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IBM Maximo Asset Management solution

 Manage and optimize the business processes 
pertaining to fixed, physical, or capital assets. 
Processes apply to assets that have a direct and 
significant impact on achieving corporate 
objectives

 Take an enterprise-wide view of asset 
performance and the tools required for deriving 
maximum return on asset investment through its 
life cycle

 Drive corporate performance by extracting greater 
lifetime value from asset investment

IBM Maximo Asset Management is a solution 
that enables organizations to perform the 
following tasks:

Focus is on the maintenance, repair and operation of Asset’s and/or Location’s.
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IBM Service Provider Solution for Maximo
 Service Provider 

– Customer Management
• Customer Application
• Billing Schedule via Customer 

Agreements
• Pricing Schedule via Customer 

Agreements
– Financial Management

• Customer Billing
• Customer Billing Review
• Sales Orders
• Price Books
• Markup Percentages

– Service Level Management
• Service Level Agreements
• Response Plans

Thinking = Everything is a Service!!!
The external Service Provider does not own the asset or location but provides the services 
that maintain, repair and/or ensure operation of the asset or location at the agreed to price 

and service level.
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Service Provider Strategy
 What does a Service Provider do?

– They provide services to one or more customers at an agreed to price 
and service level for a specific period of time.
• What standard services will be provided?
• What standard services levels can a customer sign up for based the those 

standard services?

– They will provide those services to at least one and most likely multiple 
customers which may or may not cross various industries.
• Generally a Service provider will specialize, Facility or Plant Management are 

two examples

– They will have an IT infrastructure or agreements with other IT Service 
Providers to provide that infrastructure, to ‘support’ the customer and 
internal employee user base.
• Maximo needs to scale up and down based on the number of users and other 

performance factors

– They need to on-board a customer quickly, time is critical!!!  
• Need a clear methodology that can be reused on implementations and then 

by customer administrators of the Service Provider.   
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 Service Provider Highlights

 Detailed and accurate billing with a review and approval 
cycle to reduce days sales outstanding (DSO) and 
receive timely payment of services

  Reduce TCO by leveraging a single instance to manage 
multiple customers

 Manage multiple customers with many physical locations, 
and provide unique customer agreements and rules to 
define entitlement of services

 Improve efficiency of service delivery with automatic 
notification and automatic assignments of responsibility 
and job plan
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Service Provider Business Model

Service Provider

Customer

Internal Resources External Resources

AssetAssetAssetAsset

Assign

Buy From (Pay)

Owns

Assign / Schedule

Customer Agreement

Customer

AssetAssetAssetAsset

Owns

All Billing Activity is processed through the ERP system

BILL
(ERP)
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 Manage Multiple Customers
– Multiple customers and their assets on a single 

database
– Customer references added to existing Maximo records
– Segregation of customer data – complete security
– Customers view / access only their information

Benefit to customer:  Reduce TCO by leveraging a single instance to 
manage multiple customers

Multi-Customer

Customer 
Management

Financial Management

Service 
Management

Multi-Customer
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Org A
Org B

Site B1
Site B2

Site A1
Site A2

Site A3

Customer 1 Locations

Customer 2 Locations
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CustomerCustomer

Location

Asset

Ticket

Classification SLA

Agreement

Address

Customer Relationships

Response
Plan

Configuration 
Item

Sales Order

Work Order

Price Schedule
Price Schedule

Price Schedule

Solutions

Bulletin
Boards

Domains

Attribute
Attribute

Software 
Licenses

Billing Schedule
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Customer Management

Benefit to customer:  Manage multiple customers with many physical locations, 
and provide unique customer agreements and rules to define entitlement of 
services

 Customer Information
– Associate customers with customer-related Objects
– Service addresses are associated with locations
– Billing Address

 Unique Customer Agreements
– Agreement Price Schedules – Billing of Work Orders and Tickets

• Price rules calculate prices
• Rules establish and determine entitlement of services

– Billing Schedules – Monthly Billing
• Automated Monthly Billing for Fixed Fees and Equipment Service Agreements, 

Managed Assets and Usage
– Service Level Agreements (SLAs)

• Establish target times and link targets to escalation
• SLAs may be global or customer specific 

Multi-Customer

Customer 
Management

Financial Management

Service 
Management
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Financial Management

 Customer Billing

– Billing for Work Orders and Tickets
– Automated Monthly Billing for Fixed Fees, Equipment Service 

Agreements, Managed Assets, and Usage

– Service Providers customer can review the bill and request / negotiate 
adjustments, as necessary

– Contains transactions from billing period, as well as transactions from 
previous billing period, that have not been billed

 Sales Order
– Automatically generated by Billing Schedule

• Fixed Fees
• Items / Assets
• Usage

– Manually created for Billing Credits and Adjustments

Benefit to customer:  Detailed and accurate billing with a review and approval cycle 
to reduce days sales outstanding (DSO) and receive timely payment of services

Multi-Customer

Customer 
Management

Financial Management

Service 
Management
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Service Management

Benefit to customer:  Improve efficiency of service delivery with automatic 
notification and automatic assignments of responsibility and job plan

 Response Plans
– Automate response to a work order, incident, service request, etc
– Rules engine determines response in a given situation

• Person/Group responsible for location or asset 
• Vendor to whom work should be assigned
• Job Plan and/or processing steps to be used for work on an asset
• Person/Group to be notification regarding an asset

– Work Order and Incidents Enhancements
– Includes customer and service address
– Calculate of prices
– Add miscellaneous fees and charges 
– Work Order supports price quotes (Fixed, Not to Exceed)

Multi-Customer

Customer 
Management

Financial Management

Service 
Management
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How Do Service Providers Charge for their Services?

 The Work that they do

 Fixed Fees

 The Assets they Manage

 Manufacturer’s Service Agreements

 Usage
– Planned 
– Actual
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Time and Material

 Cost           +               Markup           =             Price

 Cost       +                 Markup    +          Fee     =      Price
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Time and Material – and a bit more

 List Price      -        Discount        =                        Price

 Special Labor Pricing Rules
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Fixed Price Jobs

=
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Fixed Fees – Billed Monthly

ü Enter Type
ü Enter Price

Customer Agreement

ü Customer
ü Effective Dates
ü Billing Address
ü Revision

Billing Schedules

Fixed Amount

ü Start Bill Date
ü Term (in Months)
ü Last Bill Date
ü Next Bill Date
ü Total Billed

Billing Schedules
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Special Pricing

 Included Pricing
– First $100 on Work Order – Not Charged
– First $200 of Labor and $150 of Material Not charged

 Minimum Pricing
– Minimum Charge for Work Order is $100
– Minimum Labor Charge is $250

 Quotes
– Fixed Quote
– Not To Exceed Quote
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Projects
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After Market Service Agreements

Aftermarket Service Agreement

 Provides Service
To Product

Billing

Manufacturer

Sells Product
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Planned / Actual Usage

$4.53 per Sq. Meter $0.56 per Gbyte
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Managed Assets

A monthly charge for each 
Asset that belongs to the Customer.

Charged amount is based on the
Classification of the Asset and the
Values of the Classification 
Attributes
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Billing Schedule

ü Enter Type
ü Enter Price

Customer Agreement

ü Customer
ü Effective Dates
ü Billing Address
ü Revision

Billing Schedules

Fixed Amount

ü Identify Usage Type
ü Enter Unit of Measure
ü Enter Quantity of Use
ü Enter Unit Price

Planned Usage

ü Enter Item / Quantity or Asset
ü Enter Site and Location
ü Enter Price Book
ü Verify Unit Price

Items Under Agreement

ü Enter Classification and Unit Price
ü Enter Site and Location
ü Enter Rules for Additional Charges

Capacity / Configuration

Managed Assets ü Identify Usage Meter
ü Enter Unit Price

Actual Usage
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Customer Agreements

Pricing Calculations

 Price Schedule (Tickets / Work 
Orders)
– Markup – Labor, Material, Services
– Labor Unit Price
– Material & Services & Tools

• Markup or List Price (Price Book)
– Fixed Price for Ticket / Work Order
– Markup + Special Charges
– Minimum Pricing
– Included Pricing

 Billing Schedules
Run automatically on a recurring 

schedule
– Fixed Fees
– Items with Service Agreements
– Scheduled Usage
– Managed Assets
– Actual Usage

Agreement

•Revision
•Effective Dates
•Billing Period
•Billing Address
•Total of Amount  Billed

Agreement

Price Schedule

Price Schedule

Price Schedule

Billing Schedule
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Multi-Customer
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Customer Agreement – Labor Pricing Rules
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Customer Agreement – Material Pricing Rules
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Billing Schedule – Fixed Fees
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Billing Schedule – Managed Assets
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Monthly Processing Cycle

Fixed Amounts

ü Start Bill Date
ü Term (in Months)
ü Last Bill Date
ü Next Bill Date
ü Total Billed

Planned Usage

Items under Agreement

Bill Batch

Billing Schedule

Sales Orders

Bill Line

Sales Orders

Sales Orders

Bill Line

Bill Line

Managed Assets

Assets
Sales Orders

Bill Line

Actual Usage
Usage 
Meters Sales Orders

Bill Line
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Automation of Service Delivers

 Response Plan

– Define Conditions
• Customer(s)
• Classifications / Service / Priority / Location / Address 
• Etc.

– Define Responsibility
• Person / Group / Vendor

– Specify the Work to be done
• Job Plan / Ticket Template

– Notifications

– Actions
• Follow-on Work / Status Updates / Start a Work Flow
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Billing Process

Customers

Customer Agreements

Billing Schedules

Price Schedules

Sales Orders

Work Orders

Service Requests

Customer Billing
Bill Batch

Customer Billing
Bill Batch

Customer Billing
Final Review

Bill Review
Customer Billing

Review / Correct / Adjust

Price is added to 
Ticket or Work 

Order

Generated 
Automatically by 

Bill Schedule

Reviewed By 
Customer

Accounting 
System

Transaction Billing
Conditional Rules:
1. Labor, Material , Services , Tools
2. Special Fees
3. Fixed Charges

Recurring Billing
1. Fixed Fees
2. Managed Assets
3. Actual Usage
4. Planned Usage
5. Scheduled Items and Services
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Automation
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Development Roadmap

Release 6.1 Release 7.1.2Release 7.1 Release 7.1.1.1
GA:  Jul 07 GA: Nov 2010GA:  Aug 09GA:  Sep 08

●Customer Management
●Customer Agreements
●Sales Orders
●Response Plans
●Customer Billing
●Billing Review

●Work Orders
●Locations
●Service Requests
●Incidents
●Problems
●Classifications
●Persons

●Assets

●Configuration Items

●Classifications / Attributes

●Security Groups
●Customer Objects

●Deployed Assets

●WO / Ticket Rules
● Customer
● Classifications
● Attributes

●Customer Link to
● Domains
● Solutions
● Bulletin Boards
● Item

●Item List Price

●SLA Hold

●SLA Time Zone

●Recursive Response Plans

●Price Books
● Items
● Service Items
● Revisions
● Effective Date

●Automate Billing 
● Fixed Fees
● Items
● Planned Usage

●Pricing Thresholds
● Included Pricing
● Minimum Pricing

Tpae 6.2.2 Tpae 7.1 Tpae 7.1.1.5 Tpae 7.1.1.7
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Development Roadmap

Release 7.5 Release 7.xRelease 7.5.1 Release 7.5.1.1
GA:  Apr 11 GA: GA:  Jul 12GA:  Nov 11

●Bill Open Work Orders

●Bill Managed Assets

●Bill Actual Usage

●Select Individual Line 
Items for Billing

●Synchronize Customers 
between linked Assets and 
CI’s

●Add Offerings to Price 
Book to support Service 
Catalog

●Customer specific 
Classifications / Attributes 
allowed on Solutions

●SLA Hold enhancements

●Move Service Address 
from Service Provider to 
Core

● Support Scheduling
● Support Spatial

●Add Financial Period filter 
to Billing of Open Work 
Orders

Tpae 7.5 Tpae 7.5.0.1 Tpae 7.5.0.3 Tpae 7.x
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More Info
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Thank you!

Questions?
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