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Start with yourself to break the ice!
Gather expectations at flipchart and place it at one side of the room to keep it visible for 
the whole training
Ask the participants, “What is your objective/target from today, both personally and 
professionally” and have them write down their answers
Gauge experience of the participants in the room – “on a scale of 1 to 10 what Supplies 
experience do you have?”
Ask then what they expect from the day – If it’s not part of the agenda, then log it on a flip 
chart and cover them informally
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First of all let me assure you Innovation is alive and well at HP. For over 73 years, HP has delivered 
disruptive technologies to the market place. And this trend continues.  

Over the past year just about every product line has been updated and refreshed. 

We continue to build on our heritage of engineering and innovation which is the very core of what 
we do. 

And we are a promoter of open systems, continuing our legacy of creating and supporting industry 
standards that prevent vendor lock-in for you and our partner’s customers.  (ex: x86 servers, 
OpenFlow networking, Converged Cloud)

We bring a set of powerful assets to bear to solve our customer’s biggest challenges.  Our strong 
portfolio occupies either the #1 or #2 position, from a market share perspective, in most major 
markets and categories in which it competes. 

We are the world’s largest provider of information technology infrastructure, software, services 
and solutions to individuals and organizations of all sizes.

But most of all, it isn’t just our portfolio or what we do, it’s also how we do it. HP is a brand you can 
trust and one you know is with you all the way. And the work continues - we are doubling down on 
quality and our service delivery.  We are ensuring our products are the best in the business, and 
that we exceed your expectations. We want to give you a great experience from the first time we 
sit down, until your solution is up and running, delivering for your enterprise. 
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With that as context, let me tell you how we are shaping our portfolio to help customers embrace 
the opportunities and solve the challenges of the 4 mega trends facing them. 
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The purpose for this exercise is to get them thinking what drives these 3 different types of 
customers. The answer is on the next slide
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One page flyer on SBD available – to award our most valued customers with 
increased rebate for buying HP original supplies
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Printer life cycle relatively short; Brand new printers – have 100% market share; older 
printers – more likely to use non-original cartridges.  We’re still selling cartridges 10 years 
later, because HP has reliable printers
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The purpose for this exercise is to get them thinking what drives these 3 different types of 
customers. The answer is on the next slide
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Value for money is not how much you pay for something, it is what that thing can do for you
How the game works...Split the room into two teams and explain the rules.
The Rules
When the question is reviled the first person with their hand up in each team gets to answer for 
their team (they must NOT talk with any of their teammates), whichever team gets the highest 
answer takes control of the board, then their team must come up with all the answers on the 
board by putting their hand up and NOT talking to any of their teammates. 
If they get an answer wrong they lose a life (they have three lives)
If they guess all answers correctly their team scores 5 points, however if they lose all three lives 
without getting all of the answers correctly the other team get 5 points. 

For the instructor
*This slide is heavily animated for the quiz.*
DO not reveal the question before you have explained the rules.
Show the question (this is animated) 
Look for the first person in each team that put their hand up first, ask them the question again.
You must know the answers yourself; click your mouse on the number that relates to the answer 
given, and the answer will animate in....do this for all correct answers.
Once a team has control of the board they still have to put their hand up to answer, you decide 
who to ask first. If no one puts their hands up tell them they will lose a life......this will encourage 
them to take part.
If an answer is incorrect: click on the first “!” next to “lives box” at the bottom, and a big “!” will 
animate in, if another answer is incorrect then click on the second “!” next to the Lives....and so 
on. There are three lives (or !’s).

Use a flip chart to score each team; you can give extra points for really good questions answered 
during the entire presentation.....just tell the group, “This question is worth a point” when you do 
this.

This will make the entire presentation fun, if the teams get competitive you must joke about this, 
as there is no prize for the winning team.
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In this training module we will focus on our latest and most important substantiation of the 
superiority of Original HP toner cartridges versus major competitive brands – It is the SpencerLAB 
study from 2013, commissioned by HP.

The EMEA aftermarket is very fragmented and we face 100s, maybe more than 1000 competitive 
brands. Therefore we decided to test selected major brands. And we believe that the results from 
this test is a good benchmark for the performance level of „better“ non-HP supplies. Why should 
other brands perform much better than these major brands? These brands have become major 
competitors, also because their product performance tends to be better than from many other 
brands. There was no way for HP to do cherry picking and select lousy brands. This would not be 
accepted by HP legal nor by SpencerLAB and it would offend our SBCs.

Reman cartridges were tested from Armor, Blackpoint, KMP, Pelikan and Xerox.
Clone cartridges from Cactus, NV Print and Orink.

A meaningful test needs a robust test methodology and sample size (in this case 20 cartridges per 
brand, 10 of each SKU) which allows to gain significant results. Furthermore the cartridges were 
purchased from various  sources in the market. If a test agency would ask for example 
remanufacturers for free test samples, then they could prepare a highest quality reman cartridge, 
which might not be equal to their standard quality. Therefore it is important to source the test 
samples from the public market. To guarantee the same test conditions to all brands and cartridges 
this test was implemented in a test laboratory with a controlled environment. This is imprtant 
because air humitity and air temperature impact the electro-photographic printing process.
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Here we can see the percentage of problem cartridges.
Same trend as with the print quality distribution.
In the new SpencerLAB test non-HP brands experienced 53% problem cartridges, which 
were either DOA, EEOL or Low quality cartridges, with a high amount of low quality pages 
(Limited use or no use pages).

Whereas HP cartridges did not show any problems.
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Smart print supplies
HP Smart Printing Supplies are engineered so that all the printing-system components together offer more 

quality, reliability and performance than could be otherwise achieved. Printer firmware, smart 
technology, and toner formulation provide intelligent control of print quality. Printer architecture and 
cartridge design ensure rock-solid reliability and fast, efficient operation. The enabling technology 
behind these new features has been created by HP and is proprietary. 

Automatic electro-photographic adjustment
Towards the end of its life, the sensitivity of the Object Linking and Embedding for Process 

Control (OPC) drum (a vital part of the imaging process) can fluctuate. To ensure consistently high 
performance, the smart memory in the cartridge monitors the performance of the OPC drum and 
compensates for changes in its sensitivity. This helps to maintain a high level of print quality: constant 
line widths, solid blacks and clear grey scales.

Because the electro-photographic printing process relies on the precise management of charged toner 
particles, HP took a closer look at both the toner particles and the electrostatic drum that is so critical to 
the electro-photographic printing process. By precisely adjusting the charge on the toner drum over the 
life of the print cartridge, HP Smart Print Supplies actually enhance the distribution of these particles. 
With this improvement, the toner can be more accurately measured, so it can be applied more evenly 
and more consistently. The result: You get a higher quality document from the print cartridge, 
regardless of when it was last replaced.

OPC life monitoring will safeguard customers against drum failures and protect customers from printing 
when drum is out of life which could result in print quality defects or leakage 

HP smart print supplies 
– great value for customers, strong sales for you
Your business customers are looking for ways to make printing easier for users and support staff, and more 

easily, cost-effectively managed for the company. The latest HP LaserJet printer and cartridge 
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combinations meet these demands by providing some great new smart features that will minimise user 
intervention with the printer and increase productivity, simplify print management, reduce cost-of-
ownership,  enhance print quality
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Global ISO 14001 & ISO 9001 certification of all supplies factories  ensures effective 
environmental management processes.
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Toner Cartridge Recycled Content 
HP utilizes post-consumer recycled plastics from HP Planet Partners return and recycling program in the 
manufacture of selected original HP LaserJet print cartridges. While the percent of post-consumer recycled 
plastic in different print cartridges varies over time, the post-consumer recycled plastic can provide up to 
25% by weight of the newly molded plastic material for certain representative HP LaserJet print cartridges. 
As of December 2007, HP LaserJet print cartridge product line contained, on average, 3.5% by weight of 
recycled content in the form of requalified parts and post-consumer recycled material. 

Original HP ink cartridges have been engineered to use recycled plastic and still meet HP’s demanding 
standards for quality and reliability. The HP “closed loop” ink cartridge recycling process is the first and only 
of its kind, combining recycled HP ink cartridge material with other material such as recycled water bottles 
to create new Original HP ink cartridges. For HP ink cartridges that use recycled materials, up to 70 percent 
of the cartridge is made from recycled content
ISO 14001 and 9001 Certificates

It's a commitment to the environment - HP recycles all returned cartridges via ISO 14001 and 9001  certified 
processes. We guarantee that no cartridge goes to landfill and the plastic recovered in the process is used to 
manufacture new Original HP cartridges with the same quality and reliability customers have come to rely 
on with Original HP supplies. 

• Individual returns
This free postal drop-off service option is targeted at consumers, home office users and small & medium 
business customers who want to return up to 10 HP LaserJet toner cartridges and/or up to 10 HP ink 
cartridges for recycling. Postage-paid return materials for cartridge drop off at nearest post office can 
get printed or ordered free of charge. 

• Bulk returns
This service is targeted at small & medium business and enterprise & public sector customers who want 
to return large volumes of HP ink and/or HP LaserJet toner cartridges for recycling. The delivery of 
empty collection boxes as well as the re collection of full boxes is free of charge.
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• No Original HP cartridges returned through HP Planet Partners are sent to landfill
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Planet Partner Program Available in 34 countries in EMEA
Austria  Belgium  Bulgaria  Croatia Czech Republic Denmark Estonia Finland 
France  Germany Greece Hungary Ireland Israel Italy 
Latvia Lithuania Luxembourg Netherlands Norway Poland Portugal
Romania Saudi Arabia Serbia Slovakia Slovenia South Africa
Spain Sweden Switzerland Turkey United Arab Emirates United Kingdom 

• 18.8 million pounds of recycled plastic were used in 2012 in new HP ink and LaserJet 
toner cartridges while meeting HP’s high performance standards

• HP has produced more than 1.5 billion Original HP ink and LaserJet toner cartridges 
containing content from our “closed loop” recycling process.

This is a quiz question, give points for correct answers
A couple of impressive numbers from HP‘s Planet Partners Program, the free of charge 
voluntary recycling program for inkjet and LaserJet print cartridges from HP.
If you want to know the availability in your country we recommend to check HP‘s Planet 
Partners web site listed at the bottom of the page
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HP LaserJet Cartridge Warranty 
• This warranty does not apply to products that have been

– refilled, refurbished, remanufactured or tampered with in any way, 
– experience problems resulting from misuse, improper storage, or operation 

outside of the published environmental specifications for the printer product or 
– exhibit wear from ordinary use
– or end of life is indicated by the printer control panel low-life message
– There is no end of warranty date on HP LaserJet Cartridges

• Return to reseller with proof of purchase and print sample to illustrate the problem
In some countries customers must buy only HP originals during the Hardware warranty 

period.
Storage conditions
• Keep cartridge in delivery container until use store away from direct sunlight and heat
• Store in normal office temperature
• Storage condition details are written on the print cartridge box

Ink Warranty – End of Warranty Date
Warranty Ends date
is calculated by adding a product specific period to the date of manufacture:
• 24 months after manufacture for ink cartridges (HP 14 ink cartridge warranty ends 21 

months after manufacture / HP 10, 11, 12, 13, 38, 84 ink cartridge warranty ends 30 
months after manufacture) and print heads.

Where to find:
• Packaging: either on the back or bottom of the box. 
• Product: printed or laser etched or labeled on all inkjet cartridges in the format 

yyyy/mm/dd, (e.g. 2010/07/28).
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Here we can see the percentage of problem cartridges.
Same trend as with the print quality distribution.
In the new SpencerLAB test non-HP brands experienced 53% problem cartridges, which 
were either DOA, EEOL or Low quality cartridges, with a high amount of low quality pages 
(Limited use or no use pages).

Whereas HP cartridges did not show any problem cartridge.
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1HP calculation based on results from a SpencerLab 2013 study, commissioned by HP, compared 
Original HP LaserJet mono toner cartridges with eight major brands of non-HP toner cartridges sold 
in Europe, Middle East and Africa for the HP LaserJet P2035 and P1102 printers, HP 05A and 85A. 
For details, see www.spencerlab.com/reports/HP-Reliability-EMEA-2013.pdf . Calculations include 
paper, cartridge replacement and labour for reprints. Page use assumes 32% external, 34% internal 
and 34% individual use. Labour rate from Mercer 2012 Global Pay Study. Assumes purchase price 
for HP cartridge is €141 and 43%  lower purchase price for a non-HP toner cartridge. Actual prices, 
costs and savings may vary.
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There are 3 different types of competitive cartridges available. Let’s now differentiate these 3 product categories:

Refilled cartridges
• are used and empty Original HP cartridges, which have been cleaned and refilled with toner or ink.
• Please keep in mind that the HP print cartridge was designed for 1-time use only.
• Some refillers may refill cartridges multiple times, and they usually do not disclose this information.

Remanufactured cartridges
• are also refilled cartridges, but some worn-out imaging parts have been replaced.
• With toner cartridges they can renew for example the imaging drum, rollers or blades.
• However it differs from competitor to competitor, which parts are always replaced, which parts are replaced only 

when needed and so on.
• This means for a customer, that he will never know exactly what he will get.
• And please note: New Original HP toner powder and imaging parts are not available to Non-HP cartridge suppliers!! 
• So it depends on the investments made in remanufacturing if a better or worse reman cartridge is produced.
• As cheaper a reman cartridge is as more likely it is that it is of lower quality.

Newly manufactured cartridges are also called “clones”
• These cartridges do not have an HP origin. 
• These are new products, mostly manufactured in ASIA. 
• We see them everywhere in EMEA
• There is a high risk that clones can infringe our or our partners IP.
• Also these clone cartridges are not made with Original HP parts nor with Original HP toner powder.

In Western Europe remanufactured cartridges are our main competitive products, 
refill competition increases when we go to Eastern Europe, Middle East and Africa. There are markets, where refill is 
even the main competition.
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There are no naming standards available and from the cartridge packaging it is often not clear, which 
type of cartridge is included.
For example „Compatible“ could be understood by a customer as a generic term for all non-Original 
cartridges, however it is often used by aftermarket players to hide the nature of clones.
So customers might not know, which type of cartridges are shipped and some resellers might not 
know what they get sold from the non-HP cartridge supplier. We have even seen clone cartridges  in  
boxes, which were marked with „remanufactured“.
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Ask what they are doing to reduce their product’s impact on the environment
91% of  remanufactured toner cartridges and nearly 92% of remanufactured ink 
cartridges sold will ultimately be thrown away due to remanufacturer preference to 
work with cartridges that have never been remanufactured and lack of recycling for 
unusable cartridges and replaced parts.1

Even if you return an empty cartridge to a remanufacturer, there’s no guarantee it will 
be kept out of a landfill. In fact, a 2011 study found that remanufacturers throw away 
35% of the unusable ink cartridges and parts and 40% of the unusable toner cartridges 
and parts they collect.1 

Take in consideration  the entire life cycle impact of a product and not only its end-
of-life (EOL)
• Paper use during printing—not manufacturing or production—is the greatest 

contributor to the environmental impact of toner cartridges.1 

• Inconsistent print quality often leads to reprinting and increased paper consumption, 
which increases a cartridge’s environmental impact. 

• Remanufactured cartridges have a 10% larger carbon footprint than Original HP 
cartridges, when you consider reliability and print quality issues during use phase.1,2
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• If a customer uses non-HP cartridges the HP printer warranty is still there
• However when a printer damage is caused by a non-HP cartridge, then the printer will not be 

repaired for free by HP.
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HP printing supplies for HP inkjet and laser printers stand for premium quality, 
outstanding reliability and consistent yields.

Counterfeiters throughout the world try to benefit from HP’s unique image. They sell fake 
print cartridges, which are refilled or remanufactured print cartridges packed in 
unauthorised or fake reproductions of HP packaging, which are meant to mislead the 
consumer into believing that they are genuine HP products. 

USED/FAKE PACKAGING  REFILL/REMANUFACTURED PRINT CARTRIDGES

Counterfeiting is illegal and poses serious risks for HP, partners and customers. 
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It is important that you talk to your clients and inform them why they should refrain from 
illicit products. Here are some good arguments:

When customers buy counterfeit HP print cartridges unknowingly, they expect:
• a certain level of quality
• high print volumes that they are used to with HP
• peace of mind and reliability of HP with every cartridge
• continued reliability of their HP printer
• maintain the support of their HP printer warranty 
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The HP ACF Programme works hard to protect HP’s partners and customers by making it difficult to produce, 
distribute and sell counterfeits. 

Measures we are taking include: 

• As a first element, Prevention and Education: 

– It’s crucial to raise awareness of the ACF issue and inform customers, channel partners, government 
and HP staff.

– It is important to train customs and other law enforcement authorities as well as channel partners and 
customers. All of them need to be able to spot suspicious printing supplies. 

– To keep partners and their customers up to date, we provide several information resources, for 
example our detailed Info Sheets. We’ll get to those tools in more detail later.

– HP also audits stocks of HP channel partners, providing anti-counterfeit support and education. 

• With our second element, we help protect customers by focusing on Product and Packaging:

– Printers that alert customers when a non-genuine print cartridge is inserted.

– Packaging and security labels enable partners and customers to spot suspicious products – we’ll look at 
examples in a moment. 

• The third element is Investigation and Enforcement:

– Focus resources in countries most affected, especially re: production and distribution.

– Conduct Investigative and Enforcement (I&E) actions to deter growth.

– Promote and support seizures and enforcement, which have a dissuasive effect on actual and would-be 
counterfeiters.
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HP’s fight against counterfeiting has led to impressive successes all across EMEA from Nov. 
2012 to May 2013:
• ~ 1.9 million illicit items seized
• ~ 280 enforcement actions
• ~ 700 substantial leads
• ~ 400 Channel Partner Anti-counterfeit Audits and Customer Delivery Inspections

• Mention 1 million seizure in Middle East – many MEMA customers
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Counterfeiters sometimes re-use genuine HP print cartridge boxes to package their fake goods to deceive 
unwitting victims. Protect yourself and your customers against the illegal re-use of genuine boxes and tell 
them to take these measures:

1. Check the cartridge packaging for signs of previous use or tampering. Boxing and packaging materials 
of original HP print cartridges are of consistent and premium quality. Thus, any signs of wear and tear 
or a box having been opened and re-glued are reasons to be suspicious.

2. Do not sell or give away any empty HP printing supplies boxes – next time it could be you that pays the 
market price for a product you believe to be genuine, only to find that the HP box has been re-used and 
a counterfeit is inside!

In addition, you and your customers should generally consider the appearance of the packaging:

• Boxes and packaging material used for original HP print cartridges are of consistent and premium quality.

• HP does not knowingly authorise the sale of products in packaging which is damaged or of poor quality. 

• In detail, this means:

– The artwork of a box should be free of misprints such as incorrect colours or spelling mistakes. 

– There should be no traces of toner dust or ink stains visible on the packaging, since original HP print 
cartridges are always delivered unused and brand-new. 

It is also important to take a close look at the print cartridge itself:

• The print cartridge itself has to look clean and brand new. 

• Original HP print cartridges are always delivered unused, so there should be no damage, ink or toner 
leakage, scratches or any signs of previous use on the print cartridge itself.
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The most important thing in identifying possible counterfeit products is to authenticate any security label:

• HP LaserJet print cartridges always carry an HP security label, over the tear strip of the outer packaging.

• Security labels are found on most inkjet products in MEMA & CEE in 3 possible places
* This applies to all HP inkjet print cartridge boxes — blue, green and red, old and new packaging.

HP introduced new security labels in Sept 2011 for inkjet and early 2012 for laser printing supplies. The new labels 
feature sophisticated holographic properties as well as a new Quick Response (QR) code which you can easily validate 
using a web-enabled smartphone or online via an HP web page:

• The new labels can be placed either next to the hang hole or on the left or right side flap. 
The hologram of the new label is checked in the same way as for the previous (light blue) label:

– Tilt box front to back to see ’OK‘ and ’‘ move in opposite directions.

– Tilt box right to left to see ’OK‘ and ’‘ move in same directions.

• If these special colour-flip and motion features are missing, there is reason to suspect that print cartridges are not HP 
originals. 

In addition, former versions of the security label are still available on the market:

• How to check the light blue label:

– Tilt box front to back to see ’OK‘ and ’ ‘ move in opposite directions.

– Tilt box right to left to see ’OK‘ and ’ ‘ move in same directions.

• In addition, you can still find older toners in market with a dark blue label (with or without the words ’ORIGINAL TONER‘), 
these are still OK to use. Here is how to check the dark blue label:

– The contrasting halves of the label as well as the words ’ORIGINAL TONER‘ (if applicable) should switch between being 
dark blue and light blue as the box is turned.

• If these special colour-flip and motion features are missing, there is reason to suspect that print cartridges are not HP 
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originals. 
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• In addition, the new labels provide a unique code which you can validate using a smartphone ‘app’ or 
online. For this, simply capture the Quick Response (QR) code printed on the label with a smartphone in 
order to access HP Mobile Authentication. For scanning the barcode on the print cartridges, we 
recommend either i-nigma or e-supplies apps, depending on availability in your country, or any other
barcode reader application supported by your smartphone.

• Alternatively, you can also enter the alpha numeric code printed next to the QR code directly on the HP 
Mobile Authentication website; the URL for this website (www.hp.com/go/ok) is also featured on the new 
security label.

• You will then receive an immediate response regarding the label’s validity; valid labels generate a 
confirmation message, which indicates that the product has a valid code. An invalid response indicates 
that the product may not be genuine and you’ll receive instructions form HP on what to do next

Make use of the ‘HP Toner Cartridge Authentication’ software. With this tool, we offer an easy-to-use 
support for partners and customers to avoid counterfeit laser print cartridges. Follow three simple steps to 
use the free software:

1. View the Printer and Cartridge Compatibility at www.hp.com/go/TonerCheck to see if your products are 
already part of the constantly growing list which supports ‘HP Toner Cartridge  Authentication’

2. Download and install the free software

3. Make sure your PC is connected to the internet and use the software tool to check your installed print 
cartridges

Should the software detect any suspicious printing supplies, it will warn you with messages such as “risks 
detected” or “Non-HP Cartridges Detected”. If the print cartridge in question was sold as a new, original HP 
product, you may have reason to be suspicious and the software will advise users on what to do next. 

Various other indicators and methods are illustrated in training sessions and ACF information 
materials, such as Info Sheets, newsletters, success notices and the ACF website.
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Bookmark our hp.com ACF pages: 
– Distribute the address and put a link on your website to demonstrate  your commitment to protecting your customers against fakes
– Check the site for updated content

Download and distribute Info Sheets:

The ‘Anti-counterfeit guide for HP Business Partners’

– Available in 31 languages, including many languages spoken in MEMA (such as Arabic, English, French)

– Provides tailored information for HP Business Partners, such as a step-by-step guide to identifying possible fakes and recommended actions for partners to 
protect themselves from counterfeits

The ‘Anti-counterfeit guide for corporate customers’

– Available in 31 languages, including many languages spoken in MEMA (such as Arabic, English, French)

– Provides tailored information for businesses and public institutions such as a step-by-step guide to identifying possible fakes and recommended actions for 
customers to protect themselves from counterfeits

Download and distribute Success Notices:

Up-to-date Regional Success Updates and Regional Success Update specials
– Available for many countries in MEMA

– Provides details about recent seizures of counterfeit printing supplies by local authorities

– Read these documents to keep yourself updated on the measures local authorities in co-operation with HP are taking throughout MEMA (please keep in mind 
that RSUs are only for partners, they are not to be distributed to corporate customers, end users or the general public).

The ‘Anti-counterfeit Success Notice for Corporate Customers’:

– Provides details about recent seizures of counterfeit printing supplies by local authorities
Download and distribute newsletters:

Quarterly HP ACF Partner News

– Up-to-date information specifically for partners

– Summarises latest news and addresses most recent developments

– Available in various languages

‘Anti-counterfeit Update for Corporate Customers’

– Issued half-yearly

– Gives details about latest successes und up-to-date anti-counterfeiting know-how
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– For corporate customers
HP has launched its Anti-counterfeiting Buying Guide to strengthen your tender bids and offers. 
Discover a new way to increase your business by promoting this innovative tool, which is available in 31 languages. It is designed to make 
your clients aware of the particular risks of being sold counterfeits in public tenders and large purchases. 
Print out a copy of this handy one-page document and include it with your paperwork when you submit tender bids, quotes or 
deliveries for enterprises and institutional clients. Large clients then have all the information they need to help them avoid buying 
counterfeit HP products.
As you have provided it to them, their trust in you as an authorised HP Partner supplying only genuine products will increase.
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If you, your colleagues or your customers have been offered or have received printing supplies products 
that raise suspicion, please report to HP.

This is what we ask you to include in your report:

• Digital photos (without camera flash) of all six sides of the print cartridge box as well as the print 
cartridge itself and a close-up of the security label, if present (~ 500kb each)

• Information on why you think the product is suspicious and the name of the company that offered you 
the product

• Your contact details (HP will keep your personal information confidential to the extent permitted by law 
and will only share it on a need to know basis)
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Please forward all queries, feedback and suspicions about counterfeiting you receive from your partner 
contacts to the ACF Programme. If 

you come to know anything suspicious or if there are any questions, you can use one of the following ways 
to directly contact the ACF Programme:

• E-mail: To tell us about suspicious printing supplies or ask questions about the HP ACF Programme EMEA, 
send the details in any language 
via the ACF e-mail (acf.emea@hp.com).

• Web: To report suspicious printing supplies via the web including the option to report anonymously, they 
can go to their local HP ACF website (http://www.hp.com/go/anticounterfeit) and follow the navigation 
‘Contact HP’  ‘ACF online reporting form’.

• Post: To contact us via mail, they can use the following address: 
EMEA Anti-counterfeit Programme
Hewlett-Packard International S.à.r.l.
150 Route du Nant d'Avril, 1217 Meyrin, Switzerland

47

HP PPS Supplies Sales Training

© 2013 Hewlett-Packard Development Company, L.P.

December 13



48

HP PPS Supplies Sales Training

© 2013 Hewlett-Packard Development Company, L.P.

December 13



49

HP PPS Supplies Sales Training

© 2013 Hewlett-Packard Development Company, L.P.

December 13



The laser printer processes the data for a print job in six stages:

First, a charging roller applies a uniform negative charge to the surface of the print drum.

Then the laser creates an image of the page to be printed on the surface of the imaging 
drum. Wherever the laser strikes the drum, it discharges it.

Next, the developing roller attaches toner particles to the discharged areas of the print 
drum.

Then, the image is transferred to paper by the transfer roller.

Next, the image is fused into the paper as it passes between the heated fusing roller and 
the pressure roller. HP‘s patented Instant-on Technology shortens the warm-up time, 
which means the printer can switch to power-save mode sooner.This benefits your 
customer reducing energy consumption and fan noise, speeding up the first page out and 
shortening total print-job times.

Finally, the cleaning rod scrapes unused toner off the rotating drum.

70% of the printer’s imaging system, specifically designed as part of the HP printer to 
deliver consistent and high-quality results, is in the LaserJet cartridge. 
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•So what is actually inside a modern toner?
•Generically this is a picture of a typical toner – this picture can be used to represent the results of a conventional or CPT process. (chemical prepared = spherical)
•Any modern toner will contain all of these components as well as residual material that do not perform any function in the finished product but were incorporated 
to aid in the manufacturing process. E.g. polymer catalysts, grinding agents etc
•The basic function of a toner is to place the coloring agents on the page – the pigments – these are what makes the image visible. Colorants are up to 10% of the 
toner mass. The largest constituent of the toner is the resin (the “plastic”, the “polymer”) The resin basically transports the pigment to the page – that is it’s 
function. It is the resin that dominates the thermal (fusing) properties of the toner – it needs to be optimized to fuse appropriately in the printer of choice.
•We mentioned that toner needs to be charged and that this is accomplished by tribo-charging. This means the toner needs to flow well in the powder form so that it 
can be easily mixed and conveyed in and from the developer unit.
•These flow and charge properties are optimized by coating the toner particles in external additives (very small particles that enhance flow and charging) and charge 
control agents that give the toner its charging properties.
•To aid in the fusing process wax is also incorporated in to the toner. This lubricates the toner surface during the fusing process so that the fused page releases easy 
from the fuser – like using oil when you bake or fry food.
•In some instances (e.g. monochrome) other materials are incorporated to give the toner specific properties. Did you know that all HP mono toners are magnetic? 
This is so magnetic forces can be used in combination with electrical forces to move the toner from the developer unit to the OPC.
•Clearly there are many ingredients in a toner as well as just simple plastic resin. This indicates that in a print system the type and  exact combination of these 
ingredients is almost unique as there are multiple possible combinations. When HP develops any given print system these combinations are optimized to ensure 
optimum performance and consistency.
•Simply put – it’s like baking a cake – the right ingredients, in the right proportions to guarantee the best result

•1. Resin: 75% of the toner particle (butter ´from fridge and bread example)
•2. Wax: lubrication, oil in engine analogy
•3. colorant (iron oxid vs. carbon black)
Toner contains many functional ingredients that need to be combined in the appropriate way. HP toners include proprietary ingredients that the aftermkt cannot 
exactly match. Many aftermkt toner vendors use different and varied sources. Even if a refiller gets a “good” batch one day you cannot be sure it will be so next time. 
HP keeps its formulations stable and consistent

TAKE AWAY
Toner is engineered with many elements that are designed to improve toner properties
Notes/Comments

This drawing shows a model of toner configuration.
One small toner particle has;

Resin - Gloss - How early does it start to flow 
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Pigment - Gamut
Wax – Gloss - How does it release from the fuser
And additives - how does it charge in the system to transfer - interaction between colors

In order to achieve all the requirements for a high-quality printing, HP toner consists of many sophisticated technology elements in each 
constituent part.
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• For example, the integrated print head of an inkjet cartridge has an intelligent circuit to 
control between 800 and 1200 nozzles (where each nozzle is finer than human hair), each 
of which is accurately ejecting the right color inks at up to 36,000 drops per second. 

• All of this ensures the outstanding HP print quality with crisp and clear black lines and 
text as well as brilliant colors. 

• At the scale of a human being, this is like throwing a grape from a 30 stories building into 
a bucket down on the pavement.
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Ink is the key to the whole system--it’s what you actually end up looking at when the print 
is done.  It also has to be engineered and manufactured to be compatible will all the 
components of the system, including a wide variety of media and environmental 
conditions.  
An incredible amount of work goes into creating excellent ink solutions.
Superior Ingredients and Unique Ink Formulations
Ink is a critical component of an inkjet printing system. The ink interacts with many 
different materials— from the ink cartridges and print heads, to the printer service 
station, and of course, the paper. Unlike many competitive inks derived from more generic 
‘off-the-shelf’ ink formulations, HP Inks are carefully engineered to be chemically 
compatible with the diverse set of materials in the HP cartridge and to flow and eject 
effectively through the complex, highly tuned components inside the print cartridge. HP 
inks are developed jointly with HP photo papers for maximum compatibility and 
performance. The result is an optimal balance of key photo attributes—outstanding color, 
permanence and reliability.
Exclusive dyes deliver an image quality advantage
The use of specially designed colorants and other key components in HP Inks has resulted 
in ink formulations that deliver exceptional light fastness while maintaining a large color 
gamut for rich, vibrant color and excellent image quality. Since most dyes are not capable 
of simultaneously providing good color and good fade resistance, HP co-develops 
exclusive dyes to deliver bright, vivid color on plain and specialty papers, as well as 
extended fade resistance on HP photo papers. The use of dyes, rather than pigments, 
enables Inks to provide an exceptionally smooth, uniformly high-gloss finish on glossy 
photo papers for a brilliant, three-dimensional image quality advantage.
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There are three key areas of interaction between the paper and the print system where 
problems can occur:
First is in the paper path where the paper must be pulled from the tray and moved with 
precision through the printing process.
The second is during the transfer process in which the transfer roller applies a positive 
charge to the paper which attracts the negatively charged toner from the developed image 
on the OPC.  Here, the electrical properties of the paper, transfer roller, OPC and toner all 
play a critical role as they interact.
The final point of key interaction is during fusing.  Paper is about 5% water.  During fusing, 
intense heat drives moisture from paper.  Remember, water boils at 100° C and we are 
operating at 165 - 180° C

HP PPS Supplies Sales Training

© 2013 Hewlett-Packard Development Company, L.P.

December 13



Advantages
• Faster dry-time.

users can handle documents sooner with less smearing resulting in very fast inkjet printing

• Bolder Black
Darker, richer blacks.

• Vivid Colours
Uniform vivid and vibrant colours.

• Reduced environmental impact
Enhanced recyclability of inkjet pages by making it easier to remove ink from paper (Deinking)
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The purchase of hardware is related to desire. So the idea of a lower price/ rebate is the 
create desire by offering a unique opportunity. Customers are so influenced to shift the 
purchasing decision forward in time and directed to the deal product.

A supplies purchase on the other hand is driven by a need. The usage pattern of each 
customer specifies his/her needs and is rather constant over time. The decision for the 
hardware is taken before and the only open option is to go for an original or refill supply. 
So the allowance of discounts may slightly moves forward the point in time when the 
cartridge is bought but will not dramatically effect the demand. So pure rebate deals will 
not generate any significant change in supplies sales since they trigger desire but don’t 
change the usage pattern.
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One page flyer on SBD available – to award our most valued customers with 
increased rebate for buying HP original supplies
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This is an exercise, fill in the missing boxes.
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Another useful tool is the IPG eIRG Tool provides :
Search for any cartridge
Cartridge search will show printer compatibility 
Monthly content updates
SKU level product information
Contains current and previous IPG product offerings that date back to 1998
Works both online and offline

Email any page of the eIRG including comparison results to your customer
http://installer.hpipgproducts.com
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Bookmark our hp.com ACF pages: 
– Distribute the address and put a link on your website to demonstrate  your commitment to protecting your customers against fakes
– Check the site for updated content

Download and distribute Info Sheets:

The ‘Anti-counterfeit guide for HP Business Partners’

– Available in 31 languages, including many languages spoken in MEMA (such as Arabic, English, French)

– Provides tailored information for HP Business Partners, such as a step-by-step guide to identifying possible fakes and recommended actions for partners to 
protect themselves from counterfeits

The ‘Anti-counterfeit guide for corporate customers’

– Available in 31 languages, including many languages spoken in MEMA (such as Arabic, English, French)

– Provides tailored information for businesses and public institutions such as a step-by-step guide to identifying possible fakes and recommended actions for 
customers to protect themselves from counterfeits

Download and distribute Success Notices:

Up-to-date Regional Success Updates and Regional Success Update specials
– Available for many countries in MEMA

– Provides details about recent seizures of counterfeit printing supplies by local authorities

– Read these documents to keep yourself updated on the measures local authorities in co-operation with HP are taking throughout MEMA (please keep in mind 
that RSUs are only for partners, they are not to be distributed to corporate customers, end users or the general public).

The ‘Anti-counterfeit Success Notice for Corporate Customers’:

– Provides details about recent seizures of counterfeit printing supplies by local authorities
Download and distribute newsletters:

Quarterly HP ACF Partner News

– Up-to-date information specifically for partners

– Summarises latest news and addresses most recent developments

– Available in various languages

‘Anti-counterfeit Update for Corporate Customers’

– Issued half-yearly

– Gives details about latest successes und up-to-date anti-counterfeiting know-how
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– For corporate customers
HP has launched its Anti-counterfeiting Buying Guide to strengthen your tender bids and offers. 
Discover a new way to increase your business by promoting this innovative tool, which is available in 31 languages. It is designed to make 
your clients aware of the particular risks of being sold counterfeits in public tenders and large purchases. 
Print out a copy of this handy one-page document and include it with your paperwork when you submit tender bids, quotes or 
deliveries for enterprises and institutional clients. Large clients then have all the information they need to help them avoid buying 
counterfeit HP products.
As you have provided it to them, their trust in you as an authorised HP Partner supplying only genuine products will increase.
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We have a lot of substantiation that Original HP toner cartridges deliver 
• Better and more consistent print quality
• Better reliability which allows a customer to be more productive
• Both will lead to all over lower printing costs
And that makes over time the original HP cartridge a more afffordable choice than non-HP 
cartridges.
Lastly, also a new-built Original HP cartridge is an environmental choice, when it is 
recycled via HP Planet partner Program.
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• HP paid for the test but not for the results. 
• It would be a high risk to lose all clients, when SpencerLab cheats for HP. 
• QL test engineers were involved over a time of several months, a fraud could not be 

hidden for ever.
• When such a fraud becomes public, SpencerLAB would go out of business.
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Here you can see some typicall issues found during the SpencerLAB test for EMEA.

The drum shutter protects the highly sensitive imaging drum from finger prints and 
daylight. With this cartridge it is broken in a way that a customer would not insatll the 
cartridge into the printer.

The pull tab is needed to remove the toner seal from the new cartridge, this has to be 
completed before the cartridge is installed into the printer otherwise the cartridge is 
unusable.

The other 3 examples show major print quality problems. When the print defect does not 
allow to obtain all information from the print-out than every user would re-print this page. 
However also smaller print defefects can cause a reprint, for example when the page is not 
good enough for ecternal use.

„Ghosting“ is called a print defect, when a shadow of a printed element (in this case 
letters) are repeated further down the page. This indicates a problem with the charging 
roller and/or the imaging drum.
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The print quality was evaluated in 4 categories.
The second to third category is summarized as „for limited or no use“  in our external 
messaging.
Limited use means that it depends on the use intention if a print-out is good enough or 
will be reprinted.  For example the „internal use“ quality will be reprinted if the page will 
be used for an external customer document. However this print qualiy is good enough for 
internal distribution and individual use. An unusable print qualiry page will always be 
reprinted, because information is missed.  See red circle on the slide.

Important the Print Quality Scale was not defined by HP or SpencerLAB, it was developed 
in a so called Psychometric Study with biz customers. They had to decide which print 
quality is sufficient for which of the 4 porpose categories.
Then SpencerLAB test engineers applied this scale when they judged print quality for this 
cartridge test.
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Reliability issues were evaluated according the 3 problem categories listed on the slide.

• a DOA / Dead on arrival cartridge did not work from the beginning,
• an EEOL / Early end of live cartridge did not deliver the expected pages
• a LQ / Low quality cartridge produced at least 50% of limited or no use pages.

For detailed explanation read all text on the slide or the SpencerLAB test report.

• Details on  Dead On Arrival (DOA) Definition
− 50% of the handling surface covered in leaked toner before or during the 

installation process. 
− A cartridge that within the first 10 pages has at least one page categorized as 

Individual Use or Unusable, and does not improve during the recovery process.
− A cartridge reaches EOL with a page count of less than 20% of the average page 

count for all Original HP cartridges of that model or if cartridge provides a stated 
yield that differs from HP stated yield, and reaches EOL with a page count of less 
than 20% of the average page count for all the other tested toner cartridges from 
that manufacture for that model.

− A cartridge is broken or missing parts.
− A cartridge fails to operate upon installation and does not recover.
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There is a missperception among customers and some channel players that new-built 
cartridges (= clones) perform better than re-used remanufactured cartridges.

These 2 charts show the SpencerLAB 2013 test results for Reman, clones and HP side by 
side.
• There are signficanly more problem cartridges with clones compared to 

remanufactured cartridges.
• Print Quality results are more or less the same,
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From a 2012 NA Photizo Group/Lyra Research study, commissioned by HP. Results based 
on a total of 1034 HP Color LaserJet and 1009 monochrome LJ users who have used both 
Original HP and non-HP toner cartridges.

Problems with non-HP toner cartridges occur more often than you might think.
(Color) 20% of HP Color LaserJet users who use a non-HP toner cartridge experience 
cartridges that fail, leak, or run out of toner prematurely.
(Mono) 22% of HP LaserJet users who use non-HP toner cartridges experience cartridges 
that fail, leak, or run out of toner prematurely.

That will hit your productivity (hidden costs) and bottom line (profitability)

Using non-HP toner cartridges can take your printer—and  your productivity—out of 
commission. 
(Color) 31% of HP Color LaserJet users who use non-HP toner cartridges experience printer 
downtime due to problems with the cartridges.
(Mono) 26% of HP LaserJet users who use non-HP toner cartridges experience printer 
downtime as a result of cartridge problems.
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From a 2012 NA Photizo Group/Lyra Research study, commissioned by HP. Results based 
on a total of 1034 HP Color LaserJet and 1009 monochrome LJ users who have used both 
Original HP and non-HP toner cartridges.

Problems with non-HP toner cartridges occur more often than you might think.
(Color) 20% of HP Color LaserJet users who use a non-HP toner cartridge experience 
cartridges that fail, leak, or run out of toner prematurely.
(Mono) 22% of HP LaserJet users who use non-HP toner cartridges experience cartridges 
that fail, leak, or run out of toner prematurely.

That will hit your productivity (hidden costs) and bottom line (profitability)

Using non-HP toner cartridges can take your printer—and  your productivity—out of 
commission. 
(Color) 31% of HP Color LaserJet users who use non-HP toner cartridges experience printer 
downtime due to problems with the cartridges.
(Mono) 26% of HP LaserJet users who use non-HP toner cartridges experience printer 
downtime as a result of cartridge problems.
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BLI is the imaging industry's leading independent authority and provider of competitive 
intelligence, testing and reviews on multifunction (MFP), copier, printer, scanner and software 
solutions and products.
Original HP ink cartridges tested  (21, 21XL, 22, 22XL, 56, 57, 140XL, 141XL, 300XL, 350, 350XL, 351, 
351XL) 
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Dead-On-Arrival (DOA)
• Cartridge found to have substantial leakage at start or during testing.
• 10 or fewer pages printed by a cartridge before end of life
• Cartridge fails to operate upon installation
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