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EXECUTIVE SUMMARY

The promotional products and print industry has returned to growth following recent volatility, with North
American distributor sales exceeding $26 billion in 2024 and continued modest growth projected into
2025. But beneath healthy top lines, many businesses struggle with the same operational constraints:
slow art and proof cycles, overloaded call and order desks, and fragile supply/fulfillment processes that
break during spikes. This whitepaper details how targeted back-office support — from omnichannel call
centers to rapid art & order processing teams — converts operational reliability into measurable business
growth. We draw on recent industry data and two anonymized Office Beacon engagements that
demonstrate the outcomes: lower costs, faster turn times, and dramatic improvements in order
throughput and customer experience. (ASICentral)

1. THE OPERATIONAL REALITY: WHY SPEED AND
CONSISTENCY WIN IN PROMO & PRINT

1.1 MARKET CONTEXT — GROWTH WITH SHARPER EXPECTATIONS

The promo market reached record distributor sales in 2024 (north of $26 billion), and the sector is
maturing: buyers expect faster proofs, same-day or next-day fulfiiment where possible, and transparent
order status across channels. Meanwhile, supply chains remain seasonal and demand patterns are uneven
— leading to high variability in staffing needs and service levels. In short, growth is real, but operational
performance is the gatekeeper to capturing it. (ASICentral)

1.2 COMMON FRICTION POINTS THAT BLEED MARGIN AND REPUTATION

From distributor and supplier conversations we've analyzed, three operational weaknesses repeatedly
surface:

« Artwork & Proofing Bottlenecks: Long proof cycles increase cancellations and delay shipments;
design throughput is often a single point of failure.

» Call and Order Desk Overload: High abandoned call rates, long handling times, and slow quote
processing undermine conversion and cause repeat inquiries.

 Fulfillment & Supply Chain Mismatch: Seasonal spikes expose brittle fulfillment processes and make
“just-in-time” promises risky.

Solving these is not incremental — it's transformational. Fix them and you not only protect margin, you
increase capacity, shorten lead times, and convert service into a differentiation.
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2. APRACTICAL MODEL: WHERE OUTSOURCED
OPERATIONS DELIVER THE FASTEST ROI

We recommend focusing on three service clusters that deliver immediate, measurable returns:

2.1 RAPID REACTIVE CAPACITY — PROMO-SPECIALISED
OMNICHANNEL SERVICE DESKS

What It Is: Level-1 call handling, order capture, quote and sample requests, status updates via phone,
email, chat, and messaging apps.

Why It Matters: Reduces abandoned calls, increases orders processed, shortens quote cycles, and
improves conversion.

Outcome Example: In one large distributor engagement, Office Beacon reduced abandoned call rate
from 10.68% to 4.28% and average talk time from 11 to 7 minutes, while achieving a 46% per-rep cost
saving vs in-house staffing — effects that directly moved the needle on orders processed and
customer satisfaction.

RAPID CREATIVE
REACTIVE CAPACITY THROUGHPUT

WHERE
OUTSOURCED
OPERATIONS DELIVER
THE FASTEST ROI

FULFILMENT & OPERATIONS
ORCHESTRATION
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2.2 CREATIVE THROUGHPUT — ART PRODUCTION, VIRTUALS, AND
PROOFING TEAMS

What It Is: Dedicated artwork studios (2D/3D mockups, virtuals, production art) trained on client
standards and SLAs. These teams are trained on distributor-specific templates and supplier brand
standards, ensuring proofs and virtuals mirror domestic quality.

Why It Matters: Cuts proof cycles from days to hours; enables same-day virtuals and faster ship-by
options; reduces change orders.

Outcome Example: For a major supplier, Office Beacon designed and implemented a “Sure Ship”
workflow that standardized art intake and production. After implementation, typical art and proof tasks
that previously took 3-5 days were completed within ~30 minutes each, with consistent quality
controls and same-day shipping for many SKUs — enabling massive capacity gains and unlocking
explosive revenue growth for the supplier.

BEFORE:

NOW:
30 MINUTES

OR LESS

2.3 FULFILLMENT & OPERATIONS ORCHESTRATION — ORDER ENTRY,
INVENTORY, AND VENDOR COORDINATION
What It Is: End-to-end order entry, supplier follow-ups, shipping coordination, chargebacks, and

returns processing with predictive staffing tied to client order data and seasonal promo cycles (back-
to-school, holiday, campaign launches).

Why It Matters: Removes manual drag, reduces errors, and enables consistent SLA delivery regardless
of seasonal spikes.

Outcome: Centralized order management + forecasting reduced order fall-through and improved
fulfillment consistency — suppliers achieved higher same-day ship rates and reduced rework.
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3. INTEGRATED CASE STUDIES
(ANONYMISED & EMBEDDED)

CASE STUDY A: “TOP 20 DISTRIBUTOR: CALL CENTRE MODERNISATION"

One of North America’s largest distributor groups turned to Office Beacon to stabilize customer service
during a record-breaking Q4 campaign.

The Problem: High inbound volume, long hold times, rising abandoned calls, and lost orders during peak
campaigns.

The Approach: Office Beacon analyzed call volumes, built routing and staffing plans, deployed proprietary
omnichannel contact software, and trained a 12-rep team in 30 days. Real-time dashboards and 100% call
recording enabled continuous monitoring and quality control.

Outcomes:
e Abandoned calls reduced: 10.68% > 4.28%

» Average handling time reduced: 11 min = 7 min
o Start-to-live deployment: 30 days

e Per-rep monthly cost: reduced by ~46% vs in-house

OUTCOMES:
Abandoned calls reduced: Average handling time Per-rep monthly cost:
10.68% - 4.28% reduced: 11 min - 7 min reduced by 46% vs in-house

y

4.28%

‘mTES

Why It Matters: Faster, more consistent customer interactions increased order capture, lowered repeat
calls, and improved CSAT.
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3. INTEGRATED CASE STUDIES
(ANONYMISED & EMBEDDED)

CASE STUDY B: “MAJOR SUPPLIER: ‘'SURE SHIP’ ART & ORDER FLOW”

The Problem: Fragmented order entry, slow art production (3-5 day cycles), difficulty scaling during
acquisition-driven growth.

The Approach: Project manager + phased recommendations (4-week plan), then a 90-day rollout of a
standardized “Sure Ship” process: unified order intake, rapid art production, QC checkpoints, and staffing
forecasts.

Outcomes:
e Order entry and art virtuals: ~30 minutes per task (consistent).

e Quality: sustained near ~100% quality rating on measured KPIs.

» Delivery: majority of qualifying orders moved to same-day ship capability.

OUTCOMES:
Order entry and art virtuals: ~30 minutes Quiality: sustained near ~100% quality
per task (consistent) rating on measured KPlIs.

Business Impact: Supplier achieved scalable growth and significant revenue improvement attributed to
reliable execution.
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4. THE BUSINESS CASE: MEASURABLE KPIS AND
EXPECTED RETURNS

4.1 TYPICAL KPI IMPROVEMENTS WITHIN 90 DAYS
« Abandoned calls: reduce by 40-60% in the first 90 days.

e Artwork Turnaround: reduce from days to <1 hour for standard proofs (where processes are
standardized).

« Order Processing Capacity: increase orders processed per FTE by 30-60% through tooling and
standardization.

« Per-Rep Cost (includes salary, benefits, seat cost, and overhead savings): potential savings of ~40-
50% when comparing total in-house cost vs managed offshore/nearshore staff plus platform
overhead.

4.2 QUICK-WIN ROI EXAMPLES (3-6 MONTHS)

« Call-Centre Uplift: Fewer abandoned calls + faster AHT can convert directly into incremental order
capture; in many engagements, ROl on call centre outsourcing is achieved within 3-6 months through
recovered revenue and cost savings.

» Art Throughput Uplift: Faster proofs and virtuals reduce cancellation risk and shorten lead times for
fulfillment, improving conversion and repeat business from high-value clients.
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5. IMPLEMENTATION PLAYBOOK —HOW TO
ADOPT THE MODEL WITH MINIMAL RISK

STEP 1: DISCOVERY (1-2 WEEKS)
» Volume sampling (calls, orders, art tasks) for a representative period.
« |dentify the top 3 operational bottlenecks by frequency and business impact.

» Establish success metrics (e.g., abandoned call %, AHT, art TAT, order accuracy).

STEP 2: PILOT (30-90 DAYS) - FOCUSED, MEASURABLE, REVERSIBLE
« Pilot one function (e.g., inbound calls or art production).
» Run parallel reporting to validate quality and business outcomes.

e Use daily dashboards and weekly SLAs to adjust. (Example: 30-day call centre ramp to live in
the distributor case.)

STEP 3: SCALE (3-6 MONTHS)

o Cross-train teams, expand scope to adjacent services (order entry - vendor follow-up ->
fulfillment).

» Introduce predictive staffing models for seasonal scale.

o Standardize templates, proof rules, and acceptance criteria for art workflows.

STEP 4: OPTIMIZE & AUTOMATE (6+ MONTHS)

+ Implement automation where repeatable (smart routing, template generation, auto-proof
pipelines).

» Continuous improvement cycles and quarterly business reviews tied to KPIs.
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6. PEOPLE, PROCESS & PLATFORM — THE THREE
PILLARS FOR SUSTAINABLE OPERATIONS

PEOPLE — ROLE DESIGN & TRAINING

o Train staff on brand standards, SKU variants, and art tolerances. Use short, role-specific
onboarding kits.

« Embed quality coaches and a client success manager during ramp.

PROCESS — STANDARDIZATION & ACCEPTANCE CRITERIA

» Create clear art acceptance rules and template libraries.

« Standardize order SOPs, escalation matrices, and SLA definitions.

PLATFORM — OMNICHANNEL & SINGLE VIEW

« Use a unified order management/contact platform to provide a single source of truth for orders,
proofs, and fulfiiment. Office Beacon’s contact centre tooling and unified dashboards supported the
rapid success in the call-centre case.

e This is the same architecture underpinning Promo Beacon’s unified client portal, enabling
distributors to track orders, proofs, and shipments in one place.

7. RISKS & MITIGATION

e Risk: Loss of brand control or quality drift.

« Mitigation: Documented acceptance criteria, 100% call recordings in pilot, daily QC checks, and
staged knowledge transfer. (Applied successfully in our call centre engagement.)

« Risk: Seasonal misprojection (under-/over-staffing).

« Mitigation: Demand forecasting, flexible on/off-ramping of staff, predictable fixed-fee plans for
baseline coverage.

« Risk: Integration friction with existing systems.

« Mitigation: Start with API or CSV integrations for order exchange; staged data flows; client-owned
sandbox for testing.

8. CHECKLIST: IS YOUR BUSINESS READY FOR
OUTSOURCED OPERATIONS?

» Do you have repeatable tasks that consume disproportionate time (art rework, order entry, call
volume spikes)?

» Can you define success metrics for those tasks (AHT, TAT, abandoned call rate, order accuracy)?
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» Are you willing to codify acceptance criteria for artwork and order fulfillment?

o If yes = you're a strong candidate for a low-risk pilot.

9. APPENDIX — SOURCES & EVIDENCE

INDUSTRY RESEARCH (SELECTED):

o ASI / PPAI Industry Sales Reports (North American promo distributor sales: ~$26B+ in 2024).
(ASICentral)

« Market Trend Coverage: Personalization, sustainability, omnichannel software & automation
(industry trend summaries, 2024-2025). (DemandBridge)

OFFICE BEACON ANONYMISED CASE STUDIES
(USED IN THIS WHITEPAPER):

e Top 20 Promo Distributor — Call Centre modernization (abandoned calls down 10.68%->4.28%,
AHT cut 117 mins, 46% per-rep cost saving).

e Major Supplier — “Sure Ship” art & order workflow (art/proof tasks reduced to ~30 mins each;
same-day ship improvements; near-100% quality).

Additional Insight: Office Beacon internal data from 2023-2025 across 30+ distributor and supplier
engagements.

10. NEXT STEPS & RECOMMENDED ASSETS
(FOR YOUR TEAM)

SHORT-TERM (30-90 DAYS):

* Run a 30-day pilot for either inbound call handling or art production. Use live call recordings & proof
output to baseline quality. (Example: distributor ramped to live in 30 days.)

MEDIUM TERM (3-6 MONTHS):

» Expand to a bundled order & fulfillment package: order entry + supplier follow-ups + fulfillment
coordination.

» Deploy standard proof templates and automated QC checks.

LONG TERM (6-12 MONTHS):

» Integrate predictive staffing & automation to achieve on-demand scaling for peak seasons.

« Convert operational reliability into a premium service offering (faster ship, guaranteed proof SLA) to
increase ASP.
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CLOSING THOUGHT: OPERATIONAL
EXCELLENCE AS A GROWTH STRATEGY

In promotional products and print, speed and reliability are not just operational metrics; they are the
product. Distributors and suppliers that master artwork throughput, omnichannel engagement, and
fulfillment consistency outperform competitors not just on cost, but on customer experience and
retention. Office Beacon’s Promo Beacon ecosystem was built precisely for that transformation. The two
anonymised case studies here show how pragmatic, process-driven outsourcing converts variability into
predictability and predictability into growth.

READY TO EXPLORE A PILOT?

Contact Office Beacon to discuss a tailored 30-90-day pilot that aligns with your peak seasons and
product mix.

ABOUT OFFICE BEACON

Office Beacon is a global leader in remote staffing solutions, serving businesses across insurance,
accounting, construction, promotional products, and more. With 24+ years of experience and delivery
centers across the U.S., India, the Philippines, and South Africa, we help clients scale faster, operate
smarter, and focus on growth.

LEARN MORE:

www.officebeacon.com

CONTACT US: SCHEDULE A CONSULTATION
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