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Introduction

In December 2010 the University of Exeter implemented a University-wide Print Management Strategy.

In 2009 a SUMS report showed that within the Colleges and Service departments of the University  circa 1446 desktop printers, 167 copiers/MFD*s, 140 stand-alone scanners and 57 stand-alone fax machines, all of many make and model, were in operation. These devices all consume power (often 24-7), demand a plethora of various consumables, and require support and maintenance.

During the academic year 2008/09 the University spent more than £1 million on printer consumables, paper, copier/MFD rental and external printing. Further unquantifiable sums were spent on printer purchases. Electricity consumed by the University’s print device were an additional unknown expense.

The SUMS report examined different options for improving print and copy services within the University, and the associated financial, operational and environmental benefits of such options.

The Print Management Strategy will encompass an integrated approach to software and hardware systems used by our organisation to manage print services.  The strategy will be implemented by a single service provider working directly with the University’s Print & Copy Services department.  All MFD devices will be centrally owned, managed and controlled by Campus Services, Print and Copy Services.
This policy has been produced in response to the University’s Strategic Plan, which demands that any Print and Copy Strategy must be environmentally-sustainable and operationally-effective.


Aims

The aim of this policy is to provide guidelines for University departments and employees when assessing the print and copy options for both academic and administrative settings, with a view of providing the most cost effective, reliable and environmentally sound print and copy solution.  The range of options and scenarios considered in the policy include the need for single prints, multiple prints of varying quantities and the use of appropriate devices.

The Policy supports the main objectives of the 2010/11 self service print and copy project which are:
· Improving environmental performance 
· Improved cost control and cost savings 
· Efficient printing with associated time savings 
· Secure printing 
· Provision of a better service including quality output 
· Meeting future needs for document management 
The policy also supports wider University strategies
· Carbon action plan
· Waste strategy
· Sustainable procurement strategy


Policy
The following policy has been authorised and endorsed by XXXXXX
1. Single Service Provider
A single supplier working directly with the University’s Print & Copy Service will provide a managed print service for all of the University’s print and copy devices*.  Where contracts exist with other suppliers the University’s Print and Copy Service and contracted supplier will take over the management of these devices.
* these devices will include all new devices provided by the nominated single supplier and any legacy equipment that  has been agreed with Campus Services, Print and Copy Services, which will form part of the Print and Copy hardware estate. Print and Copy Service will not support any desktop / personal, printers, copiers, faxes or scanners unless agreed with Campus Services, Print and Copy Service.
2. Purchase of Printing and Copying Equipment
The University’s Print and Copy Services department will become the central point for advice and support for all self service print and copy (SSPC) devices.  Print and copy will only be provided by Print & Copy Services.  Print & Copy Services will be responsible for the acquisition, replacement and relocation of SSPC devices.
3. Purchase of Desktop Printing Equipment, Scanners and Faxes
Exeter IT will no longer provide individual desktop printers of any type unless it can be proven to be critical* to the academic or business needs of the University.  In the event of any dispute the final decision will be made by the College Manager or a Director of Professional Services.  All new devices deemed critical will be provided by the incumbent SSPC supplier and managed by Print & Copy Services.
* To prove that a desktop / personal device is critical to the needs of the University a written request must be made to the College Manager or a Director of Professional Services.  
I. the vital function that without which The University / department / employee could not operate
II. the critical business function that could be interrupted
III. details of any serious financial, legal or other damages or penalties the University could suffer
IV. details of any specific specialised requirements not available from the MFD fleet


4. Authorised Procurement
Any authorised procurement of laserjet, deskjet, scanner and fax devices will be in line with the University Policy on the procurement of such items. Appendix A

5. Staff Printing, Copying and Scanning
5.1	All members of staff on Streatham and St Lukes campuses who are connected to the network and the ‘Follow Me printing system*  will be able to receive their work from any suitable MFD or printer in the Managed Print Fleet*. Each MFD device where requested and scoped will have the additional functionality to fax and scan* * See glossary of terms
5.2 The MFD’s ( and other Print & Copy Services devices) will be set to provide double sided printing, black and white printing and follow-me, secure release rather than auto print on submission. 
5.3 Success of the print strategy depends upon staff understanding and recognising that it is not cost effective for them to be carrying out time-consuming printing and photocopying jobs on local desktop / personal devices. Users will be encouraged to send their print to the most appropriate device* via the follow me print system.   All users are encouraged to make full use of the Print and Copy Services facilities. Appendix B
* The functionality features of the devices may differ within departments and employees will be able to select the type of MFD suitable for the output required from their desktops. E.g. full colour, stapling
5.4 All MFD devices shall in due course be connected to the University’s network as shared resources available to most users.
5.5 Print & Copy Services will if requested provide details on print and copy usage as required. This information will be remotely collected and collated and available for users, budget holders, Heads of Professional Services and Colleges on request. Information will be available on departmental and individual print and copy user levels. Appendix C
5.6 Print & Copy Services will provide the management and service for all MFD and PC cluster* printing devices on Streatham and St Lukes campuses Appendix D * See glossary of terms Glossary of terms
5.7 All printing at the MFD devices will be follow – me secure release, in order to ensure confidentiality.
      5.8 Print & Copy Services will monitor device status and provide support in line with the University’s Print &           Copy Services, service level statement. Appendix D
5.9 All MFD devices allocated to each area / department will be allocated as determined in Appendix C
5.10 Only MFD and printer devices contracted through the University procurement team and Print &  Copy Services will be supported by The University.

Student Printing
6.1 Student printing where possible will be linked to a networked printer / photocopier controlled via a swipe card or username and password entry.
6.2  All students will have a printing account which will be debited accordingly for every print, copy or scan made.
6.3 Every student will receive £1.00 credit (for 2010/11) on their print account once they have registered as a new University student.   Students will be required to have a positive balance in their print account before any documents can be released for printing, and this balance must be sufficient to cover the cost of printing the selected document(s) before printing of such can occur; negative balances will not be permissible.  
6.4 Further credits can be purchased from online web payment facility or cash loaders.
6.5 The costs for printing and copying will be clearly displayed at device location and on the Print & Copy Services website.
6.6 Print & Copy Services will monitor devices status and provide real time print support in line with its service level statement. Please see  Appendix E
6.7 Further terms  and conditions relating to Student Printing can be viewed at https://www.epay.ex.ac.uk/printing/terms.asp 
6. Funding and Charging
7.1 Each college and service will be charged per copy for mono and colour.  The charge per copy will be standardised for staff and students across Streatham and St Lukes campuses, although there will be different pricing structure for staff and students.  The structure for departmental charging will be agreed with the Heads of Colleges, and Directors of Professional services.  The costs for printing and copying will be clearly displayed at device location and on the Print and Copy Services website.
7.2 The charge will include all consumables (including but not limited to toner, drums, transfer kits, pick-up rollers, fuser units and paper)
7.3 The charge will include any MFD rental costs
7.4 The charge will include any ongoing recurring costs.
7.5 The charging tariff will be evaluated annually, unless large and unknown price increases are incurred by Print & Copy Services.  These may have to be passed on to departments, but at least 90 days notice will be given if there are any unplanned increases in tariffs.
7.6 Following an assessment of need ( AppendixC ) charges may be applied to a College, Professional Service or Department for any additional number of new devices over and above the devices installed in XXXXXdate.  These charges will be applied if it is deemed that the devices are not needed in accordance to this policy and / or the rental and print / copy costs cannot be recouped through the University print / copy tariff.  Any charges will be reviewed in accordance with item 7.5.
7.7 Invoices will be issued on a monthly basis by print and Copy Services to the College, professional Service or Department.

Policy Review
It is recognised that technology and needs of users change rapidly within the self service print and copy industry.  This policy is owned by Campus Services, Print & Copy Service and will be reviewed annually each August.  A steering group will meet termly in order to monitor and review this policy.  This group will also review the implementation and success of the self service print and copy project. 
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Procurement
Authorised procurement of desktop laser jets and deskjets will be purchased following the policy detailed at:
http://as.exeter.ac.uk/it/equipmentandsoftware/purchasing/printersandscanners/
To ensure that MFD devices, software and consumables are compatible with the network and support the 2010/11 self service print and copy project, only authorised devices contracted through the University procurement and Print Services departments will be supported.  During transition between contracts there may be some legacy equipment on campus, which Print & Copy Services can undertake the management of.
[bookmark: AppendixB]Appendix B
Categories of Print and Copy
Printing devices and service options will be allocated to match the needs of individuals, teams, areas, colleges or services as appropriate.  Print & Copy Services will assess these needs by considering print volume, type of print, numbers of staff, office layout and accessibility to print devices.  Some general categories (listed below) will be used as benchmarks to assess departmental equipment and service needs.
Categories to be used in the assessment of need are suggested as follows.
Major Print
Medium to high volume copies of multiple or single documents
Typically over 250 sheets
Minor Print
Low to medium volume copies of multiple or single documents
Typically up to 250 sheets
Personal Print and Copy
Very low volume
Typically individual sheets
Specialist Print and Copy
Either low or high volume
Particularly high quality colour or mono sheets and non standard or specialist print 


Print and Copy Options
The policy recommends for each category a print and copy solution as follows:
Category					Option
Major					Print Services
Major and Minor				Networked MFD
Personal					Networked MFD
Specialist					Print Service / External Specialist Printer
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Device Allocation
When Print & Copy Services and the supplier assess needs, they will consider, print volume, type of print, numbers of staff, office layout and accessibility to print devices. The assessment of need will be undertaken by Print & Copy Services and the service supplier following any request for additional devices.
Print & Copy Services will not be responsible for the provision of network access and power if Colleges or Services choose to alter the location of a device in the Managed Print Fleet from that which was first identified by Print & Copy Services and the supplier.

Print Volume
This will be assessed using historical data available to Print & Copy Services, and through discussions with users.

Type of Print
This will be assessed using historical data available to Print & Copy Services, and through discussions with users.
Numbers of Staff
A ratio of approximately 1 device : 15 employees will be used.
Office Layout & Accessibility
Practicalities of space, accessibility and health and safety regulations will be considered and adhered to where required.  Where possible a device distance to user guide of 30 meters will be used.
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Appendix D
Equipment Management
Print & Copy Services are responsible for the management of the MFD fleet on campus.
Print & Copy Services are responsible for the ordering of ordering any new devices.
Print & Copy Services will be responsible for device allocation and reallocation in line with this policy requirement.
Print & Copy Service will be responsible for providing the service for print and copy as detailed in the Print & Copy Services service level statement (SLS).  The SLS will include response to call outs, toner replacement, paper replacement, restocking of devices, scheduled maintenance, management information requirements, power usage and CO2 emissions per device.  This information will be used by Print & Copy Services to monitor costs and machine downtime.
The SLS will also include agreed timescales for customer satisfaction surveys to improve service levels and consequently produce reports for Heads of Departments/Colleges/Professional Services. 
Print & Copy Services will be responsible for paper stock and restocking of devices, toner replacement, consumable ordering, and device management in terms of being responsible for ensuring that devices are fixed within the SLS framework.
Print & Copy Service will be responsible for overall account management with the supplier and for producing internal accounts to Heads of Departments/Colleges/Professional Services in line with their usage.  Print Services will provide management information on usage as requested.
Print & Copy Services will be responsible for setting up new users and undertaking any training requests.
Print & Copy Services will be the first port of call for all MFD related enquiries.
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Service Level Statement
Staff Self Service Print and Copy

Description of Service

The University of Exeter’s Print & Copy Services form part of Campus Services.  Print & Copy Services provide a complete range of print and copy related services which include :

· High volume, quality mono and colour digital printing and copying
· Large format poster printing 
· Business stationery
· Service delivery for staff self-service copying and printing on multi-functional devices (MFDs’)
· Service delivery for student self-service printing and copying on multi-functional devices.

This Service Level Statement relates to the staff self-service printing and copying at the University of Exeter.

Print & Copy Services will provide a self-service print and copy facility for staff at the University of Exeter. It is our aim to deliver an efficient, secure and value for money service at the highest standard within an affordable budget.

Client Groups / Eligibility for Services

· University staff
· Visitors to the University

Provider Responsibility

· A single contract with one supplier for a ‘managed print service’, under
which all MFDs, selected desktop printers and print-management software are
supported. Support includes implementation management, advice, replacement
toner cartridges, paper, repair, maintenance, selection and provision of new machines,
management information and continuous improvement and so on. 
· To provide an improved service for mobile workers, allowing print jobs to be retrieved
from any similar device on campus
· To provide digital colour and mono copying and printing service for all staff.
· To provide scan to email service
· To manage a fleet of Multi Functional Devices (MFDs’) in conjunction with Xerox UK
· To provide toner, paper and other consumables required for the Multi Functional Devices in order to provide the required service
· To actively monitor the devices to ensure that any MFD machine failures are repaired promptly to minimise any disruption.
· To provide onsite support from University of Exeter employees 8.30am to 5.00pm, Monday to Friday.  
· To ensure that there will be an average response time from Xerox to attend and fix a device of 4 Normal Working Hours (measured over a set quarterly period)  for all Xerox devices. 
· To ensure that the contractor provides automatic loan, on a like for like basis, where a device has been down for 24 Normal Working Hours continuously
· To liaise with the MFD contractor and respond to machine breakdowns within 4 normal working hours.
· To provide a secure environment for sensitive and confidential printed material
· To maintain a modern print and copy service for the University of Exeter.
· To provide loan equipment where a an MFD has been out of service for 24 normal working hours.
· To supply details of charges to customers
· To publish prices for charges
· To carry out regular key stakeholder review meetings
· To provide training and support for staff users
· To manage and own the Print and Copy Policy
· Supplying reports upon demand

User Responsibility

· To adhere to the guidelines contained within the Print and Copy Policy
· To notify Print & Copy Services of any changes within the department e.g address, staff, charge codes
· To ensure that funds are available to pay for services and materials ordered.
· To familiarise themselves with devices and device use.
· To attend training provided by Print and Copy Services.
· To use multifunctional device hardware in a suitable and respectful manner.

Availability of Service

· Allowing for any device or network failure the service is available 24 hours per day, 7 days per week with support available Monday to Friday 8.30am  – 5.00pm
· Weekend work as necessary
· Limited support during Christmas holidays from the last working day in December until the first working day in January.
· Limited support on all other Bank Holidays
· Customers will be notified of any other changes to service support.

Service Measures
· Regular key stakeholder meetings
· Annual on line customer survey indicates customer satisfaction index of over 80%
· Machine up time (working) of 97% of the time that all primary functions are running simultaneously during the normal working hours of 9am – 5pm, Monday to Friday.
· Customer comments are logged

Dependencies
· Exeter IT department
· Suppliers of hardware and software
· Suppliers of goods and materials
· Availability of the University IT network
· Electric power availability to devices

Feedback and Monitoring
· Customer comments and feedback logged and actioned where applicable
· Print & Copy Services open days
· Customer satisfaction survey
· Corporate Services road shows
· Stakeholder meetings

Benchmarking
· Universities Print Managers’ Group

Location of Service
	
Print & Copy Services
University of Exeter
Northcote House
The Queen’s Drive
Exeter  EX4 4QJ
	
Contact Details
	
	Nigel Phillips (Print & Copy Services Manager) 
	01392 723065
	n.phillips@exeter .ac.uk
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MFD			Multi Functional Device that allows users to print, copy, scan and fax
SUMS			Southern Universities Management Services
Follow me secure 
Release printing	Once a print job has been sent, the ‘follow me print secure release’ facility allows users to receive their work at any suitable networked MFD
Scan	The ability to copy documents at the MFD device and send the copied document electronically to a file or folder.
PC Clusters	Normally a designated area with a number of PC devices for open access use by staff and students with a University login and password
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