 

(Fuji-Xerox) provided the platform for self- and third-party development of many software solutions for 

these devices. The vendor community used these platforms to aggressively take its MFPs beyond 

ordinary copy and print solutions to new business processing tools that address a range of 

organizational document and content needs. 

However, we observe an overaggressive approach by print vendors when it comes to software 

solutions. What has often resulted is a haphazard strategy of taking on as many different types of 

solutions within certain key solutions categories (e.g., mobility, security, and print/document 

management) in the spirit of supporting as many customer requirements as possible. While having a 

broad portfolio of software solutions available for its MFPs sounds like a reasonable path to follow, it 

brings more obstacles to the selling cycle. In these cases, the print vendor does not achieve the 

objective of using software solutions to add unique value to the customer's business processing 

needs. Instead, it adds complexity and cost to the effort as indicated in the following examples:  

▪ It can be confusing and complex for channel partners and sales reps to adequately sell and 

support a large array of solutions. 

▪ It is costlier than it should be for printer vendors, their channel partners, and even end-user 

customers: 

▪ Printer vendors often spend more on licensing fees than they need to. 

▪ Channel partners may be overinvesting in sales and service training. 

▪ Ultimately, end-user customers may find confusion and cost leads to the incorporation of 

solutions that do not work efficiently together and are not well suited for their environment, 

especially those that operate heterogeneous print environments. 

Even with these software solutions efforts well underway for document processing, IDC observed 

some alarming findings related to securing its valuable data and documents assets. IDC's IT and Print 

Security Survey concluded two significant findings: 

▪ Organizations overwhelmingly indicate the high influence of security feature sets in their 

technology acquisition decision making. 

▪ The positive bottom-line impact that a print security program has on organizational costs and 

productivity efficiencies is considerable (see Figure 5). 
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FIGURE 5 

Print Security Program Benefits Are Extensive 

Q. What benefits has the company derived from having security policies in place for its printers, 

copiers, and/or MFPs? 

 

Unweighted valid n = 257 

Base = respondents who indicated organization have IT security policies on printers, copiers, and/or MFPs 

Notes:  

This survey is managed by IDC's Quantitative Research Group. 

Multiple responses were allowed. 

Source: IDC's IT and Print Security Survey, August 2018 
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▪ Over 40% of all companies do not have a formalized security policy on what documents can 

be printed/scanned/copied/faxed/emailed. 

▪ Over 40% of all companies do not have a formalized security policy on what printers/MFP can 

be used to print/scan/copy/fax certain documents. 

▪ Over 40% of all companies do not have a formalized security policy on what third-party cloud 

print services can be used. 

▪ Nearly 33% of all companies do not have a formalized security policy on how documents are 

classified in terms of their level of content sensitivity. 

▪ Over 33% of all companies do not formally educate employees on print-related security 

vulnerabilities. 

The understanding of the benefits presented by security, yet woefully low action in the end-user 

environment presents a solid opportunity for print providers to enhance end-user productivity and 

safeguard information. This is accomplished by utilizing a centralized document workflow solution that 

securely ties and connects these services together. 

In addition, print providers may find that having a fragmented software solutions portfolio may breed 

commoditization when sold in such a piecemeal fashion. It also does not achieve the differentiation 

and value-added goals the provider seeks. Instead, it merely offers the availability of an application 

that anyone could provide and is only differentiated by a low price point. An alternative approach may 

be necessary to increase attach rates, enabling the print provider more to sell and give users the level 

of functionality required to best compete in their respective markets. 

A Holistic Approach to the Smart MFP Software Solutions Strategy 

In such a scenario, there is an overriding need for one centralized technology system that can 

eliminate bottlenecks, reduce costs, enhance productivity, and provide the necessary level of security. 

Disparate document imaging solutions can currently provide for these requirements, but as the 

strategic importance of organizational workflows increases, a more connected and multimodal 

approach should be adopted. Rather than a piecemeal software solutions strategy, a better alternative 

is a unified solutions strategy where any organizational workflow challenges are addressed in an 

integrated, singular offering. The key is that separate capabilities need to work together so that 

workflows are not divided by functionality but work continuously and automatically for the benefit of the 

task at hand, which may include a single combined print, capture, and mobile workflow. 

A recent example of a comparable holistic solutions offering approach was made with the introduction 

of the smartphone, starting with the Apple iPhone and then followed by Android-based devices.  

Prior to these debuts, telecom solutions were offered in piecemeal. This required users to search for 

solutions on their own (sometimes not knowing where to turn), and it was difficult to compare one 

solution against another. Several challenges ensued such as widespread fragmentation of solutions 

offerings and little indication as to what was "best of breed," compounded by a myriad of offerings from 

carriers, device vendors, brand- and platform-conscious developers, and content providers.  

A significant collection of solutions to enable the mobile device were available, as long as customers 

remained within their walled gardens. It was an exhausting scenario that wasn't sticky enough for 

customers to remain loyal to any one solution or a group of solutions.  

  



©2019 IDC #US45434119 11 

The Apple iPhone improved on this use case scenario by unifying services and solutions under its own 

portfolio umbrella. This was enough for customers to enjoy one-stop shopping and consistency. A few 

examples included the availability of Maps, iTunes, App Store, and iCloud for all kinds of capabilities in 

the iPhone ecosystem. What's most important is that separate applications would work together to 

perform what is perceived to be a single task, even though it might have involved multiple steps.  

The following are a couple of examples to illustrate this: 

▪ A voice request to Siri that would automatically control your email app to finally create and 

send a text-based message 

▪ Searching with a web browser to find a location that then gets handed over to the Map 

application to provide turn-by-turn directions without having to rekey the address 

What was once done in separate actions is now combined into one continuous workflow without the 

user even knowing what was happening. 

As effective as the strategy was for Apple, telecom hardware providers that standardized on the 

Android platform gained new benefits. Android allowed hardware providers to concentrate on 

hardware differentiation while utilizing this software platform to offer users more choice in cloud, music, 

and other mobile services at a lower development cost.  

The numbers appear to back up this direction. Android-based smartphones have surpassed iPhones in 

shipment activity. The Android mobile phone platform accounted for 85% of the worldwide smartphone 

market in 2018, while Apple iOS controlled 15% of this market. It is the Android model that could also 

be followed for smart MFPs — that is, the use of a more holistic software approach allows the MFP 

provider to focus on hardware functionality. The software partner provides the solutions platform that 

works efficiently with the MFP. 

Kofax's holistic solutions offering for MFPs applies many of the same principles that have existed for 

the smartphone market. This approach addresses the costs, confusion, and complexity raised with a 

potentially overwhelming array of software solutions. In addition, an integrated approach offers 

benefits in providing: 

▪ A customer-centric approach that meets user needs for flexibility while enabling users to work 

when and where they want to with the productivity tools that they want to use (This can be 

printers and MFPs of all makes and models, but it can also extend to all cloud and network 

business systems or other business communication technologies.) 

▪ A decreased sales cycle with a more attractively packaged solution — vendor and channel 

sales and service staffs that would require less training and less service investment (For end-

user customers, there should be less to learn by maintaining familiar technologies in new or 

additional MFPs installed in the organization.) 

▪ A greater ability to market to a broader audience with an all-encompassing packaged solution 

that provides clear/consistent benefits messaging to customers 

▪ Lower total costs of ownership — investment costs (sales and service) when adding new 

products to the portfolio could be lessened with a reduced offering of software solutions 

▪ An integrated, singular solutions tactic that would allow for prebuilt workflows to be offered that 

also accommodate vertical industry specialization (Prebuilt workflows enable an easier path 

for users to get up and running. With a piecemeal solution strategy, the benefits of this 

approach are not realized.) 
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IDC has long championed the view that print security needs to be part of a comprehensive IT security 

strategy. A holistic software approach helps enable the management and security of documents from point 

of print through print or archiving. It will help organizations meet compliance mandates from both regulatory 

and reporting perspectives. According to IDC FutureScape: Worldwide Imaging, Printing and Document 

Solutions 2019 Predictions (IDC #US44385518, October 2018), a lack of attention to this security could 

have significant negative consequences. In fact, this IDC FutureScape predicted that, "By 2021, a 

significant print-related security breach will have cost a G2000 company over $1 million in damages, 

resulting in a self-mandated reduction of office printing by more than 50% in 10 years." 

CHALLENGES/OPPORTUNITIES 

A holistic approach to a software solutions strategy offers considerable and important cost, 

productivity, and adoption benefits. A potential stumbling block to this path is the perception of greater 

risk by "putting all your eggs in one solutions basket" versus a more diversified portfolio. 

On the other hand, the trade-off, given evidence of success in other industries, should be appealing — 

that is, a probable reduction in overall costs, ability for an evolving salesforce to quickly adopt solutions 

selling, and a tested and proven technology that works well with the MFP. The solution offering, being 

well integrated with the customer's business processes, makes the MFP more valuable and therefore 

less likely to be removed or downsized. 

IDC Assessment 

Print vendors need to increase device utilization and value to their customers. With increased 

hardware commoditization, this goal is best provided through a comprehensive software solution set 

that works well together to achieve optimal customer benefit. Cost reduction and enhanced 

productivity features are obvious objectives. 

Software solutions have helped many MFP manufacturers augment the benefits of their devices and 

maintain brand preference. These solutions, while currently plentiful, have not always worked in 

harmony, increasing the complexities for organizations to acquire, deploy, and implement them.  

The integrated and holistic solutions tactic should be a consideration for print vendors and their 

channel partners to take in order to best serve their end-user customer base. Such an approach: 

▪ Makes the MFP an essential participant in all phases of the company's document and 

business processes 

▪ Provides an all-inclusive and secure print/capture/transformation and routing package 

▪ Offers an avenue to customize workflows that are in sync with the MFP provider's go-to-

market strategy 

▪ Establishes an attractively priced package of an integrated software solution that provides 

more overall value versus separately priced pieces 
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Organizations have evolved beyond disparate print and capture solutions. The workflows now used, 

and demanded by organizations, interact with documents and related technologies (e.g., repositories, 

devices, and file types). To be most effective, such solutions cannot be tied to a particular device 

(MFP) or singular stage in the document life cycle (e.g., capture and print). As such, MFP partners 

need to take a critical look at their solutions portfolio and determine if they would benefit from a more 

integrated approach to their portfolio. This action would result in fewer applications and third-party 

software vendors to manage and coordinate. Print vendors often preach a message of consolidation in 

their customers' print environments (e.g., fewer devices and brands) to achieve an optimized portfolio. 

This same tactic could hold true in their solutions offerings and should be explored for similar benefits. 
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