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Development and implementation of a tailored printer maintenance contract

As the fastest growing
retail group in Ireland,
immense pressure was
being put on ADM
Londis’s I'T department.
Printer breakdowns and
maintenance problems
were proving excessive.
Historicially ADM Londis
dealt with this by assigning
the responsibility of
maintenance to their
internal IT staff. A change
was needed.

Background

With success and growth this
responsibility was taking up too
much of their time. It was also

costly from a financial perspective
as the internal IT staff had to

receive full training on the diversity
of equipment deployed (hp, oki,
genicom, IBM, Printronic etc). This
proved very expensive to maintain
given the constant change in
technology deployed and the
addition of new staff members.
Finally, notwithstanding the human
and financially resources dedicated
to in-house maintenance, employees
felt that the level of service provided
was simply not good enough — many
encountered problems when they
needed to print.

ADM's Londis decided that it was
not in their interest to allocate the
required manpower to deal with
printer breakdowns and that their
IT staff should be concentrating on
more important issues within the
IT department. They identified a
requirement for a top top quality
printer maintenance provider. The

most important criteria in choosing
this provider was that the selected
company would have to be capable
of providing a prompt service,
resulting in the least possible
amount of downtime. This would
mean that the inconvenience caused
to users as well as the financial loss
caused to the company would be
minimised. Ergo’s reputation for
quick response, technical expertise
and quality service in the printer
maintenance arena meant that they
were the perfect candidate to fulfil
ADM Londis's requirements.

The Solution

Having successfully completed a
bespoke print solution for Wicklow
County Council's Courts Service,
Ergo was invited to come up with a
solution. “In this instance we costed
it and concluded that investing in a
new printer that could be carefully
reconfigured to meet the very
specific requirements would give the
Council a better return,” said O'Neill.

The solution was a continuous forms
laser printer with a tractor feed



“Today Ergo take care of maintenance for us and all I
can say is that printing is simply not a problem for us
anymore. If you want one less thing to worry about as an IT
Manager I would recommend an Ergo Managed Services
maintenance solution” Pat Corrigan, IT Manager, ADM
Londis

device that that passes the paper into a standard laser
printer roller. A combination of old and new technologies
did the job.

The Ergo team configured the printer for the Council,
calibrating and adjusting the alignment to ensure a
continuous run of consistent quality. Macros were set up
- printer commands and control codes that are stored in
the hardware's memory - allowing instant access to the
right configuration for each job.

The new ‘catch-all’ printer supplied by Ergo was also big
and robust enough to handle the volume and enabled
Wicklow to print 87,000 polling cards far easier and with
less user input than was previously possible.

The Benefits

By formulating a maintenance contract tailored to meet
the specific requirements of ADM Londis, Ergo were
able to alleviate printer problems, leaving the internal IT
department free to focus on core IT issues. The present
contract consists of on-site cover over five days a week.
All 14 printers at the facility are covered under a three
hour response repair and maintenance from 9.00am
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to 17.30am from Monday to Friday. If it is not possible

to repair the printer on-site, a replacement is provided
immediately. Ergo also ensure that any business critical
printers are covered with a maximum one hour response
time.

This ensures that in the event of printer failure, the
damage done to business operations is minimised. In
addition, Ergo carry out a full preventive maintenance
audit on all printing equipment four times a year to
identify any potential problems before they occur. Thus
the combined service elements ensure optimal printer
uptime and device performance.

Today

ADM Londis are very pleased with the professional
service which they receive from Ergo and the increase
in printer uptime achieved. Through their dedicated
Ergo Account Manager, both companies continue to
work together to devise ways to improve the printing
environment and the service provided to ADM Londis.
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