SRA/ERRA Convention-  November 1st 2007
Educational Program- Charging for Digital Services other than Printing
   by Bob Roperti
The facts are that technology is changing the reprographics business faster than most of us would like to admit. Decisions on work flow for Reprographics are being made by knowledgeable clients able to handle the technology as well as we have. Many of us have already run into clients the have their own plan room technology in place. Others have 

made downloadable printable files available. CD’s duplication and distribution is driving us crazy. New Construction Estimating firms are now involved in re-directing contractors and subs to their document sources. Content has be come king…McGraw , Dodge, Reed, ISQ, Plan Express and Blue Book to name a few have jumped into the middle of the document process accessing our clients with new avenues of  distribution.  
Are we ready for these changes ? How do we deal with the demand for digital services and are the right people in our operations making the prudent decision on what to charge and for what? Have we (business owners and managers ) put the right procedures and billing codes in place to deal with the changes in demand? 

In most of our plants… customers interface directly with our customer service and in most cases with pre-flight/digital operators. They have for some time and the relationship of dependable service and knowledge of customer needs are already in place.. in our firm some of those contacts have been in place for many of those go back to the days of pen plotting. The practices are already in place. So how do we introduce the Best Practices and Charges for Digital Services. How to educate the clients to expect charges. Who does the educating and who spreads the word.  Look no further ……. You’re the one..

      Educate- Announce Best Practices- Change Internal Procedures

· Establish Value Statement- Start with  New Clients 

Establish Internal Controls
Create a Pre-flight services work-order broad enough to cover the Best Practice

Billing Codes that match the services …  print them on every invoice. 
Be sure Pre-flight determines what services were done ..not the billing clerk

What are the Obstacles..

Handling customer objections to digital services charges.
The competition doesn’t charge. Ignore these comments and check with your competitor.
Salesman can’t overcome objections .. We must establish a Value Statement that makes
        clear what digital services are performed to create, correct and manipulate to

        convey electronic content for printing or distribution.  

New Procedures Required
CD Project Distribution- Opportunity or loss of print volume
A CG supplies a new job … pre-flight, post, distribute CD’s ..what happened to the

    Big print order ? CD comes in with instructions to duplicate 50 copies and return.

     Procedure – Pre-flight all files
     Create a Master CD that contains the current set which will follow the project.

          Inform the Project Team that this document will be updated with As-Builts

          at the conclusion of the project- create a final close-out file for sale

     Imbed information that indicates the creation of the CD by your firm with  

     Contact information on how and where hard copies can be ordered.

     Post Addendums / Changes in a Plan Room for all plan holders to access.

                Fill orders

Thumb Drives-Scan and Hold- Insert other Disciplines   
A thumb drive is sent in by an architect .. instructions fill order from 

engineers and contractors don’t charge me for plots. …. Sure !!!   ……Charge them
   All files must be pre-flighted for printing.. period
Scan these hard copies and hold them in a file for future orders. This firm 
lists the job and index with instructions to order the prints from you…. Charge them
    All files must be pre-flighted for printing.. period  
A client sends you an e-file with a PDF that contain multiple sheets of 
different sizes.
Charge them
You’re the collecting point for a new project sent by the architect but the 

Engineer hasn’t finished his sheets. The owners still making changes and

new sheets will be issued. Pre-flight / insertion/ index services
The index doesn’t match the sheet count or description.                           Charge them
What do we charge for?
 The creation, preparation, manipulation and management of all digital files.

 Review billing codes … be sure they’re picked-up from the customer services/
     Pre-flight work order. List all services on the invoice (n/c) even if the if your

     waving these for some customers. Get them used to seeing your services

     provided. Establish a billing procedure for digital services with all new clients.

Post what you charge for in your Retail Area. Mail a notice with Statement

Put it on your website. Create a hand out.   Make it happen… You’re the one
