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CASE STUDY 5 

Outsource Non-Core Division – Canadian Telco (“Client”) 

 

Challenge 

Lead a “Document Services Outsourcing to accomplish the following program objectives: 

• Determine the most cost effective solution to printing CLIENT volumes 

• Seek ongoing improvements in document services capability / technology  

• Enhance the CLIENT sales and marketing offering to drive external revenue 

• Protect and enhance existing customer printing relationships 

• Ensure sustained quality of service 

• Ensure maximum value realized for CLIENT Assets     

 

Insight 

This deal was a key part of a corporate-wide initiative at CLIENT to outsource all non-core 
operations to improve quality and improve costs. The CFO’s business case requirements that 
had to be met in order to win approval for the outsourcing included: 

• Demonstrated Economies of Scope & Scale 

o No impact to current external customer print production, outsourcing must be 
completely transparent  to CLIENT customer base 

o Ability to enhance statement content with marketing collaterals 

o Ongoing competitive market pricing for CLIENT volumes including year over year 
productivity improvements reflected in prices 

o Ability to provide scalability to adapt to CLIENT’ changing business conditions 

o Improved operational costs for CLIENT’ postage and paper expenses 

• Exceeding existing Production Quality   

o Vendor to meet or exceed current production measures 

o Vendor to manage downstream providers to meet or exceed statement delivery to 
CLIENT customers 

o Vendor to demonstrate national print capabilities and commitment to meeting Service 
Level Thresholds 

o Vendor to demonstrate Disaster Recovery capability 

 

Solution 

Given the complexity of the project, we deployed two procurement resources to support the 
project. We started with a thorough cost analysis of the existing Document Services operation at 
CLIENT to establish a baseline to measure internal costs against the market.  An RFP was 
issued to eight vendors who we had prepared earlier through an RFI. Five of the eight recipients 
responded to the RFP with the following financial results: 
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A short-listing of the top two overall Respondents produced the following result: 

 
 

Results 

Based on the second round of scoring and additional due diligence on operational capability, the 
RFP team recommended the selection of Symcor as the primary vendor for further negotiations, 
which we led. This included a lengthy due diligence period that required the team to travel the 
country validating the solution. There was also a very tough negotiation that lasted several 
months that finally resulted in an agreement on our Best and Final Offer on core contract items: 

 



 

 3 

 
 

CLIENT SUPPLIER 


