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Executive Summary 

This document details the U.S. Document Outsourcing Market Forecast for 2011 through 

2016. The document includes actual and forecasted revenues, trends, and analysis across 

four primary segments: On-site Contracted Services, Transaction Document Services, 

Off-site Contracted Services, and Document Process Outsourcing. 

Key Findings 

 U.S. document outsourcing revenues totaled $35.2 billion in 2011 and are expected to 

grow to $39.8 billion by 2016 at a 2.5% CAGR. 

 On-site Contracted Services is expected to grow at a 3.4% CAGR. Growth in this 

segment will be driven by Workgroup Document Services (6.7% CAGR). 

 Document Process Outsourcing remains the fastest growing segment (14.2% CAGR), 

with Transaction Document Services staying relatively flat at a -0.1% CAGR. 

Recommendations  

For Document Outsourcing Service Providers 

 Review your small- to medium-sized business (SMB) plan to ensure you have a 

scalable solution (that can be profitable) to support this underserved market. 

 Consider the impact of disruptive digital channels–Internet, mobile, and social–and 

what role your organization will play in helping clients manage these channels. 

 Continue to move upstream to capture new opportunities for end-to-end process 

automation, data management and analytics, as well as creative and consultative 

services. Providers that are not making transformational change to their business 

models and services offerings are at risk of limited future relevance. 

For Document Outsourcing Clients and Prospects 

 Consider end-to-end document process outsourcing. Whether it is a customer 

onboarding process, accounts payable, or claims processing, document outsourcing 

providers are uniquely positioned to support your needs.  

 Seek a document outsourcing provider that can clearly articulate its role in 

supporting communications across channels–print, Internet, mobile, and social–to 

help you provide your customers with the best brand experience possible. 

 Revisit providers’ services portfolios as many have recently expanded their 

capabilities. There may be additional services of value to the organization that can be 

negotiated at a discounted rate. 
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Introduction 

InfoTrends’ Document Outsourcing Consulting Service tracks, analyzes, and reports 

on the document outsourcing markets in the U.S. and Western Europe. This annual 

report, the U.S. Document Outsourcing Market Forecast, provides a detailed 

snapshot of the document outsourcing market, forecasts growth over the next five 

years, and includes a complete analysis of the trends driving the industry at present 

and in the future. Covering the period between 2011 and 2016, this document provides 

financial, statistical, and qualitative information required for effective strategic planning. It 

serves as a valuable reference for organizations considering a document outsourcing 

engagement, as well as for those enterprises seeking to benchmark existing engagements. 

Methodology 

InfoTrends’ methodology for the generation of this report encompasses primary and 

secondary research, coupled with analysis of market news and trends in the United 

States. Primary research includes in-depth interviews with key decision-makers at 

document outsourcing customer sites, as well as interviews with major document service 

providers. We use these sources to deliver the industry’s most comprehensive end-to-end 

evaluation of the state of the industry, as well as its intermediate and long-term outlook. 

A major portion of this primary research is derived from the confidential collection of key 

financial metrics and strategic insight from major service providers, including current 

and projected revenues, service offerings, and go-to-market strategies. This involvement 

from service providers enables us to produce a representative picture of the industry 

today, as well as its future opportunities. 

Informed with the qualitative and quantitative data from customer and service provider 

interviews, InfoTrends uses our proprietary analytical market model to forecast total 

market size and growth rates for each of the four primary document outsourcing segments.  

Secondary research used within the analysis was also comprehensive, and includes 

InfoTrends’ own market research, federal and state government statistics, data from 

industry trade associations, data from other research providers, as well as corporate 

earnings data from annual reports. This data validates knowledge about the marketplace 

that is derived from primary research. 
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Companies Tracked 

InfoTrends’ Document Outsourcing Forecast is based on a variety of resources, including 

interviews with document services buyers and providers, overall industry data, and 

specific provider revenues. Table 1 illustrates various types of service providers that are 

active in this market. 

Table 1: Examples of Document Outsourcing Service Providers 

On-site Services: Managed Print Services (MPS) and Facilities Management (FM) 

Canon Merrill Corporation Ricoh (Including IKON) 

Hewlett-Packard Océ Business Services Service Point 

IST Management Pitney Bowes Williams Lea 

American Reprographics Company  Xerox Global Services 

Commercial Printers: Forms and Specialty 

Cenveo Merrill Corporation Transcontinental 

Consolidated Graphics Quad/Graphics Vertis Communications 

Ennis RR Donnelley WorkflowOne 

 Standard Register  

Office Suppliers: Franchises/Quick Printers and Office Superstores 

Allegra Network Minuteman Sir Speedy 

Alphagraphics Office Depot Staples 

FedEx Office OfficeMax The UPS Store 

 PIP Printing  

Transaction Document Services 

ADP DST Output HOV Services RR Donnelley 

Alliance Data First Data Merrill Corporation Standard Register 

CSG Systems Fiserv  Regulus Symcor 

Document Process Outsourcing (DPO) Providers 

IBM Global Services RR Donnelley 

Océ Business Services Williams Lea 

Pitney Bowes Management Services Xerox Global Services 

Print Management/Strategic Sourcing 

E-LYNXX 

HH Global 

InnerWorkings 

LogicSource 

Océ Business Services 

Pitney Bowes 

RR Donnelley 

 

Smart Source 

Standard Register 

Williams Lea 

WorkflowOne 
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General Definitions 

When reviewing this forecast, it may be helpful to reference the definitions below.  

 This forecast projects a compound annual growth rate (CAGR) for the period 

between 2011 and 2016. The CAGR is defined as the average year-to-year percentage 

change for the entire period. 

 All revenue figures are expressed in terms of real U.S. dollars with 2011 as the base 

(i.e., 2011-2016 dollar values are expressed in 2011 dollars).  

Document Outsourcing Defined 

InfoTrends defines “document outsourcing” as the delegation to a supplier of a full range 

of business communications services, including creation, design, production, processing, 

mailing, electronic transmission, and/or fulfillment of any type of printed or electronic 

document. Document-related applications that are within the scope of this forecast are 

defined as inherently mission-critical or operationally necessary. These range from 

marketing materials and direct mail to product documentation as well as invoices, 

statements, purchase orders, confirmations, letters, customer-direct communications, 

policies, and contracts. This forecast excludes printing jobs that are the primary product 

of an organization (i.e., books, catalogs, magazines, and newspapers).  

Segment Definitions  

InfoTrends divides this marketplace into four segments. (For greater detail on each 

segment, please see our Forecast section below.) 

 On-site Contracted Services are document services provided under a long-term 

contract at a customer’s location, such as an office, factory, warehouse, or other 

customer business area. 

 Off-site Contracted Services are document services provided under long-term 

contract at the service provider’s facility, which is not located at a customer site. 

 Transaction Document Services are defined as the design, production, 

printing/imaging, mailing, electronic presentment, and database management 

associated with bills, statements, and other financial documents. 

 Document Process Outsourcing (DPO) is defined as the assignment of an entire 

document-intensive business process to an external service provider. All steps within 

the outsourced process, from end-to-end, become the sole responsibility of the 

outsourcing service provider.  
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Document Outsourcing Market Trends 

Market Overview 

Despite little growth in the first three quarters of 2011, the U.S. economy showed signs of 

promise with a healthy GDP growth of 3% in the final quarter of the year. Overall GDP 

growth stood at just 1.7% for the year (hampered by those initial sluggish three quarters), 

which posted growths of 0.4%, 1.3%, and 1.8%, respectively. After opening 2012 with first 

quarter growth of 1.9%, it is possible that another dormant economic year lies ahead amid 

the November presidential election. Due to the nature of the business, the document 

outsourcing market remains a significant domestic growth segment, and is expected to do 

very well over the forecast period despite continuing concerns over the economy.   

Document outsourcing revenues continued to grow across all categories in 2011. 

Amended economic factors continued to help outsourcers enter new discussions with 

clients and prospects on the topics of traditional outsourcing services, as well as new 

services and extended geographic reach. While not all providers publicly announce 

their key successes of 2011, what follows is a sampling of some of the 2011 

announcements worth mentioning. 

HH Print Management underwent an aggressive rebranding in 2011 and is now HH 

Global. In an effort to strengthen its offering in other media (i.e., digital, retail, and 

broadcast), the company has hired 25 people from outside of the printing industry over 

the last two years. The rebrand has shifted their positioning from “a leading marketing 

services provider” to a “cross-media global brand campaign management company.”  

Océ Business Services closed out last year with an announcement that it had launched its 

Océ PrintExpress online print and distribution service in partnership with Mimeo. This 

Web-to-print service enables a more efficient business workflow and is completely Web-

based (with no need to install the software). In the press release, Océ Business Services 

noted that a major healthcare provider had already leveraged the platform for manual 

printing for a training conference. Having a strong Web-to-print service has been a key 

focus for many document outsourcing providers over the course of the last several years. 

Pitney Bowes kicked off 2011 with the announcement that it would be launching Volly, a 

secure digital delivery service. By the end of the year, Pitney Bowes had announced that 

they had signed 30 agreements with high-volume mailers and service bureaus. Another 

big announcement from Pitney Bowes in 2011 was in regard to its efforts to help mailers 

monetize TransPromo. In August, the company launched its MarketSpace Web platform 

designed to connect high-volume mailers with third-party advertisers to sell statement 

white space. Between these two announcements, it is clear that Pitney Bowes is evolving 

its services business to be more relevant to the changing needs of their clients. 
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Standard Register also expanded its contract within one of its long-standing accounts, 

Honeywell, in 2011. Based on the press release, “Standard Register will manage 

production for Honeywell documents including business forms, production labels and 

tags, manuals, technical literature, and other Honeywell commercial printing needs in the 

U.S., Mexico, and Canada.” This is a notable expansion from the corporate shared 

services as well as the Aerospace and Specialty Materials business unit support they have 

provided in the past. In the healthcare space, last year’s acquisition of Dialog Medical 

provides Standard Register’s healthcare division with a stronger services offering, 

including informed consent management. 

Williams Lea expanded its services breadth in 2011 with its acquisition of Tag, the largest 

independent marketing execution and production agency at the time. This greatly 

expanded Williams Lea’s creative services offering, as well as giving Williams Lea access 

to some of the world's largest and most successful consumer and business to business 

brands. In terms of new business, Williams Lea also had a major win with a five-year $115 

million deal with Guthy-Renker, LLC—which is one of the largest direct marketing 

companies in the world.  

Xerox’s fourth quarter 2011 earnings call revealed that their Services revenue was up 6%, 

fueled by an 8% growth in new financial services and government deals in business 

process outsourcing. Xerox’s ACS business made several European acquisitions for IT 

outsourcing (ITO), while a deal with Medco in the U.S. reinforced the value of expanding 

services. The deal allows Medco’s 65 million members to personalize their prescription 

drug management information and communication delivery channels by leveraging 

Xerox’s Communication and Marketing Services–a role that brings Xerox closer to 

trusted advisory and further from “vendor” from a client perspective. Lastly, through its 

ACS business, Xerox acquired transaction printer Symcor’s U.S. operation to expand its 

financial service offering. 
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Major Trends 

Between interviews with key players in document outsourcing and continuing coverage of 

the market, InfoTrends has observed the following major market trends. 

Growth in End-to-end Document Process Outsourcing and Automation  

Enterprises are seeking efficiency. While it requires a longer sales cycle, InfoTrends 

continues to see growth in the document process outsourcing (DPO) space. Whether an 

enterprise is seeking support in claims processing, customer onboarding, invoice 

processing, or another document-related business tasks, document outsourcing vendors 

are stepping up to the opportunity to support. As providers improve their process 

automation capabilities, InfoTrends expects to see continued strong growth in DPO as 

organizations recognize the added business value that outsourcing an end-to-end process 

enables–including new revenue streams, higher productivity, improved competitive 

agility, and enhanced customer service.  

While many end customers do not allow the outsourcing providers to share DPO success 

stories publicly, InfoTrends outlined examples from Océ Business Services and Pitney 

Bowes Management Services in a paper published last year entitled The Evolution of 

Document Process Outsourcing. A recent Pitney Bowes analyst event reinforced the 

message that end-to-end support services would continue to be a strong growth area.  

Paperless by Default Affects Transactional Print Volume 

InfoTrends expects transactional mail volume to continue to decline due to new company 

policies and consumer demand for alternative delivery channels. Approximately 15% of 

bills and statements sent to consumers in the United States are sent exclusively through 

electronic means today, and that market is expected to grow to 36% by 2015. This decline 

in mail volumes will be driven by a combination of marketing efforts and a change in 

provider policies. For instance, providers are beginning to shift to “paperless by default” 

policies for new customers–resulting in some level of guaranteed shift from paper to 

electronic, while also trying to push adoption through traditional marketing channels for 

existing customers. As a result, transaction document outsourcing providers need to 

continue to develop solutions that support clients in all of their electronic delivery needs 

(i.e., through cross-channel and cross-media).  

Supporting Clients in their Drive to Multi-channel Delivery and Management 

It is clear that multi-channel communications are top of mind for all of the key players in 

the document outsourcing market. Providers discussed the need to provide tools to 

clients to move from channel to channel; the proliferation of channels resulting in more 

sources of documents (but smaller volumes per channel); clients’ needs for consolidating 

partners to a standardized multi-channel delivery platform; and improving the customer 

communications experience. While providers have been saying that they support multi-
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channel communications for a while, they are starting to become more tangible (e.g., 

successful implementations, new investments, integrated technology). Enterprises are 

really struggling with tackling the diversity of communications in-house and are seeking 

the expertise of external providers. Providers can then realize new revenue opportunities 

associated with managing a customer communications workflow versus the highly 

commoditized print output market. Over the current forecast period, InfoTrends expects 

major document outsourcing providers to make significant strides in multi-channel 

communications management. 

The Healthcare Market Receives Additional Vertical Focus  

A top trend continues to be the movement towards a vertical market focus, as companies 

seek outsourcing experts in their respective industries. The need for vertical market 

expertise has partially risen out of document outsourcers’ desire to expand their services. 

As they push further away from “print provider” and begin to provide additional strategic 

support for their clients, outsourcing providers must become experts in the governance 

and compliance side of their clients’ industries. 

One industry that InfoTrends expects will garner even more interest during this forecast 

period is the healthcare market. Our data shows that this market is one of the least 

progressive when it comes to document management and delivery, yet it is among the 

most aggressive in its expectations for embracing digital delivery in the future. While 

financial, insurance, telco/utility, legal, and other markets have received more attention 

historically, nearly all of the major outsourcing providers have shown interest in this 

market via investment or inquiry, and we expect that to drive more competition for niche 

players and new business opportunities for the document outsourcing market as a whole. 

New Requirements in the Outsourcing Contract Process 

As providers seek to expand their relationships beyond traditional “output” services, 

contract requirements are changing. For instance, the relative importance of front-end 

services (e.g., creative, data, content management) is growing. This might be because 

providers are increasingly calling on marketing departments (versus procurement). One 

provider noted that having competency in front-end services used to represent 10% of the 

reason that a client would choose them over a competitor. In the past 12-18 months, 

front-end services have come to represent close to 40%-50% of the decision process. 

Clients want a lot more control over these front-end processes, and they want to ensure 

that the outsourcing provider they select is going to give them that level of control. 

Another provider noted that there is interest in mobile and social support services, but 

this topic more often comes up as part of the discussion than as part of the contract 

process. In the Transaction Document Services segment, however, we found that mobile 

support capabilities (e.g., mobile-optimized delivery, payment) have become an 

increasingly critical component of the contract process.  
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Discussions Converted to Contracts  

During the recent recession, companies that had once been completely opposed to 

seeking outside support for document-related tasks began to explore the cost-saving 

potential of such an agreement. For document outsourcers, this was an encouraging 

development; however, only a few of these discussions have led to new contracts. The 

challenge is that these long-time holdouts were forced into identifying cost-savings 

opportunities several years ago, but have needed time to negotiate internally on the best 

course of action. Many providers had the chance to have additional discussions with these 

organizations–easing concerns, and providing more detail on the ways in which they can 

provide support. Based on the typical length of a new services sales cycle, InfoTrends 

expects to see significant inroads made with net-new outsourced business that will help 

stabilize business lines that are otherwise in decline and create new revenue 

opportunities for expansion of services. 

Major Providers Seeking New Opportunities within SMBs 

Another recurring discussion point in recent years has been the small-to-mid-sized 

business opportunity. It has been interesting for us to speak with providers over the years 

and hear how their lower limit has changed. For instance, one of the largest transaction 

document services providers used to have a lower limit at around 1,000,000 mail pieces 

per month. A few years later, they dropped it to 500,000 mail pieces and have most 

recently stated that they have optimized their workflow to the point where they would 

entertain contracts in the range of 250,000 mail pieces per month. The story is similar for 

other providers across the segments we track. The major difference for many of these 

providers is that they are no longer interested in only the mail volume, but instead are 

also looking at the total contract opportunity if they can take on other components of a 

mid-sized organization’s business. As they have broadened their services reach, the total 

contract value of a smaller business starts to look more appealing. The challenge is 

ultimately ability to scale. One provider noted this as a hurdle to entering the SMB 

market, but cited the Legal segment as an exception due to the large volumes of 

documents and eDiscovery opportunities. 

Print Management Contracts are on the Rise  

The domestic print management market is in its infancy compared to the U.K. and other 

Western European economies. In fact, one of the European providers noted that the 

appeal of expanding into the U.S. market was due to double-digit margins that providers 

are collecting, compared to the single-digit margins available in Europe. While 

InfoTrends’ document outsourcing forecast does not specifically track print management 

growth in its current form, this burgeoning sector of the U.S. market is a growth 

opportunity for many of the key document outsourcing providers. One of the most laser-

focused companies in the domestic print management space is InnerWorkings, with two-



FORECAST U.S. Document Outsourcing Market Forecast: 2011-2016 

 

 
© InfoTrends 2012 

 
13 

 

thirds of its $634 million 2011 revenue coming from the United States. Williams Lea, 

headquartered in the U.K., has also vastly expanded its customer base in the U.S., and its 

recent acquisition of Tag has created new account expansion opportunities. HH Global is 

another successful U.K.-based print management firm that rebranded last year and has 

its sights set on growing its business in the U.S., as well. Other major document 

outsourcing companies to watch in this space include R.R. Donnelley, Standard Register, 

WorkflowOne, and Xerox. While these are some of the existing players, InfoTrends 

expects to see new entrants of all sizes.  

Traditional Services Begin to Mature 

Mailroom management has always been a foot in the door for outsourcing providers that 

are hoping to play a broader role within a client organization. While some providers cited 

continued growth opportunities in mailroom management, others view it as an already 

mature (and declining) market. Over the course of our interviews, InfoTrends pressed 

providers on this point. Although the general consensus was that per-client mailroom 

management contract values were in decline, new mailroom outsourcing contract wins 

and opportunities in the U.S. and Europe can offset declines over the forecast period. 

Copy/Print/Bind services and Distribution services must start to decline as the 

conversion of in-plant facilities continues toward outsourced models. InfoTrends will 

continue to monitor these segments to help identify the inflection point where CAGRs will 

flatten and go into decline.  

Aggressive Service Expansion and Repositioning  

As companies increase business process automation and leverage data to drive decision 

making and customer communications, the relevance of existing outsourcing contracts is 

declining. Growing demand for digital services that support multi-channel 

communications and enable a mobile knowledge workforce is leaving enterprise accounts 

at a loss due to a lack of talent, technology, and time to implement and manage these 

systems. As a result, document outsourcing providers are aggressively searching for new 

revenue opportunities in adjacent (and sometimes tangential) markets. InfoTrends is 

conducting extensive research on service expansion opportunities for document 

outsourcing to help outsourcing providers with strategic planning. The research will also 

help fuel an overhaul of the document outsourcing forecast to better align InfoTrends’ 

market segmentation for the future of the document outsourcing landscape.  
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United States Document Outsourcing Forecast: 2011-2016 

In 2011, the document outsourcing market in the U.S. reached a total of $35.2 billion. The 

market is expected to increase at a five-year CAGR of 2.5%, reaching $39.8 billion in 

2016. Over the past few years, the market has continued to grow steadily and InfoTrends 

expects this trend to continue throughout the forecast period. 

Drivers and Trends 

Traditional motivating factors will continue to play a key role. These factors include:  

 Cost reduction: Cost reduction took on renewed importance after the most recent 

financial crisis and will continue to be a key outsourcing driver. 

 Focus on core competencies: Outsourcing non-core functions frees up resources 

to concentrate on primary business competencies and objectives. 

 Access to technology: Outsourcing enables organizations to gain access to current 

technology without making capital investments. 

 Transition from a fixed cost to variable cost model: Outsourcing clients are 

seeking pricing flexibility depending on their changing demand for services. 

Figure 1: United States Document Outsourcing Market Forecast ($Millions) 
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On-site Contracted Services 

Overview 

On-site Contracted Services are document services provided under a long-term contract 

at a customer’s location, such as an office, factory, warehouse, or other customer business 

area. While services within this area are significantly varied, revenues within this area are 

derived from a co-located facility at the customer’s operation.  

A popular example of on-site contracted services is mailroom management services, 

including the processing of incoming mail for distribution within an organization, the 

receipt of parcels from delivery sources for distribution, and the pickup/delivery of 

internally distributed correspondences. 

Office infrastructure may also be included in this segment. The management of printer 

fleets and other peripherals may be outsourced as part of an On-site Contracted Services 

engagement. These services may comprehensively cover every facet of the network 

operation environment, including content management, digital rights management, 

online education, and decision support services. They might also be confined to providing 

support for office printing and professional production devices in the enterprise. While 

some managed print services are included within the On-site Contracted Services 

segment of the document outsourcing forecast, InfoTrends has a separate dedicated 

forecast that encompasses all office-focused managed print services. 

Drivers and Trends 

Primary trends impacting the On-site Contracted Services segment include: 

 Increase in hybrid service contracts: While on-site management services 

remain a growth market, enterprise clients’ needs continue to expand beyond 

facilities management to off-site and cloud-based support.  

 A push toward digital distribution: With increased demand for digital 

distribution, scanning and input services will begin to mature. Digitization of historic 

Legal and Healthcare files will continue to drive growth in the near-term. 

 Data center print services moving to off-site management: Service providers 

are citing a decrease in on-site data center print revenue with declines in print, and as 

this task is being transitioned off-site to achieve a more favorable cost structure. 
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Segment Forecast 

The On-site Contracted Services segment increased 2.9% in 2011 to $9.9 billion. Over five 

years, the segment is expected to increase at a 3.4% CAGR and close out 2016 at $11.7 

billion in revenue. InfoTrends expects On-site Contracted Services to continue to increase 

at a slightly higher rate over the five-year forecast period compared to the document 

outsourcing market as a whole. 

Figure 2: On-site Contracted Services Segment Forecast ($Millions) 
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Service Forecast 

Workgroup Document Services continues to drive the On-site Services segment, growing 

at a 6.7% CAGR over five years. Document Data & Content Services will grow steadily at a 

five-year CAGR of 5.3%, and InfoTrends expects the service to eclipse $2 billion in 

revenue by 2015. Centralized Services will increase slightly at a five-year CAGR of 1.9% 

due to healthy increases in Document Scanning & Input Services and Document 

Composition & Creative Services. These services are expected to grow at five-year CAGRs 

of 4.9% and 4.0%, respectively. Service areas that are expected to decline include Fax 

Services (-15.0%), Data Center Print Services (-3.1%), and Distribution Services (-2.3%). 

Because of the small total revenue associated with the declining Fax Services market, 

InfoTrends expects to remove dedicated coverage from future forecasts and, instead, 

bundle it into Other Services. 

Table 2: On-site Contracted Services Forecast by Service ($Millions) 

 2011 2016 CAGR 

Copy/Print/Bind Centralized Services $1,711 $1,861 1.7% 

Data Center Print Services $481 $411 -3.1% 

Fax Services $43 $19 -15.0% 

Document Scanning & Input Services $276 $351 4.9% 

Document Composition & Creative Services $893 $1,088 4.0% 

Total Centralized Services $3,403 $3,731 1.9% 

 

Workgroup Document Services $2,261 $3,133 6.7% 

Document Data & Content Services $1,676 $2,173 5.3% 

Distribution $1,244 $1,109 -2.3% 

Consulting $1,336 $1,585 3.5% 

Other Services $17 $19 2.2% 

Total On-site Contracted Services $9,937 $11,749 3.4% 
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Off-site Contracted Services 

Overview 

Off-site Contracted Services are document services provided under a long-term contract 

at the service provider’s facility, which is not located at a customer site. Services within 

this segment are defined by their long-term contracted nature and by the fact that they 

are not co-located within customer facilities. InfoTrends includes “near-site” services 

within the definition of off-site services since they are not physically located on customer 

premises.  

An Off-site Contracted Service/Document Outsourcing relationship normally includes 

services beyond print. The service provider may provide creative services, imaging and 

digital document library maintenance, inventory management, document package kitting, 

and fulfillment.  

Off-site Contracted Services does not include the traditional “bid for job” approach to 

printing sales, but instead relies on high document volumes, knowledge of customer 

needs, and strategic partnerships to develop a long-term contracted and profitable 

revenue stream that also addresses customer needs and reduces costs.  

Drivers and Trends 

Primary trends impacting the Off-site Contracted Services segment include: 

 Recognizing the importance of data: Off-site outsourcing services providers are 

becoming increasingly savvy with leveraging customer and prospect data for more 

relevant communications. Data services will continue to grow in importance as 

communications shift from physical to digital, and consumers demand relevance. 

 Continued migration to color: Vendor offerings for low-cost, high-speed color 

digital printing devices and improved workflow efficiencies have helped accelerate 

the migration from black and white to color output among off-site services providers. 

 Expansion of marketing services: Marketing services offerings are an area that 

we have been watching for a few years. It is clear that off-site providers want to be 

more competitive in this space, but some lack the brand license and others have not 

fully committed to the mission. For providers that have been successful, the new 

opportunities and revenue streams have been worth the journey. 
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Segment Forecast 

From a 2011 revenue base of $21.9 billion, Off-site Contracted Services growth is expected 

to trend upward at a five-year CAGR of 1.9%, increasing to just above $24 billion. This 

segment is the largest of the forecast segments, accounting for 60% of U.S. revenues.  

Figure 3: Off-site Contracted Services Segment Forecast ($Millions) 
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Transaction Document Services 

Overview 

Transaction Document Services is defined as the design, production, printing/imaging, 

mailing, electronic presentment, and database management associated with bills, 

statements, and other financial documents. Examples of transaction documents include 

statements, invoices, evidence of coverage, explanation of benefits, contracts, proposals, 

trade confirmations, 401Ks or other retirement documents, brokerage account 

information, and insurance policies. Also included in this segment are documents that 

might be produced for an accounting department, such as reconciliation reports and 

credit/debit logs, purchase orders, bills of lading, as well as other business documents 

handled within the supply-chain. Many of these documents are legacy documents 

produced as a condition of doing business and are often mandated by law. 

Transaction Document Services providers typically serve the financial industries (e.g.,  

banks, insurance companies, brokers, broker-dealers, and claims processing companies) 

as well as utilities, direct marketing, and retail distribution businesses. They may provide 

simple services (e.g., printing from a customer-supplied print image) or more 

sophisticated processing that incorporates data and print images from a variety of sources 

(e.g., bank statements that include check images).  

While this marketplace is dominated by traditional transaction document players, the 

industry’s focus on TransPromo has created a new level of discussion in recent years that 

includes marketing and customer communications departments in the decision-making 

process. InfoTrends recently published an analysis entitled “TransPromo Today: An 

Industry Perspective” that provides an update on the market, remaining barriers to entry, 

and success stories that show the new revenue opportunities at a time when total print 

volumes are declining. 

Transaction document printing is performed external to the enterprise at centralized sites 

that serve a number of customers. Some Transaction Document Services providers 

maintain a single site, while others have regional plants that enable them to optimize 

print and mail activities to save their customers postage and delivery time.  

This segment is considered separate from the data center print services that are 

performed under an on-site contracted services agreement.  

Drivers and Trends 

Primary trends impacting the Transaction Document Services segment include: 

 Expanding support for electronic delivery channels: One of the 

communication challenges for businesses today is supporting all of the delivery 

channels that end consumers want to access. Whether it is print, biller direct, bank 

bill pay, secure e-mail, or a digital mailbox, businesses are seeking an integrated 
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solution that can be easily deployed by a single provider. As print volumes decline, 

this is an area where transaction document outsourcing providers can expand. 

 Cloud-based solutions: Hybrid solutions are an essential component of multi-

channel delivery models. Cloud-based solutions offer a digitized and centralized 

option for transaction document delivery and storage. 

 Emergence of white paper solutions: With a combination of increased speed, 

print quality, and the declining cost of high-volume color printing, outsourcing 

providers are moving customers to white paper solutions that eliminate pre-printed 

forms and create an opportunity for entry into digital color. 

Segment Forecast 

In 2011, Transaction Document Services were essentially flat (0.2%) when compared to 

2010, generating revenues of $2.7 billion. Over the next five years, growth will remain flat 

due to declining print volumes. Opportunities in electronic distribution services will help 

mitigate a more rapid decline in this segment. 

Figure 4: Transaction Document Services Segment Forecast ($Millions) 
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and Distribution Services (-2.1%) are expected to continue to decline through the forecast 

period. 

Table 4: Transaction Document Services Forecast by Service ($Millions) 

 2011 2016 CAGR 

Printing & Related Services $1,976 $1,674 -3.3% 

Distribution Services $100 $90 -2.1% 

Electronic Presentment Services $417 $644 9.1% 

Creative & Input Services $148 $192 5.3% 

Data & Content Services $79 $104 5.5% 

Total Transaction Document Services $2,721 $2,704 -0.1% 

Document Process Outsourcing 

Overview 

A document-intensive form of business process outsourcing (BPO), document process 

outsourcing (DPO) is defined as the assignment of an entire document-intensive 

business process to an external service provider. All steps within the outsourced 

process, from end-to-end, become the sole responsibility of the outsourcing service 

provider. Whereas traditional document outsourcing engagements involve the 

outsourcing of a task or tasks (e.g., printing, scanning, mail room management) in 

support of a number of business functions, DPO refers to the outsourcing of a process, 

composed of a number of tasks, in support of a single business process or function.  

Generally, DPO agreements require service providers to meet basic service level 

agreements, which in some cases include compensation being received as a 

percentage of savings. As part of the agreement, compensation for the service 

provider increases non-linearly with performance, with a greater proportion of 

savings being received as payment as savings increase due to provider efforts. Service 

providers are awarded greater flexibility to re-engineer the process and assume 

greater liability for the results.  

Document processes have a specific input and output, and the process encompasses a 

well-defined sequence of activities, each adding value to the ultimate output. There is a 

well-defined recipient of the output. Most importantly, the specific business process 

(e.g., customer acquisition, collateral fulfillment, and claims processing) can be named.  

The DPO space currently represents a broad cross-section of providers, ranging from 

traditional document outsourcing providers (such as Xerox Global Services and Océ 

Business Services) to IT outsourcing providers (such as IBM Global Services and 

Accenture). While it currently accounts for only a small part of the overall document 

outsourcing opportunity, DPO represents the highest growth market and generally 

provides the highest margins.  
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Drivers and Trends 

Primary trends impacting the Document Process Outsourcing segment include: 

 DPO engagements continue to be vertically-focused: Several industries are 

undergoing fundamental transformation, including infrastructure, regulatory 

compliance, and customer expectations. As senior executives seek DPO engagements 

to provide value beyond cost reduction, they expect vertical-specific expertise. 

 Convergence of BPO and DPO: For companies that have focused efforts on DPO 

in past years, the inclination to move further upstream is driven by customer demand 

for bundling, the integration of print and electronic workflows, increased bandwidth 

and security, as well as the merger of BPO and traditional DPO players. 

 Lengthy sales cycles: Because end-to-end DPO contracts tend to be more 

comprehensive in nature (often affecting multiple departments), the sales cycles can 

be comparatively long. As a result, revenue growth in DPO tends to be the result of 

12-24 months of work in securing the contract. 

Segment Forecast 

DPO continues to be the fastest growing segment in InfoTrends’ Document Outsourcing 

Market Forecast, growing at a 14.2% CAGR over five years. Revenues in this segment are 

expected to almost double from $663 million in 2011 to nearly $1.3 billion in 2016. 

Document Process Outsourcing remains the lowest grossing segment, generating only 

1.9% of total revenue; however, by 2016, it is expected to contribute 3.2% of total 

outsourcing revenue. DPO revenue is not broken out by service. 

Figure 5: Document Process Outsourcing Segment Forecast ($Millions) 
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InfoTrends’ Opinion 

The document outsourcing market is undergoing significant change. InfoTrends is in the 

middle of a comprehensive study in North America and Western Europe to better 

understand these changes, and we expect the result of the study will be a new forecast 

model that is more reflective of the way that outsourcing will track revenue and 

opportunities in the future. This is a unique market with continued growth opportunities. 

We expect service providers to continue to move upstream to capture new opportunities 

for end-to-end process automation, data management and analytics, as well as creative 

and consultative services. Providers that are not making transformational change to their 

business models and services offerings are at risk of limited future relevance. 

 
 
 
 
This material is prepared specifically for clients of InfoTrends, Inc. The opinions expressed represent our interpretation 
and analysis of information generally available to the public or released by responsible individuals in the subject 
companies. We believe that the sources of information on which our material is based are reliable and we have applied 
our best professional judgment to the data obtained 
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Appendix: Glossary of Terms 

Consulting Services: Includes software integration services and document consulting 

services. Software integration services consist of any services involved in the technical 

integration and system support of document production or management software. These 

services include the networked integration of printers and copiers, the distribution and 

maintenance of a device driver, and process improvement recommendations. 

Copy/Print/Bind Centralized Services: Copy/print/bind centralized services are a 

shared resource located on-site in a corporate or institutional environment. These 

locations may be managed internally as an in-plant operation, operated by an outsourcing 

provider, or operated via a partnership between the two. These centers are generally 

staffed with trained personnel that produce all the work. They are rarely intended to 

support walk-in self-service activities. These centers are also referred to as Central 

Reproduction Departments (CRDs). 

Creative & Input Services: Any services related to the creation and preparation of 

documents. This includes creative activities, such as editorial consultation; document 

design; illustration and technical drawings; photography; as well as document 

preparation functions, such as job layout, document proofing, and scanning services. 

Data & Content Services: Any services involved in assisting an organization to 

manage its data, information, and knowledge assets; these services are divided into data 

hosting and database management, content management and personalization, as well as 

records management and archiving.  

Data Center Print Services: On-site centralized services associated with the printing 

of statements and other transaction documents, offered as part of an On-site Contracted 

Services engagement; also included are direct mail, reports, and other mainframe-driven, 

data-center-type document production. Data center print services are considered a 

separate segment from off-site statement printing services. (See On-site Contracted 

Services and Transaction Document Services)  

Distribution Services: Encompasses mail services as well as inventory and fulfillment 

services. See “Mail Services” and “Inventory and Fulfillment Services.”  

Document Process Outsourcing (DPO): This is the assignment of an entire 

document-intensive business process to an external service provider. All steps within 

the outsourced process, from end-to-end, become the sole responsibility of the 

outsourcing service provider. DPO accommodates a wider range of services than a 

print-only engagement, and may incorporate related business functions (such as call 

center maintenance) that are not traditionally within the On-site and Off-site 

Contracted Services or Transaction Document Services arenas. DPO reflects the 

continued evolution of the document services marketplace, the sustained diversification 
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of sophisticated providers, and the growing market demand for document-related 

business process outsourcing (BPO). 

Electronic Presentment & Payment Services: Any activities employed in the 

design, preparation, production, and distribution of statements, bills, and invoices in an 

electronic format as well as the management of the payment cycle.  

Facsimile Services: This includes any services involved in digital and hardcopy fax 

transmission and receipt.  

Inventory and Fulfillment Services: Inventory services refer to any services 

involved in storing; maintaining stock; and tracking printed, pre-printed, and non-

printed materials in a warehouse environment. This category excludes archived 

electronic data, but includes hardcopy documents; documents stored on alternative 

media, such as CD-ROM; and non-document materials, such as promotional collateral. 

Fulfillment services refer to any activities involved in the delivery or distribution of 

materials that fulfill the needs or requests of a given individual, group, or organization. 

Fulfillment services can be provided on demand, such as when a potential customer 

requests information on a given product or service, or as part of a scheduled service, 

such as a monthly statement, bill, or invoice mailing. Examples of fulfillment services 

include pick and pack; kitting; as well as shipping of printed, pre-printed, and non-

printed items (e.g., promotional materials and office supplies). 

Mail Services: Any activity associated with the processing of incoming, outgoing, or 

internal mail. These include the processing of incoming mail and parcels for distribution 

within an organization, the pickup/delivery of internally-distributed correspondence, and 

the processing of outgoing correspondence mail for pickup by a postal service or delivery 

to a postal drop, management of couriers(e.g., DHL, FedEx, UPS), and tracking of 

deliverable mail/parcels. Mail services exclude postage and shipping costs. 

Off-site Contracted Services are document services provided under a long-term 

contract at the service provider’s facility, which is not located at a customer site. Services 

within this segment range from creative services to print manufacturing and distribution, 

but they are defined by their long-term contracted nature and by the fact that they are not 

co-located within customer facilities. InfoTrends includes “near-site” services within the 

definition of off-site services since they are not physically located on customer premises. 

These contracts involve long-term relationships that traditionally last at least three years.  

On-site Contracted Services are document services provided under a long-term 

contract at a customer’s location, such as an office, factory, warehouse , or other 

customer business area. While services within this area are significantly varied (ranging 

from basic printed pages to creative services), revenues within this area are derived 

from a co-located facility at the customer’s actual operation and sometimes involve the 
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sale of physical assets (e.g., printers or copiers) and the transfer of employees to a 

business that continues to provide these functions as an on-site service.  

Other Services: Services not covered elsewhere, including audio/visual services, 

reception services, and help desk services. 

Printing & Related Services: Within the Transaction Document Services segment, 

printing and related services refer to the printing of transaction documents such as 

statements, bills, and invoices. These services also include data stream transformation, 

finishing, folding, and inserting. 

Managed Print Services (MPS): Managed print services are ongoing services to 

promote the uptime, maintenance, and support of an organization's entire copy and print 

environment. These services may include the management of related software, 

networking, break/fix services, maintenance, supplies and parts replenishment, as well as 

fleet optimization. Behaviors surrounding print must also be managed. 

Transaction Document Services: The design, production, printing/imaging, mailing, 

and database management associated with bills, statements, and other financial 

documents. These transaction documents are used to notify, invoice, and summarize 

activities that occur in the organization and have been captured by the accounting system. 

The vast majority of these transaction documents are printed with high-speed black & 

white printers driven by mainframe computers or large integrated networks. Security, 

speed, and low cost are key factors in the production process. Examples of transaction 

documents include statements, invoices, evidence of coverage, contracts, proposals, trade 

confirmations, 401K or other retirement documents, brokerage account information, and 

insurance policies.  

Workgroup Document Services: All activities involved in the "care and feeding" of a 

fleet of workgroup devices and supporting software solutions, including scanners, 

copiers, fax machines, networked printers, and multifunctional devices. These ongoing 

services include maintaining machine readiness, meter charges, user training, and 

production workflow management. 
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