University of Maryland Eastern Shore Modernizes Campus Printing
with Delmarva Document Solutions and Xerox

Executive Summary

For higher education IT departments, managing campus-wide printing infrastructure has become
increasingly difficult. Universities are under pressure to control operational costs, improve user
experiences, strengthen security, and support hybrid learning and administrative environments—all
while managing aging print systems that were often deployed without long-term strategy or visibility.

Two of the most persistent operational pain points facing higher education IT leaders today are:

1. Inefficient and costly print environments caused by poor device placement and lack of
usage visibility

2. Outdated print authentication and management systems that create security risks, support
burdens, and inconsistent user experiences

The University of Maryland Eastern Shore (UMES) faced both challenges.

Departments across campus had historically been oversold on printing equipment, resulting in
underutilized high-capacity devices in some locations while other areas lacked access entirely. At the
same time, outdated authentication technology and limited remote management capabilities created
recurring supportissues for IT staff and frustration for users.

Working with Delmarva Document Solutions, a Xerox Diamond Agency serving the Delmarva Peninsula
for 28 years, UMES launched a campus-wide modernization initiative focused on right-sizing its print
environment, improving visibility and management, and standardizing secure print access across
campus.

The result was a more efficient, easier-to-manage print infrastructure that reduced support requests by
40%, cut print administration time by more than half, improved secure access to printing services, and
delivered a significantly better user experience for students, faculty, and staff.



Customer Profile

Organization: University of Maryland Eastern Shore (UMES)

Industry: Higher Education

Location: Princess Anne, Maryland

Technology Partner: Delmarva Document Solutions + Xerox + PrintAnyWay

The University of Maryland Eastern Shore is a historically Black land-grant university and a member
institution of the University System of Maryland. Serving students, faculty, administrators, and campus
departments across a diverse academic environment, UMES depends on reliable and secure access to
printing for instructional materials, student services, financial operations, administration, and day-to-
day campus workflows.

Like many higher education institutions, UMES faced increasing pressure to modernize aging
infrastructure while ensuring operational efficiency and responsible budget management.

The Challenge

Higher education print environments often evolve without centralized oversight. Individual departments
purchase devices independently, user needs shift, and legacy systems remain in place long after they
stop meeting operational requirements.

At UMES, this resulted in a print infrastructure that lacked consistency, visibility, and efficiency.

As campus needs changed, some departments were left with oversized or underutilized equipment,
while other users struggled to access the printing capabilities they needed.

Mark Van Pelt, Chief Information Officer at UMES, explained the core challenge:
“We were trying to make our print spend make sense and have a higher impact per dollar.”

The university discovered that some employees had high-speed multifunction copiers sitting beside
individual desks with only one user, while other campus locations lacked adequate printer access
altogether.

This imbalance created several operational problems:

e Printresources were not alighed with actual usage patterns

e Departments lacked visibility into printing activity and associated costs

e Limited access to color printing created inefficiencies for users across campus

e [T staff had minimal remote management capability for troubleshooting and maintenance
e |Legacy swipe-card authentication systems frequently failed or created support tickets

e Users experienced inconsistent printing functionality depending on device location

For the UMES IT team, the environment was difficult to manage proactively.

Authentication failures and device support requests consumed valuable IT staff time, while inconsistent
device capabilities across campus complicated user support and training.

In addition, the lack of centralized reporting and visibility made it difficult to understand how devices
were being used—or whether the university’s print investments were delivering appropriate value.



The university needed more than a device refresh.

It needed a strategic modernization effort to align print infrastructure with campus operations.

The Solution

UMES partnered with Delmarva Document Solutions and Xerox to redesign and modernize the
university’s print environment, focusing on efficiency, visibility, security, and consistency.

Rather than simply replacing existing equipment, the project centered on “right-sizing” the campus print

fleet.

Delmarva Document Solutions conducted a consultative assessment of the university’s environment to

better understand:

e Device utilization patterns

e Departmental workflows

e Useraccess needs

e Printvolume distribution

e Security requirements

e Existing operational pain points

Using this information, the team developed a more balanced and strategically distributed print
environment designed around how campus users actually worked.

The modernization initiative included:

e Reallocation and optimization of device placement across campus
e Standardized access to color printing capabilities

e Improved reporting and visibility into print activity

e Enhanced remote management capabilities through PrintAnyWay
e Modernized secure credential authentication

e PrintAnyWay secure print management and workflow capabilities

The new environment provided a more consistent experience for students, faculty, and staff while giving

the IT department significantly greater visibility and operational control.

Robert Lopez, Director of the Department of Information Technology at UMES, summarized the impact:

“Working with Delmarva Document Solutions, Xerox, and PrintAnyWay allowed us to modernize
and simplify our print environment. The combination of right-sizing, improved visibility, remote
management capabilities, and modernized secure credential authentication significantly
reduced support issues and maintenance time for our IT staff. Most importantly, users now
have consistent access to the standardized printing features and capabilities they need across
campus.”

Lopez also noted that the university’s experience with PrintAnyWay represented a significant operational

impr

ovement over the institution’s previous print management environment.

“Our experience with PrintAnyWay has been significantly better compared to uniFLOW,
particularly in terms of usability, administrative efficiency, and overall system simplicity.”



According to Lopez, the university had previously struggled with the operational complexity associated
with managing its legacy print management platform.

“While uniFLOW is a robust and feature-rich platform, it often introduces unnecessary
complexity into day-to-day operations. Routine administrative tasks, such as user
management, printer configuration, and troubleshooting, require navigating multiple layers of
configuration, which can be time-consuming and difficult to manage.”

PrintAnyWay provided a more streamlined and intuitive approach for both administrators and end users.

“PrintAnyWay provides a much more streamlined and intuitive experience. Its interface is
easier to navigate, core functions are more accessible, and reporting capabilities are more
straightforward and actionable, allowing our team to manage print services more efficiently and
effectively.”

The simplification of the print environment also reduced deployment and maintenance overhead for the
university’s IT staff.

As aresult, UMES experienced:

e Fasterissue resolution

Reduced training requirements for staff

Improved user experience for faculty and staff
e Greater confidence in system reliability

Lopez emphasized that these operational improvements allowed the university’s IT team to shift focus
away from managing infrastructure complexity and toward supporting campus users more effectively.

“These improvements have translated into measurable operational benefits for our team,
including fewer support requests and reduced time spent managing complex configurations. As
a result, PrintAnyWay enables our team to focus on delivering effective print services to our
campus community rather than managing the print environment itself.”

Implementation and Modernization Approach

One of the defining characteristics of the project was the collaborative and operationally focused
approach taken by Delmarva Document Solutions.

Instead of applying a one-size-fits-all deployment model, the team worked closely with UMES leadership
and IT staff to evaluate how different departments actually used print resources.

This allowed the university to eliminate inefficient device placement while ensuring users retained
appropriate access to critical printing functions.

Right-Sizing the Print Environment

The first phase of the initiative focused on correcting years of inconsistent device deployment.

In some cases, high-capacity multifunction devices had been placed in locations with extremely low
utilization. In other areas, users had limited access to necessary functionality, such as color printing.

By analyzing usage patterns and departmental needs, Delmarva Document Solutions helped UMES
create a more balanced fleet strategy that improved both access and cost efficiency.



This process reduced unnecessary device redundancy while improving overall user accessibility across
campus.

Standardizing User Experience Across Campus
A major objective of the modernization effort was consistency.

Before the project, users often had to search for specific devices that supported the functions they
needed. Color printing access was limited and inconsistent between buildings and departments.

The new environment standardized key printing capabilities across campus so users could complete
tasks more efficiently regardless of location.

Mark Van Pelt noted the positive response from the campus community:

“Feedback has been largely positive —the only complaints we received are from users who were
oversold on the last unit —they’re used to super-fast high output printers, but the volume didn’t
justify it, and that’s not a need for the school. Everyone else is overjoyed to have color print
anywhere on campus.”

The ability to reliably access the same core functionality throughout the university improved user
productivity and reduced frustration.

Modernizing Authentication and Security

The university also replaced aging swipe-card authentication systems that had become increasingly
unreliable.

Frequent authentication failures not only disrupted users but also generated avoidable support tickets
for the IT department.

The implementation of integrated secure credential authentication modernized secure print access
while simplifying the user experience.

Combined with PrintAnyWay’s modern print management and authentication capabilities, the university
gained a more secure and reliable framework better aligned with modern campus technology standards.

Expanding Remote Management Capabilities
Before the project, many device issues required on-site intervention.

The updated environment introduced significantly improved remote management functionality, allowing
the UMES IT team and Delmarva Document Solutions support personnel to resolve most issues without
dispatching technicians.

This capability became especially valuable for reducing administrative overhead and minimizing
downtime.

The combination of PrintAnyWay technology and Delmarva Document Solutions’ responsive local
support model created a more proactive and manageable print infrastructure.



Measurable Results and Impact

The modernization initiative delivered measurable operational improvements across the university.

Key Outcomes

40% Reduction in Support Requests

Authentication failures, inconsistent functionality, and device management issues had previously
created recurring support demands for IT staff.

After modernization, UMES reduced support requests related to print infrastructure by 40%.
Print Administration Time Reduced by More Than Half

Improved visibility, centralized management tools, and remote troubleshooting capabilities significantly
reduced the amount of time IT staff spent managing the print environment.

Administrative and maintenance time associated with printing operations was cut by more than 50%.
Remote Resolution of Most Issues

The university’s updated management capabilities now allow most print-related problems to be resolved
remotely, reducing operational disruption and improving responsiveness.

Significant Reduction in Authentication Failures

The transition from outdated swipe-card systems to secure credential authentication dramatically
improved reliability and reduced user frustration.

Standardized Access to Color Printing

Users across campus gained consistent access to modern color printing capabilities, eliminating the
need to search for specific devices.
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Customer Perspectives

The project’s success was reflected not only in operational metrics but also in user response across
campus.

Mark Van Pelt emphasized the impact on productivity and user experience:

“The project has had a huge impact on our users’ ability to get printing done and move on to the
next task.”

He also highlighted the quality of execution delivered by the Delmarva Document Solutions team:
“Your team did this job right, and the impact to the campus has been positive and substantial.”
For the UMES IT department, the improvements extended beyond device performance.

The project reduced operational friction, simplified support processes, and gave staff better tools to
manage infrastructure proactively rather than reactively.
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The success of the UMES modernization initiative was driven by a combination of strategic planning,
local responsiveness, and enterprise-grade technology.

A Consultative Approach Instead of a Product Push

Rather than recommending a larger device footprint or focusing solely on hardware replacement,
Delmarva Document Solutions worked collaboratively with UMES to align the print environment with
actual campus needs.

The focus on right-sizing ensured that the university invested in infrastructure that matched real
operational requirements.

Local Support with Proven Technology

As a Xerox Diamond Agency serving the Delmarva Peninsula for nearly three decades, Delmarva
Document Solutions combines the scalability and reliability of Xerox technology with the responsiveness
of a local support organization.

For UMES, that meant access to:



e Xerox-certified expertise

e Modern PrintAnyWay authentication and print management capabilities
e Modern fleet managementtools

e Responsive local service and support

e Same-day support responsiveness when needed

This balance proved especially valuable in a higher education environment where operational continuity
and user accessibility are critical.

Operational Understanding of Higher Education Environments
University campuses operate differently from traditional corporate offices.

Shared resources, decentralized departments, varied user populations, and changing academic
demands require a more flexible and strategic approach to print management.

Delmarva Document Solutions’ understanding of these operational realities helped ensure the solution
fit the university’s environment rather than forcing the university to adapt to the technology.

Conclusion: Building a More Efficient and Future-Ready Campus
Print Environment

For higher education institutions, print infrastructure still plays a critical role in daily operations.

But maintaining outdated, inconsistent, or poorly managed environments creates unnecessary cost,
support burdens, and user frustration.

By partnering with Delmarva Document Solutions and Xerox, the University of Maryland Eastern Shore
transformed its print environment into a more efficient, secure, and manageable campus resource.

The project improved operational visibility, modernized authentication, standardized user access, and
significantly reduced IT support demands—all while helping the university make better use of its print
investment.

Most importantly, the modernization effort delivered measurable improvements for both IT
administrators and campus users.

As universities continue balancing budget pressures, security requirements, and evolving operational
demands, strategically managed print environments will remain an important part of campus
infrastructure planning.

UMES demonstrated that meaningful improvement does not require simply adding more technology—it
requires aligning technology with how people actually work.

Ready to Modernize Your Campus Print Environment?

Delmarva Document Solutions helps higher education institutions, government agencies, and
organizations across the Delmarva Peninsula modernize print infrastructure through managed print
services, Xerox-certified technology solutions, secure authentication systems, and responsive local
support.



If your organization is struggling with inefficient device placement, rising support demands, outdated
print authentication, or limited visibility into print operations, Delmarva Document Solutions can help

you build a more efficient and manageable environment.

To learn more about managed print services and higher education print modernization solutions, contact
Delmarva Document Solutions today.



