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“Every human being, company, organization, city, nation, 
natural system and man-made system is becoming 

interconnected, instrumented and intelligent. 
This is leading to new savings and efficiency—but 

perhaps as important, new possibilities for progress.”

The world is 
smaller.

Because it can.

Because it must.

Because we want it to.

The world is 
getting smarter.

The world is
flatter.

IBM Vision for a Smarter Planet … 
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Asset management becomes ever more important…

Asset management is a business discipline related to managing an enterprises assets over 
their lifecycle from design, build, procurement, operation, maintenance, modification, and 
disposal.

To drive an effective 
return, many 
organizations work to 
maximize their 
effectiveness of their 
capital assets across the 
asset lifecycle
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…across all Asset Classes…
Real Estate and Facilities

Plant and Production Mobile Assets

Infrastructure

Information Technology

Railways, Electric / Gas Distribution, 
Highways, Telecom, Water

Facilities, buildings, warehouses

Manufacturing, Chemical, Petroleum, 
Electronics, Food Military, Airlines, Rail

PCs, Networks, Routers, 
Applications, Auto Discovery, 
Service Desk
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…with major areas of concern common across industries 
within an rapidly changing world …

Post M & A Post M & A 
synergiessynergies

Outsourcing / Outsourcing / 
new business new business 

modelsmodels
Poor reliability Poor reliability 
and utilisationand utilisation

Overhead Overhead 
costs/ Credit costs/ Credit 

crunchcrunch

GlobalisationGlobalisation

Environmental/Environmental/
green agendagreen agenda

Capital Capital 
constraintsconstraints

Ageing and  Ageing and  
underunder

performing performing 
assetsassets

Security, Security, 
safety safety 

pressurespressures

Ageing Ageing 
workforceworkforce

Competitive Competitive 
environmentenvironment
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…balance between opex 
and capex? …make fixed 

costs variable? 

…reduce the number of systems 
our staff must work with? …exploit 

the benefits of emerging 
technologies (RFID, GPS, SOA, 

pervasive devices)? 

….transform our 
relationship with our 

suppliers? …know if we 
have the “right” assets and 

inventory ?

…implement best practice 
organisation and processes 
across the enterprise? …
improve the productivity of 

our field-force? 

…reduce
total cost of ownership 

over the asset 
lifecycle? 

…improve reliability and 
safety performance? …

reduce unplanned 
outages? 

…raising questions across the asset life-cycle…
How can I….

…ensure compliance with 
regulators? …improve 
customer feedback?

…design, procure and 
coordinate our large 
capital programmes?

…obtain more 
intelligence about the 

condition of our assets? 
…make more timely 

decisions? 

…become world class 
with more efficient and 

cost-effective 
operations? 

Financial Management 
Technology

Post M&A Post M&A 
synergiessynergies

Outsourcing / Outsourcing / 
new business new business 

modelsmodels
Poor reliability Poor reliability 

& utilisation& utilisation

Overhead Overhead 
costscosts

GlobalisationGlobalisation

EnvironmentalEnvironmental
/green agenda/green agenda

Capital Capital 
constraintsconstraints

Aging & under Aging & under 
performing performing 

AssetsAssets

Security, Security, 
safety safety 

pressurespressures

Aging Aging 
workforceworkforce

Competitive Competitive 
environmentenvironment
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IBM has helped leading companies around to globe to travel the 
Maturity Path from Innocence to Excellence
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Experience dictates that a focus on Asset Management can 
significantly help an asset intensive organization’s bottom line. 

Reduced Equipment
Investment

Reduced Facilities 
Investment

Reduced Facilities 
Investment

Reduced Facilities 
Investment

Reduced Facilities 
Investment

Effective 
Service 

Delivery /  
Profits 

Generated

Capital 
Efficiently
Employed

ROIC and
Shareholder 

Value /
Qualitative 

Benefits

Operating 
Costs Reduce Material CostsReduce Material CostsReduce Material CostsReduce Material Costs

Reduce Service CostsReduce Service CostsReduce Service CostsReduce Service Costs

Increase Labour
Productivity

Increase Labour
Productivity

Increase Labour
Productivity

Increase Labour
Productivity

Increased Customer 
Satisfaction

More CompetitiveMore CompetitiveMore CompetitiveImproved Safety/ 
lower risk

Enhanced Regulatory
& OEM Relationships  
Enhanced Regulatory
& OEM Relationships  
Enhanced Regulatory
& OEM Relationships  
Enhanced Regulatory
& OEM Relationships  

Increased Account
Penetration

Increased Account
Penetration

Increased Account
Penetration

Increased asset availability
/service reliability

Fixed 
Capital

Working 
Capital

Increased Inventory & 
AR Turnover

Increased Inventory & 
AR Turnover

Increased Inventory & 
AR Turnover

Increased Inventory & 
AR Turnover

Revenue /
Capability

Value Drivers

Increased asset availability and 
greater in-service reliability to provide 
a basis to improve service delivery/ 
grow more revenue from the same 
asset base

More timely and precise 
interventions improves productivity 
and reduces material use and in turn 
overheads

Increased asset lives and less 
downtime enables higher 
utilisation and requires less 
investment in facilities/assets

• OBJECTIVE
• Commercial - Maximise 

share holder value
• Public Sector - Effective 

service delivery
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IBM Approach for Smart Asset Management – comprehensive 
methodology and unique capabilities to achieve excellence in 
asset management    

Thought leadership in asset 
management: increase the value 
perception of maintenance and 
its contribution to ROA

IBM’s Maturity profile of Asset 
Management can help our 

clients look a level deeper,  
focusing on 10 Strategic 

Categories

From value driven 
implementation to  
track the realization 
of benefits

Unique understanding 
of people dynamics in 

asset management

Leading Program 
Management 

Techniques

A comprehensive TLAM 
portfolio, enabling our 

clients to select the most 
appropriate way to get 

started

Leading EAM Solutions,  
advanced analytics and 
alliances with all relevant 
technology suppliers

Maturity
Profile

Thought
Leadership

Total Asset

Life-cycle

Transformation
Management

Value
Realization 

Best-of-Breed
Technology

People

Metrics

Technology

Strategy

Processes

IBM Industrial Products – Metals & Mining    9
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IBM’s Maturity Profile for Asset Management can help our 
clients look a level deeper,  focusing on 10 Strategic 
Categories

amcoe 
Asset Management Center of Excellence

ProcessProcess
ReRe--DesignDesign

ReliabilityReliability

TacticsTactics MeasuresMeasures

DataData
ManagementManagement

Planning &Planning &
SchedulingScheduling

MaterialsMaterials
ManagementManagement

StrategyStrategy ManagementManagement

AutonomousAutonomous
MaintenanceMaintenance

Quantum LeapsQuantum Leaps

LeadershipLeadership

ContinuousContinuous
ImprovementsImprovements

ControlControl

Asset Management Center of Excellence Pyramid

Strategic Categories
1. Strategy
2. Management
3. Data Management
4. Materials Management
5. Planning & Scheduling
6. Tactics 
7. Measure
8. Autonomous Maintenance 
9. Reliability
10.Process Re-Design 

Maturity
Profile 

IBM Industrial Products – Metals & Mining    10
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ProcessProcess
ReRe--DesignDesign

ReliabilityReliability

TacticsTactics MeasuresMeasures

DataData
ManagementManagement

Planning &Planning &
SchedulingScheduling

MaterialsMaterials
ManagementManagement

StrategyStrategy ManagementManagement

AutonomousAutonomous
MaintenanceMaintenance

Quantum LeapsQuantum Leaps

LeadershipLeadership

ContinuousContinuous
ImprovementsImprovements

ControlControl

ProcessProcess
ReRe--DesignDesign

ReliabilityReliability

TacticsTactics MeasuresMeasures

DataData
ManagementManagement

Planning &Planning &
SchedulingScheduling

MaterialsMaterials
ManagementManagement

StrategyStrategy ManagementManagement

AutonomousAutonomous
MaintenanceMaintenance

Quantum LeapsQuantum Leaps

LeadershipLeadership

ContinuousContinuous
ImprovementsImprovements

ControlControl

ProcessProcess
ReRe--DesignDesign

ReliabilityReliability

TacticsTactics MeasuresMeasures

DataData
ManagementManagement

Planning &Planning &
SchedulingScheduling

MaterialsMaterials
ManagementManagement

StrategyStrategy ManagementManagement

AutonomousAutonomous
MaintenanceMaintenance

ProcessProcess
ReRe--DesignDesign

ReliabilityReliability

TacticsTactics MeasuresMeasures

DataData
ManagementManagement

Planning &Planning &
SchedulingScheduling

MaterialsMaterials
ManagementManagement

StrategyStrategy ManagementManagement

AutonomousAutonomous
MaintenanceMaintenance

Quantum LeapsQuantum Leaps

LeadershipLeadership

ContinuousContinuous
ImprovementsImprovements

ControlControl

Quantum LeapsQuantum Leaps

LeadershipLeadership

ContinuousContinuous
ImprovementsImprovements

ControlControl

amcoe Maturity Model
Asset Management Center of Excellence

Processes documented and 
coodinated with support 
areas (Inv. / Purc)
Evidence of regular review 
cyc

Processes documented 
Evidence of periodic review. 
Procedures well documented 
and organized 

Processes Documented 
Planning and Scheduling 
disciplines are prevalent
Medium amount of Reactive 
and PM Workload

Some processes 
documents. 
Moderate amount of 
procedures available
High PM Workload

Processes not 
documented.  Some 
procedures available
High Reactive Work 
Percentat

10.Process 
Redesign

Decentralized teams
Business based decisions
Excellent cooperation with 
Maint. / Production
Teamwork a hallmark of 
entire organization

Self Directed teams
Maint. / Production 
cooperation at all levels. 
Team work at organization 
levels

Directed Workforce
Some Teamwork
Maint./  Production cooperation 
at working level

Directed Workforce
No Teamwork
Good cooperation of 
Maint. And Production

Directed Workforce
No Teamwork
Maint & Production 
relationship strained

9. Autonomous 
Maintenance

All Tactics Based on 
Analysis

Some CBM
Some Prev. Maint. 
Few Surprises

Time and Use Based 
Inspections
Some - NDT

Time Based InspectionsAnnual S/D Inspections 
Only

4. Maintenance 
Tactics

Fully Integrated  to common 
databases
Data Standards in Place

Fully Functional Asset 
Mgmnt System  liked to 
Financials and/or Inventory 
Systems

Fully Functional  Asset Mgmnt. 
Stand Alone System 

A “System” that Allows 
for Some Scheduling and 
PartsTracking

Manual or Ad-hoc 
specialty Systems

3. Data Mgmnt
/ IT

Multi-Skilled 
Independent Trades

Some Level of Multi-Skilled 
Staff

Decentralized Mixed Trade 
Teams

Partly Centralized for 
Some Trades

Highly Centralized2. Organization 
/  Management 

*Service levels 95%+
*On line material 
requisitioning 
*Turns exceed 1.5

*Alliances developed 
*(Free Issues )
*Streamlined processes
*Material Delivery Process 
Established 
*Automatic Matching of 
Invoices 
*Compurtized inventory 
control system

System computerized
Stock levels set – no Maint. 
Input.
Lead time and Safety Stock 
Levels set – Rare;

*Some storeroom controls
*Lack of performance 
measurements 
*Turns less than 1.0

*Absence of storeroom 
management practices 

5. Materials 
Management

Some FMECA used

Mean Time to Failure / 
Repair Records Available
Separate Maintenance 
Costs 

Solid General Planning and 
Scheduling 
Job Planning with 
Engineering Support

Long Term Improvement 
Plan

II                          
Competence

RCM Program in Place
Risk and Root Cause 
Analysis Program

Failure DB Established. 
Used for Analysis

Collect s Failure Data but 
make little use of it

No Failure Records8. Reliability 
Centered 
Maintenance

OEM Benchmarking
Full Cost Database

Downtime by Cause
Maintenance Costs Available

Some Downtime / 
Reliability Records
Maint. Costs Not 
Segregated

No Systematic 
Approach. 
Maint. Cost Not 
Available

7. Performance 
Measures

Long Term 
Major Project Planning for 
both Maintenance  and 
Engineering

Maintenance Planning Group 
Established
Ad-hoc Engineering

Some Troubling Shooting 
Support
Inspection Scheduling

Little or No Formal 
Planning, Scheduling, or 
Engineering Support

6. Planning 
and 
Scheduling

Established and 
Communicated Maintenance 
and Asset Strategy

Annual Improvement PlanPrevent Maintenance 
Improvement Program

Mostly Reactive 
Breakdown 
Maintenance

1.Strategy

I                               
Excellence

III                          
Understanding

IV                            
Awareness

VI
Innocence

Rating
Levels

Processes documented and 
coodinated with support 
areas (Inv. / Purc)
Evidence of regular review 
cyc

Processes documented 
Evidence of periodic review. 
Procedures well documented 
and organized 

Processes Documented 
Planning and Scheduling 
disciplines are prevalent
Medium amount of Reactive 
and PM Workload

Some processes 
documents. 
Moderate amount of 
procedures available
High PM Workload

Processes not 
documented.  Some 
procedures available
High Reactive Work 
Percentat

10.Process 
Redesign

Decentralized teams
Business based decisions
Excellent cooperation with 
Maint. / Production
Teamwork a hallmark of 
entire organization

Self Directed teams
Maint. / Production 
cooperation at all levels. 
Team work at organization 
levels

Directed Workforce
Some Teamwork
Maint./  Production cooperation 
at working level

Directed Workforce
No Teamwork
Good cooperation of 
Maint. And Production

Directed Workforce
No Teamwork
Maint & Production 
relationship strained

9. Autonomous 
Maintenance

All Tactics Based on 
Analysis

Some CBM
Some Prev. Maint. 
Few Surprises

Time and Use Based 
Inspections
Some - NDT

Time Based InspectionsAnnual S/D Inspections 
Only

4. Maintenance 
Tactics

Fully Integrated  to common 
databases
Data Standards in Place

Fully Functional Asset 
Mgmnt System  liked to 
Financials and/or Inventory 
Systems

Fully Functional  Asset Mgmnt. 
Stand Alone System 

A “System” that Allows 
for Some Scheduling and 
PartsTracking

Manual or Ad-hoc 
specialty Systems

3. Data Mgmnt
/ IT

Multi-Skilled 
Independent Trades

Some Level of Multi-Skilled 
Staff

Decentralized Mixed Trade 
Teams

Partly Centralized for 
Some Trades

Highly Centralized2. Organization 
/  Management 

*Service levels 95%+
*On line material 
requisitioning 
*Turns exceed 1.5

*Alliances developed 
*(Free Issues )
*Streamlined processes
*Material Delivery Process 
Established 
*Automatic Matching of 
Invoices 
*Compurtized inventory 
control system

System computerized
Stock levels set – no Maint. 
Input.
Lead time and Safety Stock 
Levels set – Rare;

*Some storeroom controls
*Lack of performance 
measurements 
*Turns less than 1.0

*Absence of storeroom 
management practices 

5. Materials 
Management

Some FMECA used

Mean Time to Failure / 
Repair Records Available
Separate Maintenance 
Costs 

Solid General Planning and 
Scheduling 
Job Planning with 
Engineering Support

Long Term Improvement 
Plan

II                          
Competence

RCM Program in Place
Risk and Root Cause 
Analysis Program

Failure DB Established. 
Used for Analysis

Collect s Failure Data but 
make little use of it

No Failure Records8. Reliability 
Centered 
Maintenance

OEM Benchmarking
Full Cost Database

Downtime by Cause
Maintenance Costs Available

Some Downtime / 
Reliability Records
Maint. Costs Not 
Segregated

No Systematic 
Approach. 
Maint. Cost Not 
Available

7. Performance 
Measures

Long Term 
Major Project Planning for 
both Maintenance  and 
Engineering

Maintenance Planning Group 
Established
Ad-hoc Engineering

Some Troubling Shooting 
Support
Inspection Scheduling

Little or No Formal 
Planning, Scheduling, or 
Engineering Support

6. Planning 
and 
Scheduling

Established and 
Communicated Maintenance 
and Asset Strategy

Annual Improvement PlanPrevent Maintenance 
Improvement Program

Mostly Reactive 
Breakdown 
Maintenance

1.Strategy

I                               
Excellence

III                          
Understanding

IV                            
Awareness

VI
Innocence

Rating
Levels1.   Strategy

2.   Organization/Management
3.   Data Management
4.   Maintenance Tactics
5.   Materials Management
6.   Planning and Scheduling
7.   Key Performance Indicators 
8.   Reliability Center Maintenance
9.   Autonomous Maintenance
10. Process Re-design  

Real Estate and Facilities

Plant and Production

Mobile Assets

Infrastructure

Information Technology

Maturity
Profile 
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Analyze your maturity and prioritize opportunities
Standard

StrategyStrategy

PlanPlan

Your Company

ID Task Name Start Finish

1 Genesis Corporation  - Asset Management Implementation Plan Fri 5/21/04 Fri 12/29/06
2 Project governance Fri 5/21/04 Fri 7/16/04

12 MM5 – Assign corporate contracts to Corporate Purchasing Tue 6/15/04 Mon 11/1/04
16 MM2 – Centralize MRO purchasing Mon 7/5/04 Fri 11/5/04
24 O3 – Implement a hybrid organizational structure Tue 6/15/04 Tue 8/2/05
33 O2 – Conduct a maintenance skills needs analysis Tue 8/10/04 Mon 1/3/05
39 MM6 – Hire three HVAC technicians Tue 2/15/05 Mon 6/20/05
43 O1 – Formalize maintenance training in each area Tue 1/4/05 Mon 3/14/05
48 I1 – Implement CMMS Prod Mon 6/28/04 Fri 10/22/04
67 MM4 – Implement a recognized catalogue naming convention Mon 8/9/04 Mon 12/27/04
73 P2 – Define work history details to be recorded by technicians Mon 6/14/04 Fri 7/2/04
78 P1 – Implement consistent work management processes Mon 7/12/04 Fri 2/4/05
90 MM7 - Implement warranty tracking Fri 7/9/04 Fri 10/29/04
94 K1 – Implement a balanced set of key performance indicators Mon 8/2/04 Fri 12/3/04
102 MM3 – Establish a virtual central warehouse Mon 7/5/04 Mon 11/15/04
111 S2 – Implement process to involve maintenance in new equipme Mon 3/7/05 Fri 4/8/05
116 R1 – Implement Reliability Centred Maintenance Mon 1/31/05 Wed 11/2/05
123 MM1 – Identify critical spares Tue 12/14/04 Mon 4/25/05
128 E1 – Identify Operator maintenance tasks Thu 11/3/05 Wed 1/18/06
133 S1 – Implement Lifecycle Costing (LCC) Mon 1/9/06 Fri 3/24/06
139 I1 - Phase 2 - Integration of CMMS Prod to Baan Mon 6/20/05 Fri 10/7/05
141 I1 - Phase 3 - Enhancements to CMMS Prod Mon 9/11/06 Fri 12/29/06

Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1
2004 2005 2006ID Task Name Start Finish

1 Genesis Corporation  - Asset Management Implementation Plan Fri 5/21/04 Fri 12/29/06
2 Project governance Fri 5/21/04 Fri 7/16/04

12 MM5 – Assign corporate contracts to Corporate Purchasing Tue 6/15/04 Mon 11/1/04
16 MM2 – Centralize MRO purchasing Mon 7/5/04 Fri 11/5/04
24 O3 – Implement a hybrid organizational structure Tue 6/15/04 Tue 8/2/05
33 O2 – Conduct a maintenance skills needs analysis Tue 8/10/04 Mon 1/3/05
39 MM6 – Hire three HVAC technicians Tue 2/15/05 Mon 6/20/05
43 O1 – Formalize maintenance training in each area Tue 1/4/05 Mon 3/14/05
48 I1 – Implement CMMS Prod Mon 6/28/04 Fri 10/22/04
67 MM4 – Implement a recognized catalogue naming convention Mon 8/9/04 Mon 12/27/04
73 P2 – Define work history details to be recorded by technicians Mon 6/14/04 Fri 7/2/04
78 P1 – Implement consistent work management processes Mon 7/12/04 Fri 2/4/05
90 MM7 - Implement warranty tracking Fri 7/9/04 Fri 10/29/04
94 K1 – Implement a balanced set of key performance indicators Mon 8/2/04 Fri 12/3/04
102 MM3 – Establish a virtual central warehouse Mon 7/5/04 Mon 11/15/04
111 S2 – Implement process to involve maintenance in new equipme Mon 3/7/05 Fri 4/8/05
116 R1 – Implement Reliability Centred Maintenance Mon 1/31/05 Wed 11/2/05
123 MM1 – Identify critical spares Tue 12/14/04 Mon 4/25/05
128 E1 – Identify Operator maintenance tasks Thu 11/3/05 Wed 1/18/06
133 S1 – Implement Lifecycle Costing (LCC) Mon 1/9/06 Fri 3/24/06
139 I1 - Phase 2 - Integration of CMMS Prod to Baan Mon 6/20/05 Fri 10/7/05
141 I1 - Phase 3 - Enhancements to CMMS Prod Mon 9/11/06 Fri 12/29/06

ID Task Name Start Finish

1 Genesis Corporation  - Asset Management Implementation Plan Fri 5/21/04 Fri 12/29/06
2 Project governance Fri 5/21/04 Fri 7/16/04

12 MM5 – Assign corporate contracts to Corporate Purchasing Tue 6/15/04 Mon 11/1/04
16 MM2 – Centralize MRO purchasing Mon 7/5/04 Fri 11/5/04
24 O3 – Implement a hybrid organizational structure Tue 6/15/04 Tue 8/2/05
33 O2 – Conduct a maintenance skills needs analysis Tue 8/10/04 Mon 1/3/05
39 MM6 – Hire three HVAC technicians Tue 2/15/05 Mon 6/20/05
43 O1 – Formalize maintenance training in each area Tue 1/4/05 Mon 3/14/05
48 I1 – Implement CMMS Prod Mon 6/28/04 Fri 10/22/04
67 MM4 – Implement a recognized catalogue naming convention Mon 8/9/04 Mon 12/27/04
73 P2 – Define work history details to be recorded by technicians Mon 6/14/04 Fri 7/2/04
78 P1 – Implement consistent work management processes Mon 7/12/04 Fri 2/4/05
90 MM7 - Implement warranty tracking Fri 7/9/04 Fri 10/29/04
94 K1 – Implement a balanced set of key performance indicators Mon 8/2/04 Fri 12/3/04
102 MM3 – Establish a virtual central warehouse Mon 7/5/04 Mon 11/15/04
111 S2 – Implement process to involve maintenance in new equipme Mon 3/7/05 Fri 4/8/05
116 R1 – Implement Reliability Centred Maintenance Mon 1/31/05 Wed 11/2/05
123 MM1 – Identify critical spares Tue 12/14/04 Mon 4/25/05
128 E1 – Identify Operator maintenance tasks Thu 11/3/05 Wed 1/18/06
133 S1 – Implement Lifecycle Costing (LCC) Mon 1/9/06 Fri 3/24/06
139 I1 - Phase 2 - Integration of CMMS Prod to Baan Mon 6/20/05 Fri 10/7/05
141 I1 - Phase 3 - Enhancements to CMMS Prod Mon 9/11/06 Fri 12/29/06

Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1
2004 2005 2006

Assessment -- Defining the Gap; WCMS Dubai

0

20

40

60

80

100
Maintenance Strategy

Organization / Human Resources

Employee Empow erment

Maintenance Tactics

Reliability Analysis

Performance Measures / Benchmarking

Information Technology

Planning and Scheduling

Materials Management

Maintenance Process Reengineering

Average

"Benchmark"
SCALE:

100 - Excellence
 80 - Competence
 60 - Understanding
 40 - Awareness
 20 - Innocence

Questionnaire

Trend

InterviewAMcoe Pyramid Maintenance Staff

Gap

Do First
Do Last

High

High

B
en

ef
its

Complexity

Low

Low

1A

2B

3A
9A 

ImplementImplement

Prioritized 
Initiatives

AnalyzeAnalyze

ProcessProcess
ReRe--DesignDesign

ReliabilityReliability

TacticsTactics MeasuresMeasures

DataData
ManagementManagement

Planning &Planning &
SchedulingScheduling

MaterialsMaterials
ManagementManagement

StrategyStrategy ManagementManagement

AutonomousAutonomous
MaintenanceMaintenance

Quantum LeapsQuantum Leaps

LeadershipLeadership

ContinuousContinuous
ImprovementsImprovements

ControlControl

• Governance Model

• Prioritized Initiatives

• Benefits Determination

• Budget by Initiative 

IBM Industrial Products – Metals & Mining    

Maturity
Profile 
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The Asset Management Eightfold path to for a 
Smarter Planet Asset Creation – EPC, Suppliers, O&M

Asset Lifecycle Management – O&M

Finance / 
Analyses

Conceptual 
Design

Functional 
Design

Detailed 
Design

Construction & 
Fabrication

Maintenance Operations & 
Services

3 – 8 Years 40 – 60 Years
Data 

Handover

Operations & 
Services

Operations & 
Services

Data 
Handover

Decommision

Equipm
ent 
Models

Feature Extraction

Data Acquisition 
& Signal 
Processing

Diagnostics, 
Prognostics & 
Alerting

Action Tracking & 
Alert Closure

High Value Asset

Equipm
ent 
Models

Feature Extraction

Data Acquisition 
& Signal 
Processing

Diagnostics, 
Prognostics & 
Alerting

Action Tracking & 
Alert Closure

High Value Asset

SynergySensors 

SOA Service 
management

Supply chain
collaboration

Standardisation

Strategic 
decision-making

      Sustainability 

‘Eco-FM’ 
sustainable           

FM model 
built on IBM 
knowledge

‘Eco-Rank’    
building ranking 

system

 

Romeo Buildings in scope Location 
Service 
provider 

Category 
(Core / 
Flexible / 
Surplus) 

Carbon 
Footprint  
per m2  
(kg C/m2) 

Carbon 
Footprint 
Index 

Water Use 
m3/m2 

Water Use 
Index 

Waste Not 
Recovered 
(%) 

Waste 
Index 

ECO 
INDEX 
weighted 
average 

RANK 
FOR ECO 
IMPACT  Explanation 

087 Woodham Lane Addlestone 
CARILLION 
(N) 

 C  
             

148  
          
0.999  

3.15 
           
0.999  

55.8% 
              
0.608  

0.921 1 LAB 

281 Central Science Lab York OPERON  C  
             

104  
          
0.975  

1.63 
           
0.889  

62.0% 
              
0.691  

0.901 2 LAB 

533 Jobs Well Lane Carmarthen KIER  C  
             

124  
          
0.995  0.84 

           
0.562  88.9% 

              
0.928  0.895 3 LAB 

101 Thirsk Thirsk 
CARILLION 
(NE) 

 C                64  
          
0.798  

1.56 
           
0.872  

97.7% 
              
0.962  

0.846 4 LAB 

237 Itchen Abbas Winchester  KIER  C  
             

106  
          
0.979  

0.60 
           
0.435  

45.7% 
              
0.465  

0.767 5 LAB with incinerator 

186 Agricola House Penrith 
CARILLION 
(NW)  C                80  

          
0.900  0.31 

           
0.288  65.7% 

              
0.735  0.745 6 LAB 

216 Wildlife Unit Stroud KIER  F                30  
          
0.441  1.98 

           
0.955  88.8% 

              
0.927  0.641 7 LAB 

083 
Langfor d Hse 
Langfor d 

Bristol KIER  C                29  
          
0.427  

1.78 
           
0.922  

95.1% 
              
0.954  

0.632 8 LAB 

094 Fisheries Laboratory Lowestoft  KIER  S                33  
          
0.468  

2.60 
           
0.994  

53.7% 
              
0.578  

0.596 9 LAB 

146 
Govt Buildgs 
Guildford Guildford KIER  S                48  

          
0.643  0.50 

           
0.382  39.6% 

              
0.380  0.538 10 IT - COMP ELECTR 

272 Longbenton Newcastle 
CARILLION 
(NE) 

 S                22  
          
0.353  

1.28 
           
0.775  

73.1% 
              
0.814  

0.529 11 LAB 

539 Liberty House Reigate FACILIENT  C                29  
          
0.421  

0.51 
           
0.388  

90.1% 
              
0.934  

0.517 12 SVS OFFICE with LAB 
MIX 

191 
3-8 Whitehall P lace 
Wpw 

Westminster 
CARILLION 
(L/HQ) 

 C                31  
          
0.447  

0.35 
           
0.305  

71.5% 
              
0.799  

0.489 13 FULLY A/C 

086 Truro Truro KIER  C                26  
          
0.393  

1.08 
           
0.687  

49.1% 
              
0.513  

0.476 14 LAB 

079 Kendal Road Shrewsbury 
CARILLION 
(NW) 

 C                27  
          
0.407  

0.73 
           
0.502  

53.4% 
              
0.575  

0.460 15 LAB 

081 Barton Hall Preston 
CARILLION 
(NW) 

 C                25  
          
0.383  

0.96 
           
0.627  

37.0% 
              
0.345  

0.424 16 LAB with 
INCINERATOR 

177 Edenbridge House Carlisle 
CARILLION 
(NW) 

 C                26  
          
0.389  

0.47 
           
0.364  

52.9% 
              
0.567  

0.420 17  

569 Saffron House 
South 
Wigston 

CARILLION 
(Anglia)  F                17  

          
0.302  0.02 

           
0.169  80.3% 

              
0.876  0.390 18 SVS OFFICE WITH 

LAB MIX? 

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Building Name Contractor

Sustainable FM       
Maturity Profile

FM

Projects

(re furbs, 
lifecycle 
replaceme nt)

Utilities 
(Electricity, G as, 

W ater)

Real E state

S mart workingFM inpu t t o 
design 

specificat ion

FM investment in  
lifecycle 

replac ement; 
sharing  energy 

savings

Results 
through 
estates 

synergies

Kn ow ledge

• Re se a rc h
• Oth e r c l i en ts
• Su p pl i e r kn o wl e d g e
• T ec h n o lo g y  

In vestmen t

• Av a i l ab i l i t y
• Re q u i re d R etu rn
• Co s t  of  c a pi ta l
• T e c h no l o g y

Po licy

• T 2 /  T 3  Su p pl i e r 
Pro cu re m e nt

• Su p pl i e r 
Ma n a g em e n t  

• Cl ie n t  
Ma n a g em e n t

Jo int G oals

• Su p p l ie r /  
Cu s tom e r 
u n de rs ta n di n g

• Co m mo n  
o b je c t i ve s

Who le Life

• Syn e rg i e s wi th  
pro j e c t s e rvi c e

• De co m mi s s io n i n g  
an d  d i sp o s a l 

E xtern al

• L e g is l a ti o n
• Sta k eh o l d e r 

p e rce p t i on  
• Re p u ta ti o n a l  ri s k

S erv ic e  D es ign

Se rv ic e  P rov ide rsT2 a nd T3 
Se rvice Prov id ers

Sta keho ld er
In fluen ces

Serv ic e  D e liv e ry

Influ ence D esign

• F a ci l i ti e s  
i nf l u e n ce s  de s i g n 
f rom  a  qu a l i ty a n d  
su s ta in a b i l it y  
p ers p e ct i v e

T echnical Q u ality

• T ra d i t io n a l  Se rvi c e  
d e l iv e ry  q u a l i ty  
m u st  n o t b e  
o v er lo o k e d

• En d  us e r 
p erc e p t io n

• A l i g nm e n t  w ith  
b us i n e ss  n ee d s

S ustain ability 

• M e a su ra b l e 
b e n e fi ts

• L e a d ers h i p  
p o si t i o n

• Ex a m pl e  e sta te

Pr oject D eliver y

• De li v e ry o f  
pro j e c ts  a s 
ap p ro p ri at e

C omm unity

• Be n e f i ts  fo r 
c o mm u n it i e s

• Ru ra l  p roo f i n g
• L o c al  i ss u e s 

u n d e rsto o d

Cu stomer  
Satisf action

S us ta in ab le
Serv ic e  Leade rs h ip
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Environmental, financial and quality benefit optionsEnvironmental, financial and quality benefit options

CONTINUOUS 
IMPROVEMENT

Business
Components

Sales & s erv ice

Ou t bo un d  tel

Sales & s erv ice

Out bo un d  tel

Help  desk Sales & servic e

Ou t bo un d  tel

Sa le s & service

Out b ou n d t el

Out b ou n d t el

Sales & s erv ice

Ou t bo un d  tel

Ou t bo un d  tel

Ou tb ou n d t el

Sales & s erv ice

Ou t bo un d  tel

Sa le s & service

Out b ou n d t el

Sales & s ervice

Out bo un d  t el

Out bo un d  t el

Sales & s erv ice

Out bo un d  t el

Out bo un d  t el

Sales & serv ice

Ou tb ou n d  t el

Ou tb ou n d  t el

Sales & s erv ice

Ou t bo un d  tel

Sales & s erv ice

Ou t bo un d  tel

Sales & service

Ou tb ou n d t el

Ou tb ou n d t el

Processes

4.1 Identify Prospect
4.2 Register Prospect 
4.3 Establish and Maintain 

Customer Profile
4.4 Manage campaigns
4.5 Monitor and manage customer 

performance

5.1 Manage Customer Invoked Comm
5.2 Manage Company Driven Comm
5.3 Define/Agree Customer Financial 

Plan
5.4 Determine Options
5.5 Collect application Information
5.6 Provide Quote/Illustration
5.7 Assess Risk
5.8 Finalise and Agree Arrangement
5.9 Manage Portfolio Holdings
5.10 Review performance against 

customer  plan
5.11 Manage Enquiry
5.12 Modify Customer Data
5.13 Handle customer complaint or 

compliment

4 -Establish and Develop 
Customer Relationship

3.1  Analyse and Pr ioritise Markets
3.2  Develop Proposition
3.3  Manage Propositions
3.4 Manage Branding
3.5 Create and Manage Channel 

Content

3 -Manage Markets 5 -Service Customer Relationship

7 -Manage Resources

8 -Monitor & Manage 
Business Performance

8.3  Manage Financial 
Performance

8.4  Manage Regulatory 
Reporting and Controls

7.1  Manage Human Resources

8.9  Manage 
Security

1 - Create & Manage 
Business Strategy

1.1 Define Business Concepts & 
Organisational Strategy

1.3 Develop Vision & Strategy 
(Goals & Objectives)

1.2 Develop Wealth Management 
Business Plans

1.4 Monitor External 
Environment

1.5 Monitor , Control & Adjust 
(Goals, Plans & Performance)

8.1  Develop and 
Manage Scorecards

8.11   Identify 
Improvements

10 -Manage External 
Relationships

10.1 Build & Manage Service 
Provider/Partner Relationships

10.2  Manage Stakeholder 
Communications

10.3  Manage Public 
Relations

7.3 Develop and  Manage Information 
Technology 

8.2  Benchmark 
Performance

8.8  Manage Compliance 
and Legal support

6.1 Activate product/service
6.2 Provide Account/Product 

Maintenance
6.3 Provide brokerage/trade services
6.4 Provide Portfolio Maintenance
6.5 Issue Financial Instruments
6.6 Provide Specialist Services
6.7 Handle Cash Distribution
6.8 Handle Money transmission
6.9 Handle Credit 

settlement/drawdown
6.10 Handle bad debt
6.11 Handle fraud
6.12 Prepare and Manage 

Consumables
6.13 Handle Lost and Stolen I tems

2 -Acquire and Manage 
Funds and Treasury 2.1 Raise Funds 2.2 Manage Liquidity

7.2 Set up and Maintain Infrastructure

8.7  Manage Risk 8.10 Develop and Manage 
Process Documentation

8.6  Set up and Manage Service 
Level Agreements (SLAs)

9 -Manage Change 9.1 Develop 
Solution/Business Case

9.3 Manage 
Implementation

9.4 Track and Manage 
Exceptions

9.2 Plan and Start 
Project

9.5 Complete and 
Review

6.14 Handle Claim
6.15 Administer Customer  

Documentation, Security, 
Collateral & Custody

6.16 Generate Customer 
Statements & reports

6.17 Manage Commissions
6.18 Administer Asset
6.19 Terminate customer 

arrangement

6.Product and Service Processing

2.3Manage Asset Liability Management 2.4 Manage ALM Risk

8.12   Manage Disaster Recovery & 
Contingency Planning

8.5  Define & Manage 
Accounting Procedures

7.4 Manage Procurement 

4.1 Identify Prospect
4.2 Register Prospect 
4.3 Establish and Maintain 

Customer Profile
4.4 Manage campaigns
4.5 Monitor and manage customer 

performance

5.1 Manage Customer Invoked Comm
5.2 Manage Company Driven Comm
5.3 Define/Agree Customer Financial 

Plan
5.4 Determine Options
5.5 Collect application Information
5.6 Provide Quote/Illustration
5.7 Assess Risk
5.8 Finalise and Agree Arrangement
5.9 Manage Portfolio Holdings
5.10 Review performance against 

customer  plan
5.11 Manage Enquiry
5.12 Modify Customer Data
5.13 Handle customer complaint or 

compliment

4 -Establish and Develop 
Customer Relationship

3.1  Analyse and Pr ioritise Markets
3.2  Develop Proposition
3.3  Manage Propositions
3.4 Manage Branding
3.5 Create and Manage Channel 

Content

3 -Manage Markets 5 -Service Customer Relationship

7 -Manage Resources

8 -Monitor & Manage 
Business Performance

8.3  Manage Financial 
Performance

8.4  Manage Regulatory 
Reporting and Controls

7.1  Manage Human Resources

8.9  Manage 
Security

1 - Create & Manage 
Business Strategy

1.1 Define Business Concepts & 
Organisational Strategy

1.3 Develop Vision & Strategy 
(Goals & Objectives)

1.2 Develop Wealth Management 
Business Plans

1.4 Monitor External 
Environment

1.5 Monitor , Control & Adjust 
(Goals, Plans & Performance)

8.1  Develop and 
Manage Scorecards

8.11   Identify 
Improvements

10 -Manage External 
Relationships

10.1 Build & Manage Service 
Provider/Partner Relationships

10.2  Manage Stakeholder 
Communications

10.3  Manage Public 
Relations

7.3 Develop and  Manage Information 
Technology 

8.2  Benchmark 
Performance

8.8  Manage Compliance 
and Legal support

6.1 Activate product/service
6.2 Provide Account/Product 

Maintenance
6.3 Provide brokerage/trade services
6.4 Provide Portfolio Maintenance
6.5 Issue Financial Instruments
6.6 Provide Specialist Services
6.7 Handle Cash Distribution
6.8 Handle Money transmission
6.9 Handle Credit 

settlement/drawdown
6.10 Handle bad debt
6.11 Handle fraud
6.12 Prepare and Manage 

Consumables
6.13 Handle Lost and Stolen I tems

2 -Acquire and Manage 
Funds and Treasury 2.1 Raise Funds 2.2 Manage Liquidity

7.2 Set up and Maintain Infrastructure

8.7  Manage Risk 8.10 Develop and Manage 
Process Documentation

8.6  Set up and Manage Service 
Level Agreements (SLAs)

9 -Manage Change 9.1 Develop 
Solution/Business Case

9.3 Manage 
Implementation

9.4 Track and Manage 
Exceptions

9.2 Plan and Start 
Project

9.5 Complete and 
Review

6.14 Handle Claim
6.15 Administer Customer  

Documentation, Security, 
Collateral & Custody

6.16 Generate Customer 
Statements & reports

6.17 Manage Commissions
6.18 Administer Asset
6.19 Terminate customer 

arrangement

6.Product and Service Processing

2.3Manage Asset Liability Management 2.4 Manage ALM Risk

8.12   Manage Disaster Recovery & 
Contingency Planning

8.5  Define & Manage 
Accounting Procedures

7.4 Manage Procurement 

IBM’s Wealth Management process model provides a framework for 
identifying at which level of the organisation processes are carried out

Global Regional Local

Assets & Locations

People/Organisation

Regional 
Servicing

Local
Relationship 
Management

Overall company performance
Business Strategy 

Standard Product design
Corporate Governance

Servicing performance
Servicing cost

Regulatory controls
B2B relationships

Revenue performance
Introducer relationships
Customer Management

Agreed country variations
Country regulatory controls

Global Direction & 
Oversight
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Sourcing & Alliances

S tra te gy  &  
In s igh t O ffe rin g S a le s  &  

S er vic e
R is k &  F in . 

M g m t
S u p po rt 
s e rvic e sP ro ce s s in g  Ke y  to  c ol o u r- c o d in g :

O r g an is a tio n O th er  G r o u p  U n i ts E x ter n a l
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e
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C a m p a ig n
Ex ec ution

M e rch an t
O pe ra tio ns

C a rd-s pe cific
P ro c es sing Inv en tory

M an ag e m e nt

P ro po sitio n  
D e ve lo p m e nt

S a le s S erv ic in gS a le s S e rvicin g

X Y Z

S erv ic e R o uting  
&  T r.

S e rvice  In terfa ce

S a le s/S e rv ic e 
A dm in

R e l’sh ip O v er-
sig ht &   M gm t

C u st. S ales / 
S er v. P la nn in g

K e y A /c se rv. 
p la nn ing

C a se  &  E xc ep t. 
H dlg

Se rvic e R o uting  
&  Tr. S e rvice  In te rfac e

S a le s/S erv ic e 
A dm in

C us t. S a le s/ 
S e rv. Pla nn in g

C as e &  E xc ep t. 
H dlg

M a rke tin g &  
B ran d M gm t

C am pa ig n  M gm t P rod uc t D e v.
&  D ep lo y m e nt

C h an ne l D e v &  
O ve rs igh t

P ro du ct O p s
P la nn in g  &  M g t

D e al S tru ctu rin g

Pro d uc t S e rv.
P la nn in g  &  M g t

P rod u ct
D irec tory

Mk tg &  Br an d
S tr a te gy

D ea l S tru cturin g

C h an n el 
O pe ration s

C ha nn e l 
O p era tio ns

X X X

In-house Marketing Product Mgmt Channel Mgmt Ops Oversight

C ollate ral
H a nd lin g

C red it
A d m in is tra tio n

A p plica tion  &  
R e qu e st

P ro ce ss in g

T ra ns ac tio n
C a pture
Se rvice s

T ra ns ac tio n
C o ns olida tio n

A u tho riz atio ns

R e w ard s 
A d m inis tra tio n

D D A/T D A  
A c co un tin g

Le nd ing  
A c co un tin g

C a s h
Inv en tory

M arke t
Info rm a tio n

C o rres po nd e nc e

D o cu m e n t
M an ag e m e nt

&  A rch ive

B illing  &
P a ym en ts

C us to m e r
A c co un tin g &  
M ain te n an ce

C o llec tio ns
&  R e co ve ry

Fra u d/A M L
D ete ctio n

A cc ou nt
Se rvic es

O ve rsig ht

C o ns olida ted
B oo k/P o sitio n
M ain te n an ce

In ter-b an k
A cc ou nt

M an a ge m e n t

R ec on ciliatio ns

Tre a su ry  &  
S e cu rities  E x ec . 

&  C le a rin g

C u sto dy  &  o the r 
sp ec ific 

pro ce ss in g

3rd  P arty 
Pro d uc t 

P ro ce ss in g

S ales  Fin an ce  
(Fa cto rin g )

Tra d e fin a nc e 
sp ec ific 

p ro ce ss in g

C a sh  
M a n ag em e nt

C he qu e  
P ro ce ss in g

S C A F A d ditio na l 
P ro ce ss in g

Billin g &
P a ym en ts

“C ore” banking Credit Specialist

Z Z Z

Bu s S tra te gy &
R e so u rce  P l.

B us in e ss &  IT
A rch ite ctu re

M ark et
R es ea rch

S eg m e n t
A na ly sis &  P l.

A cq u is ition  & 
A llia nce  P l.

C on tac t/
Ev en t H is to ry

C us tom er
P rofile

C u st. A n alys is
& M od els

F ixe d A ss et 
R eg is ter

B us . P o lic ie s &  
P ro ce du res

A ud it/L eg a l/
C o m p lia nce

C re dit P olic y &  
P la n ning

A s se t &
L ia b ility  Po lic y

&  P lan nin g

R isk /P o rtfo lio
M an ag e m e nt

B a nk  T re as ury

Ac co un tin g
G en e ral
Le dg er

Fin . C o ntro l,
C o ns . &  R e p.

Fin an ce
Po lic ie s

A ud it/L eg al/
C om p lian ce

A /c  p aya ble / 
r e cei vab le

F ac ilitie s
O p e ration  &

M ain te n an ce

Sy ste m s  D e v. &  O pe ra tio ns

H e lp  D es k 
S e rvice s

B U  A d m in  &  
T rac king

C o m m s &  E xt.
R ela tio ns

P roc ure m en t

B uy O n 
D ema nd  

S er vi ce

P roc ure m e nt

St r at eg ic  
S ou rc ing H R

O ps ( Pay ro ll ,  
a dmin )

L& D  co nt en t 
& p ro vis io n

H R

Tal en t st r at egy
L &D  st r at egy

et c

A D &M,  I n fr ast r uc tu re  ( ho st in g,  
co mms)

Unstaffed Staffed
ATM Internet Mobile

Devices FaxEmailMailKiosk Future Contact
Centre

Direct
Sales Force

Agent/Broker
/3rdparty Branch

O r g an is a tio n O th er  G r o u p  U n i ts E x ter n a l

S
a

le
s 

&
 

S
er

v
ic

e
S

tr
a

te
g

y
&

 I
n

si
gh

t
O

ff
e

ri
n

g
R

is
k

 &
 

F
in

 M
g

m
t

P
ro

ce
s

si
n

g
S

u
p

p
o

rt
 

S
er

v
ic

e
s

C a m p a ig n
Ex ec ution

M e rch an t
O pe ra tio ns

C a rd-s pe cific
P ro c es sing Inv en tory

M an ag e m e nt

P ro po sitio n  
D e ve lo p m e nt

S a le s S erv ic in gS a le s S e rvicin g

X Y Z

S erv ic e R o uting  
&  T r.

S e rvice  In terfa ce

S a le s/S e rv ic e 
A dm in

R e l’sh ip O v er-
sig ht &   M gm t

C u st. S ales / 
S er v. P la nn in g

K e y A /c se rv. 
p la nn ing

C a se  &  E xc ep t. 
H dlg

Se rvic e R o uting  
&  Tr. S e rvice  In te rfac e

S a le s/S erv ic e 
A dm in

C us t. S a le s/ 
S e rv. Pla nn in g

C as e &  E xc ep t. 
H dlg

M a rke tin g &  
B ran d M gm t

C am pa ig n  M gm t P rod uc t D e v.
&  D ep lo y m e nt

C h an ne l D e v &  
O ve rs igh t

P ro du ct O p s
P la nn in g  &  M g t

D e al S tru ctu rin g

Pro d uc t S e rv.
P la nn in g  &  M g t

P rod u ct
D irec tory

Mk tg &  Br an d
S tr a te gy

D ea l S tru cturin g

C h an n el 
O pe ration s

C ha nn e l 
O p era tio ns

X X X

In-house Marketing Product Mgmt Channel Mgmt Ops Oversight

C ollate ral
H a nd lin g

C red it
A d m in is tra tio n

A p plica tion  &  
R e qu e st

P ro ce ss in g

T ra ns ac tio n
C a pture
Se rvice s

T ra ns ac tio n
C o ns olida tio n

A u tho riz atio ns

R e w ard s 
A d m inis tra tio n

D D A/T D A  
A c co un tin g

Le nd ing  
A c co un tin g

C a s h
Inv en tory

M arke t
Info rm a tio n

C o rres po nd e nc e

D o cu m e n t
M an ag e m e nt

&  A rch ive

B illing  &
P a ym en ts

C us to m e r
A c co un tin g &  
M ain te n an ce

C o llec tio ns
&  R e co ve ry

Fra u d/A M L
D ete ctio n

A cc ou nt
Se rvic es

O ve rsig ht

C o ns olida ted
B oo k/P o sitio n
M ain te n an ce

In ter-b an k
A cc ou nt

M an a ge m e n t

R ec on ciliatio ns

Tre a su ry  &  
S e cu rities  E x ec . 

&  C le a rin g

C u sto dy  &  o the r 
sp ec ific 

pro ce ss in g

3rd  P arty 
Pro d uc t 

P ro ce ss in g

S ales  Fin an ce  
(Fa cto rin g )

Tra d e fin a nc e 
sp ec ific 

p ro ce ss in g

C a sh  
M a n ag em e nt

C he qu e  
P ro ce ss in g

S C A F A d ditio na l 
P ro ce ss in g

Billin g &
P a ym en ts

“C ore” banking Credit Specialist

Z Z Z

Bu s S tra te gy &
R e so u rce  P l.

B us in e ss &  IT
A rch ite ctu re

M ark et
R es ea rch

S eg m e n t
A na ly sis &  P l.

A cq u is ition  & 
A llia nce  P l.

C on tac t/
Ev en t H is to ry

C us tom er
P rofile

C u st. A n alys is
& M od els

F ixe d A ss et 
R eg is ter

B us . P o lic ie s &  
P ro ce du res

A ud it/L eg a l/
C o m p lia nce

C re dit P olic y &  
P la n ning

A s se t &
L ia b ility  Po lic y

&  P lan nin g

R isk /P o rtfo lio
M an ag e m e nt

B a nk  T re as ury

Ac co un tin g
G en e ral
Le dg er

Fin . C o ntro l,
C o ns . &  R e p.

Fin an ce
Po lic ie s

A ud it/L eg al/
C om p lian ce

A /c  p aya ble / 
r e cei vab le

F ac ilitie s
O p e ration  &

M ain te n an ce

Sy ste m s  D e v. &  O pe ra tio ns

H e lp  D es k 
S e rvice s

B U  A d m in  &  
T rac king

C o m m s &  E xt.
R ela tio ns

P roc ure m en t

B uy O n 
D ema nd  

S er vi ce

P roc ure m e nt

St r at eg ic  
S ou rc ing H R

O ps ( Pay ro ll ,  
a dmin )

L& D  co nt en t 
& p ro vis io n

H R

Tal en t st r at egy
L &D  st r at egy

et c

A D &M,  I n fr ast r uc tu re  ( ho st in g,  
co mms)

Unstaffed Staffed
ATM Internet Mobile

Devices FaxEmailMailKiosk Future Contact
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Governance Performance Mgmt

Financial Customer

People Internal

Shareholder Value
Return on capital performed
Profit Before Interest and Tax
Business transformation return

Employee satisfaction
F eedback on Leadership
Ski lls and training development
C ross-functional  teaming

Customer satisfaction
Customer facing proc ess effectiveness
Renew al / sell-on performance
Issue and complaints not resolved

Business and product innovation
Performance of suppliers against SLAs
Business and Programme Governance
IT effectiveness and availabilit y

Financial Customer

People Internal

Shareholder Value
Return on capital performed
Profit Before Interest and Tax
Business transformation return

Employee satisfaction
F eedback on Leadership
Ski lls and training development
C ross-functional  teaming

Customer satisfaction
Customer facing proc ess effectiveness
Renew al / sell-on performance
Issue and complaints not resolved

Business and product innovation
Performance of suppliers against SLAs
Business and Programme Governance
IT effectiveness and availabilit y

Measured via a balanced scorecard

Cust. Value Proposition

P ag e  2 8

S -B 0 0 7 2

Business (Illustrative Value Based Segmentation)

Personal (Illustrative combined value and demographic segmentation)

Sma ll Medium Large Multinationa l

Youth / Young Adults Mass  M arke t Middle Ma rke t A ffluent Seniors

Investment Banking 
Names

Industry Propositions – e.g. Agriculture, Mining, Retailers, Supply Chain, Parastatals,
Non-governmental (local at bottom end and International at top end), etc.

International

Professionals

Start-ups Growth / Expansion

Children

Youth / Teenagers

Students

Age is NOT a meaningful criteria in the age 22-60/ 65 to determine future value, need, etc.

Wealth Preservation

Asian Family Business

Gender based � e.g. Women ▼ Religious � e.g. Islamic ▼Other Life Style / Choice Options � e.g. Expatriates, Gay, etc.

“Low Value”

Standard

Local Business

Prestige Premier

HNWI

Private Banking

Young Achievers 

Wealth Builders 

Family 

Capital Intensive

FI’s

Segment specific Customer Value Propositions

N ote: 
•Small Enter pr is es ar e a ret ail (not Cor porate)  segment
•Demogr aphic Segmentat ion ( e.g. Youth and Senior s / Wealth Pr eservat ion) at the two extr eme ends of  the spectr um may be combined with value 
based criter ia applied in the � middle of the demographic r ange�
•Pr opos itions may have r elevance acros s segments (e. g. r eligious groupings) , but  l imits, services, etc will be unique to each segment  ( thus may 
need t o be set  up as s epar ate proposit ions for each segment )

Keys:

PropositionsSegments

Business Operating Model
Business
Components
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Processes

4.1 Identify Prospect
4.2 Register Prospect 
4.3 Establish and Maintain 

Customer Profile
4.4 Manage campaigns
4.5 Monitor and manage customer 

performance

5.1 Manage Customer Invoked Comm
5.2 Manage Company Driven Comm
5.3 Define/Agree Customer Financial 

Plan
5.4 Determine Options
5.5 Collect application Information
5.6 Provide Quote/Illustration
5.7 Assess Risk
5.8 Finalise and Agree Arrangement
5.9 Manage Portfolio Holdings
5.10 Review performance against 

customer  plan
5.11 Manage Enquiry
5.12 Modify Customer Data
5.13 Handle customer complaint or 

compliment

4 -Establish and Develop 
Customer Relationship

3.1  Analyse and Pr ioritise Markets
3.2  Develop Proposition
3.3  Manage Propositions
3.4 Manage Branding
3.5 Create and Manage Channel 

Content

3 -Manage Markets 5 -Service Customer Relationship

7 -Manage Resources

8 -Monitor & Manage 
Business Performance

8.3  Manage Financial 
Performance

8.4  Manage Regulatory 
Reporting and Controls

7.1  Manage Human Resources

8.9  Manage 
Security

1 - Create & Manage 
Business Strategy

1.1 Define Business Concepts & 
Organisational Strategy

1.3 Develop Vision & Strategy 
(Goals & Objectives)

1.2 Develop Wealth Management 
Business Plans

1.4 Monitor External 
Environment

1.5 Monitor , Control & Adjust 
(Goals, Plans & Performance)

8.1  Develop and 
Manage Scorecards

8.11   Identify 
Improvements

10 -Manage External 
Relationships

10.1 Build & Manage Service 
Provider/Partner Relationships

10.2  Manage Stakeholder 
Communications

10.3  Manage Public 
Relations

7.3 Develop and  Manage Information 
Technology 

8.2  Benchmark 
Performance

8.8  Manage Compliance 
and Legal support

6.1 Activate product/service
6.2 Provide Account/Product 

Maintenance
6.3 Provide brokerage/trade services
6.4 Provide Portfolio Maintenance
6.5 Issue Financial Instruments
6.6 Provide Specialist Services
6.7 Handle Cash Distribution
6.8 Handle Money transmission
6.9 Handle Credit 

settlement/drawdown
6.10 Handle bad debt
6.11 Handle fraud
6.12 Prepare and Manage 

Consumables
6.13 Handle Lost and Stolen I tems

2 -Acquire and Manage 
Funds and Treasury 2.1 Raise Funds 2.2 Manage Liquidity

7.2 Set up and Maintain Infrastructure

8.7  Manage Risk 8.10 Develop and Manage 
Process Documentation

8.6  Set up and Manage Service 
Level Agreements (SLAs)

9 -Manage Change 9.1 Develop 
Solution/Business Case

9.3 Manage 
Implementation

9.4 Track and Manage 
Exceptions

9.2 Plan and Start 
Project

9.5 Complete and 
Review

6.14 Handle Claim
6.15 Administer Customer  

Documentation, Security, 
Collateral & Custody

6.16 Generate Customer 
Statements & reports

6.17 Manage Commissions
6.18 Administer Asset
6.19 Terminate customer 

arrangement

6.Product and Service Processing

2.3Manage Asset Liability Management 2.4 Manage ALM Risk

8.12   Manage Disaster Recovery & 
Contingency Planning

8.5  Define & Manage 
Accounting Procedures

7.4 Manage Procurement 
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IBM’s Wealth Management process model provides a framework for 
identifying at which level of the organisation processes are carried out
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Assets & Locations

People/Organisation
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Servicing

Local
Relationship 
Management

Overall company performance
Business Strategy 

Standard Product design
Corporate Governance
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Regulatory controls
B2B relationships

Revenue performance
Introducer relationships
Customer Management

Agreed country variations
Country regulatory controls
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calculated and 
m eas ur ed 
throughout and 
after project 
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Business (Illustrative Value Based Segmentation)

Personal (Illustrative combined value and demographic segmentation)

Sma ll Medium Large Multinationa l

Youth / Young Adults Mass  M arke t Middle Ma rke t A ffluent Seniors

Investment Banking 
Names

Industry Propositions – e.g. Agriculture, Mining, Retailers, Supply Chain, Parastatals,
Non-governmental (local at bottom end and International at top end), etc.

International

Professionals

Start-ups Growth / Expansion

Children

Youth / Teenagers

Students

Age is NOT a meaningful criteria in the age 22-60/ 65 to determine future value, need, etc.

Wealth Preservation

Asian Family Business

Gender based � e.g. Women ▼ Religious � e.g. Islamic ▼Other Life Style / Choice Options � e.g. Expatriates, Gay, etc.

“Low Value”

Standard

Local Business

Prestige Premier

HNWI

Private Banking

Young Achievers 

Wealth Builders 

Family 

Capital Intensive

FI’s

Segmen t specific Custom er Value Propositions

N ote: 
•Small Enter pr is es ar e a ret ail (not Cor porate)  segment
•Demogr aphic Segmentat ion ( e.g. Youth and Senior s / Wealth Pr eservat ion) at the two extr eme ends of  the spectr um may be combined with value 
based criter ia applied in the � middle of the demographic r ange�
•Pr opos itions may have r elevance acros s segments (e. g. r eligious groupings) , but  l imits, services, etc will be unique to each segment  ( thus may 
need t o be set  up as s epar ate proposit ions for each segment )

Keys:

PropositionsSegments
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Thought leadership in asset management: increase the value 
perception of maintenance and its contribution to ROA

Traditional Approach New Approach

Maintenance is about preserving physical assets Maintenance is about preserving the functions of 
assets

Routine maintenance is about preventing failures
Routine maintenance is about avoiding, 
reducing or eliminating the consequences of 
failures

The primary objective of the maintenance 
function is to optimize plant availability at 
minimum cost

Maintenance affects all aspects of business 
effectiveness and risk – safety, 
environmental integrity, energy efficiency, 
product quality and customer service, not just 
plant availability and cost

Maintenance Philosophy Related Issues

The maintenance department on its own can 
develop a successful, lasting maintenance 
program

A successful, lasting maintenance program can 
only be developed my maintainers and users of 
the assets working together

Source: John Moubray, Maintenance Management – A New Paradigm

IBM Industrial Products – Metals & Mining    

Thought
Leadership
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Leading Practices in Asset Management: a sample

People

Metrics

Technology

Strategy

Processes

• Asset related costs well tracked

• Maintenance process KPIs 
contribute to a Balanced Scorecard

• Training leveraged where practical

• Benchmarks, Baselines used where 
practical

• Clear Enterprise Mission, Vision, Goals
• Corporate Standards - Standard 

Approach for Business Processes 

• Long Term Strategic Plan (4 Years)

• Proactive maintenance approach

• Maintenance Planning – High compliance to plan and 
schedule

• Parts Management – High service levels and 
Inventory effectiveness, Inventory Turns managed

• Strong Sustainment, Health and Safety results
• Maintenance Execution – High levels of 2nd calls and 

repeats  
• Maintenance Planning –Emergency less than 5% 

planned maintenance more than 80%

• Processes – Well communicated to staff or upward
• Effective use of RCM, TPM and BPR  methods

• Workforce – Motivated Technical trades are shrinking or retiring
• Teaming – Maintenance, Operations, Engineering and Shared Services 

aligned and working together
• Skilled Workforce Culture – Recognize full value of Maintenance craft role

• Systems – Fully functional and integrated Asset 
Management systems

• Parts Management – High service levels and 
Inventory effectiveness, Inventory Turns managed

• Efficiency Tools – Leverage where practical

• Analysis Tools – Leveraged where practical

IBM Industrial Products – Metals & Mining    

Thought
Leadership
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Process Automation and 
Optimization

Value Realization: typically there are four initial areas that drive ROA – 
Driving costs down while we drive production, safety, environmental 
and regulatory compliance up

Spares & support materials 
management driven by planning & 
scheduling activity

Effective planning and scheduling 
of work

Mindset  

Proactive definition of what 
maintenance should be done to 
manage reasonably likely failures

High Value Areas

Integration 

Eliminate Barriers 

Strategic Approach

Knowledge

Key to Success

From traditional thinking to scientific, 
business-based thinking

Maintenance Planning and inventory must 
work as one

Cooperative approach among production, 
operations and engineering

Leading a well planned and managed 
change program

Understanding best practices in planning, 
scheduling, proactively identifying 

maintenance requirements

IBM Industrial Products – Metals & Mining    

Value
Realization
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IBM’s asset intensive clients have benefited from our 
Value Realization approach 

“By unifying the management of all our IT and operational assets using IBM solutions, we can maintain an 
industry leadership position and improve quality of service for travelers. IBM asset management software has also 
helped us realize a higher percentage of recoverable fees and directly improve revenue as a result.” 
McCarran International Airport

Business Scenarios ROI Points Customer Examples

Labor Utilization Up 10-20% • A major US railroad saved US $5M by better tracking labor 
to specific work

Asset Utilization Up 3-5% • A large OEM reduced overhaul process time from 56 days 
to 21 days

Equipment purchases Down 3-5% • A fleet management company saved US $9.5M by meeting 
100% availability

Warranty recoveries Up 10-50% • A consumer products company increased warranty recovery 
50%

Inventory needs Down 20-30% • A large passenger railroad was able to identify US $18M in 
excess or obsolete inventory

Inventory carrying 
costs

Down 5-20% • A nuclear power conglomerate  reduced inventory value and 
associated carrying costs by 26%

Material Costs Reduced 10-
50% 

• A rail maintenance service company reduced costs 20% by 
optimizing material purchases.

Purchasing labor Reduced 10-
50% 

• A fleet management company reduced purchasing staff by 
20%

IBM Industrial Products – Metals & Mining    

Value
Realization
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Value Realization is a structured, repeatable process 
applied to  Asset Management Initiatives to maximize 
return on investment.

Value
Realization

Identify Benefit Opportunities

Establish Business / Benefits Case

Secure Benefits Ownership

Develop and Track
Benefits Measures

Develop BR Action Plan

 Execute
BR
Action
Plan

Realize 
Results

Identify Value
 Review Strategic Priorities
 Analyze Performance
 Evaluate Opportunities
 Develop Value Proposition

Drive and Realize Value
 Establish Performance targets 

Accountability
 Drive Value Delivery Actions
 Manage Performance Delivery
 Leverage Successes

IBM Industrial Products – Metals & Mining    18
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Addressing the Transformation Management: 
understanding where each Stakeholder group is in their 
acceptance of the process change is key in determining to 
what degree risk actions should be to drive success

Maintenance

Production

Engineering 

HR

Procurement 

Source: BP Case

Transformation
Management

IBM Industrial Products – Metals & Mining    19
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Addressing the Transformation Management: managing 
each Value initiative with a proven disciplined approach

Transformation
Management

• Project Management

• Schedule Management

• Work Management

• Change Request 
Management

• Issues Management

• Risk Management

• Finance Management

Program  Management
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A Total Asset Life-cycle Asset Management view: enables our 
clients to select the most appropriate way to get started

 Process Improvement Workshops

 EAM Package Selection

 Reliability Centered Maintenance ( RCM2)

 EAM Solution Implementation 

 EAM Mobile Solutions

 EAM Solutions Operation

 Asset Management Process Outsourcing

 Maximo Licenses and Support

 Total Lifecycle Costing

 Performance Improvement Analysis

• Disposal Management Assessment

• Global Asset Recovery Services

 Total Productive Maintenance (TPM)

 Asset Performance Management

 Total Asset Visibility

 Logistics Process Outsourcing

 Supply Chain Visibility Services Outsourcing

• Policies and Standards Development

• Portfolio Asset Management Planning

 Capital Program Assessment Model 

 Computer Aided Facilities Planning

 RCM2

 Capital Project Management

 Procurement / Project Delivery Strategy

 Procurement Process Outsourcing

• Asset Management Assessment

• Asset Management Strategy Development

• Performance Management and KPI  Development

Business Analytics 
and Optimization

Business Intelligence 
and BPM

Advanced Analytics 
and Optimization

Enterprise 
Information Mngmnt

Content 
ManagementBAO Strategy

Strategy

Plan

De
si

gn

CreateOperate

Maintain

M
od

ify

Dispose

Total Asset 

Life-cycle



22
A Formula for Smart Asset Management  |           Pulse 2010         |   Presentation Date:  26/05/10 Slide: 22

Design Intent

Concept
Design

Detailed
Design
(Assets)

Acquisition
Construction

Commission

Operate
& Maintain

Dispose

Increasing Spend

Decreasing
influence on Spend

Preliminary
RCM

RCM

Design
Changes

Design
Changes

Planning
(Task

Analysis)

Training
Analysis &
Delivery

MRO
Requirement

Sparing &
Supply Chain

Decisions

Full Materiel
Support

Trained Staff

Experience Feedback

O&M

Facilities
Requirement

Support Infrastructure Requirements

CMMS / EAM

Planned Work Details

Basic Asset Life Cycle

Operational
Systems:
SCADA,

etc.

Legend
Engineering

Maintenance
Operations

Maintenance & Operations
MO&E

HR / Training
Supply Chain (Inv., Purch.)

Total Asset 

Life-cycleA Total Life-cycle Asset Management focus
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IBM’s leading Enterprise Asset Management, optimization, 
advanced analytics and information management frameworks 

Advanced Analytics 

IBM MRO Inventory Optimization

Best-of-Breed
Technology

IBM Maximo 

Role-based User 
Interface

Business Process 
Configuration Standards-based 

Integration

Mobile 
Architecture

Integration Information Framework
• Business Intelligence
• Event Early Warning
• Condition-Based Maintenance
• Location Awareness and Safety 
• MRO Parts Forecasting
• Work Planning and Scheduling
• Predictive Modeling

Budget Optimization

Low Consumption Value
SKU Analysis

High Consumption Value

Mathematical Models

From instinct and intuition 
to fact driven decision 

Linking the top floor
to the shop floor

Provides the context 
for

the data 

IBM Industrial Products – Metals & Mining    23

http://www.spss.com/
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Supports all phases of 
procurement, including 
direct purchase and 
replenishment of 
inventory.

Tracks asset-related 
materials and their usage, 
allows for real-time 
knowledge of materials 
status.

Maximo is a Complete Asset Management/
Service Management Solution

J2EE Standards-based Service Oriented Architecture

Allows organizations to 
seamlessly track and 
manage assets throughout 
their entire life cycle.

Supports both planned and 
unplanned maintenance 
activities, from initial service 
request and work order 
generation, through 
completion.

Allows end-users to 
submit new service 
requests, as well as 
track and update open 
service requests. 

Provides comprehensive 
functionality to fully manage 
vendor contracts. 

Best-of-Breed
Technology
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What is a Formula for Smarter Asset 
Management?
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P3 Software
amTechnology

People/Processes/Procedures PLUS Software over Technology EQUALS Smarter Asset Management1
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What is a Formula for Smarter Asset Management

Thought
Leadership

• Eightfold path to Smarter AM 

•  Increase the value perception of 
maintenance and its contribution 
to ROA

•  Apply Leading practices in Asset 
Management

Maturity
Profile 

•  Understand where you are in 
your Maintenance Maturity

•  Prioritize opportunities and 
execute a formal program

Value
Realization

•  Target opportunities that 
positively effect Asset created 
value and maintenance costs

•  Apply a formal benefits 
realization approach to reaching 
the target value

•  Apply strong transformation 
Management disciplines to change

•  Apply strong Change Enablement 
disciplines to ensure success

Transformation
Management

•  Consider all aspects of TLAM in 
Asset planning

•  Leverage RCM2 to effect optimal 
costs across the life-cycle

Total Asset 

Life-cycle

•  Aligned with your maintenance 
maturity: leverage leading EAM 
Solutions,  advanced analytics 
relevant technology 

•Start with a leading CMMS 
solution – Maximo

Best-of-Breed
Technology
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