Shee.
Info e

e-Enablement: The Future of
Graphic Communications

Project Manager: Alex Sumarta, Associate Director

Senior Advisors: Barbara Pellow, Group Leader
Mike Howard, Group Director
Cary Sherburne, Associate Consultant
Adam Peck, Senior Research Analyst
Kristin Yule, Market Research Analyst
Moshi Doane, Market Research Analyst

Creative Services: Georgia Savory, Desktop Publisher

Editorial/Proofreading: Eve Padula, Corporate Editor

This report is copyrighted by InfoTrends and is made available to a limited number of clients
subject to the following conditions:

InfoTrends retains all rights to this report in its entirety.

Reproduction and/or disclosure in whole or in part to parties other than the InfoTrends client to
whom the document was originally sent is prohibited without the express written consent of
InfoTrends.

This report should be treated as confidential and proprietary for internal use only.

The information is believed to be accurate and reliable, but cannot be guaranteed to be correct
or complete.

InfoTrends, Inc.
97 Libbey Industrial Parkway, Suite 300
Weymouth, MA 02189
(781) 616-2100

www.infotrends.com



February 2008 e-Enablement: The Future of Graphic Communications

Table of Contents

EXECULIVE SUMMAIY ...t e ettt e e e e e e sttt e e e e e e s e st eeeee e s e s s s taeeeeeaeessaasatbeaeeaaeessaasssbaeaeeesaannnbnnneeaenns 6
NGV T Lo [T T PRSP PPPPPON 6
e-Enablement: More Than a Web Storefront ............cooiiiiiiiiii e 6
Adoption RAteS ACCEIEIALING ........uvveiiiiieee i s e e e e s e s e e e e e e s e s st ae e e e e e e s e snnsreaneeeeeannnrneeees 6
Clear Benefits for Print SErVICE PrOVIAEIS ........coi it e e e aaee e e 7
Increased Print Buyer EffiCIENCIES.........ooiiiiiiiii e 7
APPICALIONS ADOUNGL. ...ttt ettt e e s sttt e e e st b e e e e sbeeeesaabeeeeee 7

An Emerging Printer Class: Marketing Service ProVIderS.........oocuuuiiiiiieiiiiiiiiiie e 7
Movement One-to-One and Integrated Marketing SOIUtIONS ............eviiiiiiiiiiii e 8
Continued Growth in Packaged Software SOIULIONS .........cocuuiiiiiiiiiiiee e 8
e-Enablement REqUIrES INVESIMENT ..........cciii i e e e e e re e e e e e e e e saarnreeeeeas 8
Extracting Value from e-Enablement SEIVICES.........cooiiiiiiiiiii e e e 8
Systems Integration is Key t0 EffiCIENCY ....oocoiiiiiiiiieicc e e 8

Skill Set “Gaps” in Supporting e-Enabled ServiCeS..........occuiiiiiiiee e 9
T 0 (=T ox= 1] SRR 9
Conclusions and RECOMMENTALIONS .........oeiiiiiiiiiiiiiiie ettt e e e e e e b e et e e e e e e e aanbbbbeeeaeesaannes 9

T o X [0 Tox {1 Y o RSP RRI 11
PrOJECT ODJECTIVES ..ttt e e ek bt e e e st bt e e e e b bt e e e bbee s anbb e e e e annbeeeeenees 11
e o T T a1 4 aTo Lo (o] [oTe )V 2 PR PTTT 12
ProJECt DEIIVEIADIES ...ttt ettt e e e e e e e e ab bt e e e e e e e e e abbbeeeeaaeeeaanrebnees 12
IMAFKET OVEIVIBW ....eeeiiie ettt oottt et e e o4 oot bttt e e e e e e e o s a b bt e e e e e e e e e e aanbbeeeeeeaeeaasbbbeeeeaaeeeaanrebenes 12
Print e-Business SOIUtioNS DEfINEM ........oooiiiiiiiiiiiie et e e ree e 13
= T ] B 0T (=T ot PP PP TPPRRPPPPRPN 14
e-Enabling the Enterprise: Corporate Print Buyer RESUILS ..o 17
Highlights from ENterpris@ RESEAICI .......ccoiuiiiiiiiiiie ettt eee e 17
Enterprise BUYErs: The DELAIS ........cooiiiiiiiiiie ettt e et sabeee e 20
(1T g To 0 | = o] T SRR 20
Expenditures for CoOmmUNICALIONS SEIVICES ......c.uuiiiiiiiiieiiiiite ettt 23

[Tt £y Lo Y, o L= T = PSP SERPR 26
Buyer/Seller Relationships and Services USEd.........coocuuiiiiiiiiiiiiiiiee it 28

e 1LY o] o] o= 1T o <RSP PPRPPR 33
Usage Of Print @-BUSINESS SEIVICES ....cciiiiiiiiiiiiiiii ettt e e e e e e ebebae e e e e e e e aanes 35
CoSt Of Print €-BUSINESS SYSIEBMS ... ..uiiiiiiiiii et e e e re e e e e e e s e s e e e e e e e s e sanrrreeaaeeas 43
Purchase Criteria and Importance of Features/FUNCLIONS............cooiiiiiiiiiiee e 46

Print @-BUSINESS BENEFILS .. ..ueiiiiiiiiii ittt e e st e e e e st e e e entbe e e e e nees 49
Print Service Provider RESUILS ......ooiiiiiiiiie ittt st e s st e e snb e e e e enees 51
T 10T [ T 1o SRR 51
Highlights from Print Service Provider (PSP) RESEAICN..........ccoiiiiiiiiiiii et 51
Print Service Provider Results: The DetallS. ........couiii it 55
[D]=TppTe o =T o] o (o1 S P PP VPTPPPPPON 55
SEIVICE OFfEIINGS ...ttt ettt e e e st e e e st bt e e e et bt e e e et e e e anbe e e e e neee 57
REVENUE IVIIX. ..ttt e oottt et e e o4 oo a bbbt e e e e e e e e e aaab bbbt e e ee e e e e aanbeseeaeaeesanbsbeeaaaaesaann 60
Customer RelAtIONSNIPS ... ..ot e e e e e e e e s e st e e et e e e e e e e e nnbeeeaaaaeas 64
TAIGEE MAIKELS ...ttt oottt et e e oo oo ha b bttt e e e e e e e e aanbbeee e e e e e e e e annbaeeaaeeesannrnreees 64
PrHINEVOIUMES ...ttt e ettt e e s n bt e e e e n bt e e ens bt e e enbee e e e enbeeesansbeeeeenees 67

PriNt ©-BUSINESS SEIVICES ....uvviiiiiiiiiieiiiiitte sttt e e sttt e e s et tee e s st e e e s sbe e e e s sbbeeesanbbeeesansbeeeeasbeeeesbbeeesannees 69
Barriers t0 IMPIEMENTALION .........ciiii e e e e e s e e e e e e s s b ab e e e e aeeessansnraeeaeeesesnns 76

The IMpact Of Print @-BUSINESS ......coiiiiiiiieiic et s e e e e e e e s e e e e e e e s enrneeees 77
Print e-BUSINESS PriCiNg MOUEI ........uuiieiieie et e e e s s r e e e e e e s s nnanreneee e e e annns 81

PriNt @-BUSINESS SYSIEMIS ...eeiiiiiiiiiiiiiiiie et e e e s st ee e e e e e s s e e e e e e e e s s st eereaeeesaasataneeeaeeessanssntnneeeeseannns 84
CoSt Of Print @-BUSINESS SYSIEIMS ...cciiiiiiiiiiitiie ettt et e st e e e anbe e e e annees 89

Print e-Business Linkage t0 Other SYSIEIMS......coouuiiiiiiiiie et 90

Print @-BUSINESS ChallENQES ...ttt e e e e e e s e e ee e e e aanes 92
Purchase Criteria and Importance of FeaturesS/FUNCLONS............ooiiiiiiiiiiiciiieeee e 93
Staffing for Print @-BUSINESS SEIVICES .......uiiiiiiiiiiiiitii ettt a et e e e e e e s e snnbeaeaae s 96

© February 2008, InfoTrends, Inc. www.infotrends.com Page 2



February 2008 e-Enablement: The Future of Graphic Communications

PErSONAI INTEIVIEWS . .eiiiiiiiiiiie ettt st e e e et e e e sttt a e e et e e e e sttt e e e anbbe e e e asbeeeessbeeeeennbeneeennnes 103
ENterpriSE/COrPOrate BUYETS ......ccoiieeieieieie e e e e sttt e e e s s s sttt e e e e e e s st ae e e e e e e s s snnntnaneeeeaeeesannnnnaneeeeesnannns 103
PrINt SEIVICE PIOVIOEIS ... .eeiiiiiiii e e ettt e e e sttt e e e e e e sttt et e aeeesanteeaeeeeaeeesantaaeeeeaeeasaanns 107

L 0 11 =2 PSR PR 111
ASSOCIALES GraphiC SEIVICES ...uvtiieeiitiiie ettt ettt e ekt e e s s et e e e st e e e e e sabb e e e e abbeessnbneeeeans 111
J oAV T gl r=To oI € 11 Lo TP URTTR RO 111
Ambit Press/Minuteman Press of Cambridge. .........ooo i 112
AFZONA STALE UNIVEISILY ...eeiiiiiiie ittt e e e ettt e e e e e e e s aan bt e e e e e e e e e e e sannbaaeaaeee s nnnereees 113
[T Tor 1Y = T T o (=TSP PRRRRR 113
[ =T0 Loyl T o] (e I T P SPR 114
T gT=To T oo o o RSP 115
L T (T gL | o g I =TT o o PSSR 116
SUgarBush Media SOIULIONS .....ueeiieeeii i s s e e e e e s s e e e e e e s e e er e e e e e s s e nnrnereeaees 117
I 12 U2 USRI 118
RV 1S = U 1| USRI 119

Print e-Business Software Vendors

© February 2008, InfoTrends, Inc. www.infotrends.com Page 3



February

2008 e-Enablement: The Future of Graphic Communications

Figure 1:

List of Figures & Tables

€-BUSINESS FUNCLONAIILY ...ttt e e e e e e e e e e e e eaaes 13

Table 1: Value of Shipments E-enabled ($BIllioNS) ........c.cooiiiiiiiiii s 15

Figure 2:
Figure 3:
Figure 4:
Figure 5:
Figure 6:
Figure 7:
Figure 8:
Figure 9:

Figure 10:
Figure 11:
Figure 12:
Figure 13:
Figure 14:
Figure 15:
Figure 16:
Figure 17:
Figure 18:
Figure 19:
Figure 20:
Figure 21:
Figure 22:
Figure 23:
Figure 24:
Figure 25:
Figure 26:
Figure 27:
Figure 28:
Figure 29:
Figure 30:
Figure 31:
Figure 32:
Figure 33:
Figure 34:
Figure 35:
Figure 36:
Figure 37:
Figure 38:
Figure 39:
Figure 40:
Figure 41:
Figure 42:
Figure 43:
Figure 44:
Figure 45:
Figure 46:
Figure 47:
Figure 48:
Figure 49:
Figure 50:
Figure 51:
Figure 52:
Figure 53:

Value of Shipments E-enabled ($BIllioNS) ........ccuviiiiiiiiiiiiiiice e 15
North American Print e-Business Software Market (3Millions)...........cccccvvviiiiiiinie e, 16
(O070] 121 0= 1 |V 4 TS SSERR 20
Number of Employees at ThiS LOCAtION...........iociuiiiiieie e e e e e e e e e e s e 21
LT Y2 o 11 ] Y/ SR 21
[0 L= T @ 1 4] =V Y/ SRR 22
B o] o T I 1L SRR 23
Communication EXpenditures iN 2007 .........coicueiieiiiiieeeiiiee ettt 24
Percentage of Communications Expenditure by Media Type .........ccoieiiiiiiiiiiiiiiie 24
Mean Change in Media EXPENItUIE ..........ooo it 25
Involvement in DeciSioNS DY FUNCLION ..o 26
Procurement ProCess fOr PriNt SEIVICES.......uuiii ittt 27
Use of Prepress, Printing and FiNiShiNg SEIVICES ..........ooiiiiiiiiie e 28
USE Of ANCIIAIY SEIVICES .....viiiiiiiie et e e e e e ae e e e e e s e e sanraaee e e e s snnrnreees 29
Internal versus External Business Printing SPeNd...........c..uvuvveiee i e e 30
Percentage of External Business Printing by Provider TYPe........cocccviieeieeeeii i 31
Percentage of External Business Printing by Relationship TYpe ......cccccceeeviiiiciiieeiee e 32
Percentage of Print Spending by Application TYPE ........oiiiiiiiiiiiiie e 33
Percentage of Print Spending Considered Variable Data .............occcvvveiiieiiiiiciiiiiinee e 34
Percentage of Print Jobs by Submission Method............ccoiiiiiiiiiiiii e 35
INEEINET ACTIVITIES. ... eei e e ettt ettt et e e e e e e bbbt et e e e e e e s ab b be et e e aeeesanbebeeeaaaeeesannrnneees 36
Mean Percentage of Print Spending via Internet by Application Type .........cooiiiiiiiiiiiiiiiinnee. 37
Mean Percentage of Print Spending via Internet by Application Type (Next 12 Months) ......... 37
Percentage of Print Volume via Internet Considered Variable Data ..............cccccvvveeeeeee i, 38
Length of Time Using Print €-BUSINESS SYSIEM .....cciciiiiiiiiiiiiieee et e e e 38
Length of Time Using Print €-BUSINESS SYSIEM .....cciciiiiiiiiiiiiiice et e e 39
Reasons for Purchasing System as Hosted or ASP SOIUtiONS.........cccceevveveei v 40
Purchasing Channel for Print €-BUSINESS SYSEM .......coiciiiiiiiiee e 41
Print e-Business System Linked to Other SYSIEMS .........oeii i 42
Print @-BUSINESS SYSIEM VENUOIS ..ottt e e e s 43
Mean Spend with Print €-BuSINESS SYSIEM.......ccuuiiiiiiiiiiiiie e 44
Usage/Access Charge of Print @-BUSINESS SYSIEM........ooiiiiiiiiiiiie e 44
Charge Methods for Print e-Business Related ServiCes .........ccuvuiiiiiiiiiiiiiiieeieeeeeieieeeee e 45
Deciding Factors When Purchasing Print e-Business SyStem..........cc.uuveviiioiiiiiiiiiieeeee e 46
Importance of Print e-Business FeatureS/FUNCLIONS..........cccceeveeiii i 47
Reasons for Not USIiNg the INtEINEL .......cvic oo 48
Print @-BUSINESS BENEFIES.......oiiiiiiiiiiiiiiii et s e s e e e e 49
Percentage of Cost Savings from Print €-BUSINESS............cuvivieeiiiiiiiiieiie e 50
B3/ 010 @ o =T = L1 o 55
ANNUAT REVEINUE ..ottt e ettt ettt e e sttt e e e s eab b e e e s anbe e e e snbte e e e s nnnneeas 56
TOAI EMPIOYEES ...ttt skttt e bt e e s s b e e e sabb e e s e e e s nnnnee s 57
SEIVICE OFfEIINGS ...ttt et e sttt e e sttt e e s st e e e s aabe e e e s anbneeeeans 58
Percentage of ReVENUE DY CAEOOIY .......occuuiiiiiiiiiieiiiite et 61
Percentage of Ancillary Revenue DY Category ... it 62
Percentage Change in Revenue (2006 V 2007) ......couuiuuiiiiieiaaaaaeiiiiee e e e e e e sniieeee s 63
Anticipated Revenue Growth (Next 12 MONthS) .........oooiiiiiiiiiii e 64
LI Lo [0 =T ] £ PSSR 65
CUSTOMET CONTACES ...t a e e e e s e a e s e s e e e e e a e e e e e e e ae e e ae e e ae e s 65
Percentage of Revenue by CUStOMEr CategOry ......ccccuiiiiiiiiieeieeee e e iiiiieeee e e e e e s seinrreee e e e e e e s snnees 66
GettiNg the WOIA OUL......ccii it e e e s et e e e e e e e st e e e e e e e s sernaneeaeeeeeanns 67
Percentage of Print VOIUME DY TYPE ..eeiiie oot e e en e e e e e e 68
Percentage of Print Volume by AppliCation TYPE ....ccoiuiiiiiiiiiii e 68

© February 2008, InfoTrends, Inc. www.infotrends.com Page 4



February 2008 e-Enablement: The Future of Graphic Communications

Figure 54:
Figure 55:
Figure 56:

Percentage of Print Jobs Submission by Method.............ccccevie e 69
Print e-Business ServiCes OffEriNgS ....uuuiiiiiiiiiiiiiiiieie e srer e e 70
Length of Time Offering Print €-BUSINESS SEIVICES.........ccoiiiiiiiiiiiie e 72

Figure 57: Percentage of Jobs that Use Print e-Business Capabilities ............cccoociiiiiiiiniee 73
Figure 58: Percentage of Print Volumes via the Internet TOday .........occueiiiriiiieiiiiieee e 74
Figure 59: Percentage of Print Volume via the Internet: Application TYPeS ......cc.uveeiiiiiiiiiiiiiiiiieeee e 75
Figure 60: Percentage of Print Volumes via the Internet BY TYPE .......uuiiiiiii i 75
Figure 61: Percentage of Print Volumes via the Internet (2008, 2009, 2010) .......ccevieeiiiiiiiiiiieieeeee e 76
Figure 62: Reasons for Not Making Greater Use of the INternet..........ccccceeeviiiiiiiiieeee e 77
Figure 63: Impact of Print €-BUSINESS SEIVICES ......cciiiiiiiiiiiiieiiee et e e e e e e e e e e sareraees 78
Figure 64: Percentage of Change Due to Print €-BUSINESS SEIVICES ......ccciieeiiiiiiiiiiieieeeeesciiireeee e e e e e seenns 79
Figure 65: Percentage of Change Due to Print e-Business Services (Next 12 months) ........cccccceevvenvnnee. 80
Figure 66: Profit of Print e-Business Services Compared to Other SErViCeS ......cccccveeviiiciiiieieeeeee e e, 81
Figure 67: Charging for Access/Usage of Print @-BuSiNeSS SYStemM ........ccocciiiiiiiiieiniiiee e 82
Figure 68: Charging for Print e-Business Related SEIVICES .........cccviiiiiiiiiiiiie e 83
Figure 69: Print @-BUSINESS MOUE...........oiiiiiiiiiiiiii ettt s b e e eees 84
Figure 70: Print e-BuSINESS SOIUtION CROSEN .......uiiiiiiiiiiiiieiit et e e e snbe e 85
Figure 71: Plan to Purchase Vendor Solution to Replace Internal Solution ............ccccccoviiiiiiiieienniniieee. 86
Figure 72: Reasons for Purchasing Hosted Print e-Business SOIUtioN ............ccuuveeiiiiiiiiiiiiiiieeeee 87
Figure 73: Vendors of Print @-BUSINESS SYSIEIM ......cciiiiiiiiiiiieiieeee et e e st e e e e e e s ee e e e e e e s sreaeees 88
Figure 74: Purchase Channels for Print -BUSINESS SYStEM........ccoiiiiiiiiiiiee et 89
Figure 75: Mean Spend on Print €-BUSINESS SYSIEM .........uuiiiiiiiie e e e e e sannees 90
Figure 76: Print e-Business System Linked to Other SYStemS .........cccvviiiiiie e 91
Figure 77: e-Business Implementation ChallenNges ............uuviiiieiiiiiiciiiiece e 92
Figure 78: Deciding Factors When Purchasing Print e-Business System.........ccccccccveeeiiiiciieeeee e 93
Figure 79: Importance of Print e-Business FeatureS/FUNCHIONS.............cccoe i 95
Figure 80: Projected Staff Increase by Function (Next 24 MONthS) ..........cooiiiiiiiiiiie e 97
Figure 81: EXpertiSe in SUPPOITING SEIVICES ......coiuiiiiiiiiiiee ittt ettt ettt et s e e s are e e s eeees 99
Figure 82: Staffing Approach to SUPPOIt NEW SEIVICES .......cciiiiiiiiiiiiiiiiaee e a e 102
Table 2: Demographics of Companies INEIVIEWET ...........coiiiiiiiiiiieiae e 103
Table 3: Demographics of Print Service Providers INtervieWed............occuuviiiiiiiiiiiiiiieeeee e 107

© February 2008, InfoTrends, Inc. www.infotrends.com Page 5



