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Background 
 

ServTrax™ understands the issues.  We know that dealing with budgetary pressures, doing 
more with less, and delivering outstanding results are the actions demanded in today’s 
information technology enterprises.  It’s no different if you’re a for profit business or for 
service government agency that has to meet the needs of increasingly demanding customers. 
So how can I get more efficiencies out of the system without investing huge upfront capital 
expenses for IT “enterprise asset management solutions” requiring software licenses, training, 
beta testing, and complex request for proposal process, even before considering deployment?   
 
In this paper, we will outline an innovative approach to asset management.  We will 
demonstrate a successful Comprehensive Asset Management (CAM) approach which includes 
six key elements with ServTrax™ as the enabling technology and toolset that provides: 
 
1. Service Level Management  
2. Anytime, Anywhere Information Access  
3. Dynamic Reporting of Asset Cost, Status, History  
4. Trouble Ticket Initiation, Tracking and Quality of Service Reports  
5. Change Management Notification System  
6. Management of Asset Disposal 

 
 

 
1) Introduction … Recognizing Service Contracts as Assets 
 

Rather than concentrate solely on “tangible” hardware assets such as PC’s, servers and 
peripherals, ServTrax has found it more productive to focus on the “intangible” service 
contracts that accompany each piece of equipment.  We recognize these service contracts as 
“service assets.” 

 
For the purposes of this white paper, ServTrax emphasizes these service assets.  This paper 
outlines the key areas of impact in a sound IT service asset management program.  It also 
proposes a versatile web-based solution that an organization’s IT, Finance and Operations 
departments can collaboratively use to manage both intangible and tangible assets.  As you 
will see, by controlling intangible service assets, an IT organization more effectively manages 
its tangible assets.  
 
 
 



 
“Innovative Asset Management Solutions” 

 
A Web-based Approach to IT Asset Management  Dec 19, 2007
  
ServTrax, Inc.   Page 3 of 12 

AccountabilityAccountabilityAccountabilityAccountability

ManageabilityManageabilityManageabilityManageability AvailabilityAvailabilityAvailabilityAvailability

FlexibilityFlexibilityFlexibilityFlexibility

Serv Trax

Entire contents © 2003 ServTrax, Inc.

Innovative Contract Management Solutions
April 5, 2003

ServTrax

Value Proposition to CustomerValue Proposition to Customer

CIO
CFO

IT Asset Manager

ServTrax

Business case justification for the ServTrax contract management application 
includes:

• Overall cost containment by matching service level contracts with the life cycle phase
• Elimination of potential service contract  expirations and overcharges
• Critical contract  information available anytime anywhere. 

An automated tool that bridges the responsibilities shared by IT, Finance 
and Operations, giving actionable information to each while simplifying 
the daunting task of contract management and administration 

 
 
The importance of managing service assets is also recognized by Gartner, Inc.: 

 
“Contract management must improve if business models are to  
change from monolithic to more-virtual models.  These contracts are the 
"arteries" of commerce:  they allow the "life blood" — money — to flow.  Despite 
the critical importance of contracts, many enterprises have little formal control 
over them. The physical paper copies — only one manifestation of the contract, 
but an important one — may be filed in hundreds of different locations. Multiple 
paper copies may exist, with no link between them to ensure that changes are 
reflected in every copy. Physical security and access controls may be the 
responsibility of many different business units. Very few enterprises have any 
audit trail of access to contracts, or change management controls as contracts are 
revised.” 
 
(Source: Gartner, Inc. 2002.) 
 
 

1.1) Benefits of IT Asset Management 
 

Effective management of IT assets leads to numerous benefits – both for the IT 
organization itself and for the rest of the enterprise.  Managing infrastructure maximizes 
the productivity and value of an organization’s IT assets while minimizing the total cost of 
ownership (TCO). 
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Fortune cites “With maintenance and labor making up 80% of most CIO’s 
budget, efficiency is what customers increasingly seek…..They want to make the 
care and feeding of their systems cheaper” 
 
(Source:  Fortune 2003) 

 
LaBounty Associates, a service management consulting firm based in Castle Rock, CO, 
states that the most common issues facing IT managers in supporting their IT 
infrastructures are: 
 
• “Fluid Business / Static Service”:  Organizations are dynamic while services remain 

static, thereby creating increasingly wider gaps in the usefulness of these services.   
 

• “Inefficient or Non-Existent Change Management”:  Over time, existing customer-
based change management processes are circumvented, resulting in mis-
communications and flawed implementations. 

 
• “Disunity”:  Without a cohesive common vision and a common set of goals, discord or 

political/hidden agendas occur, creating conflicting service support. 
 

• “The Deception of Customer Satisfaction”:   While customer satisfaction is important, 
be aware that at the user level commonly masks the harder challenges of ongoing 
alignment of services with business processes. 

 
• “The Legacy of Failure”:  Most large IT organizations have had at least one failure in 

their attempt at implementing a service level agreement.  These agreements usually 
take months to develop, require metrics that are relevant to the business unit, and 
entail more work and effort for IT to compile and monitor, thereby creating extinct 
documents. 

 
And Gartner, Inc. states:  

 
“A best-in-class IT asset management program could yield $7 million savings 
annually, based on an IT budget of $50 million to $60 million.” 
 
(Source: Gartner Research Note, 2001.) 

 
 

2) Organization Impact On Service Asset Management 
 

Before proceeding, we would like to introduce the strategy of lifecycle management.  An 
asset’s lifecycle refers to its useful life within an organization, from acquisition through 
disposal.  The device or equipment needs to be managed at every stage in its lifecycle so 
that it always provides maximum value to the enterprise. 
 
ServTrax™ defines lifecycle management as wringing the maximum value from a service 
asset at every stage of the equipment’s lifecycle - acquisition, usage, change, and 
retirement.   
 
For example:  A service asset associated with a new piece of hardware will typically need 
to be scaled back after being moved from a primary role, such as a critical mission support 
environment to a testing or quality assurance environment.  It will then continue to serve 
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the enterprise, though at a reduced level and lower cost.  Eventually, it will be discarded 
and its corresponding service asset will be retired. 
 
Service asset administration ensures the flexibility to match the appropriate levels of 
service needed to the current state of the IT environment, thereby insuring that 
unnecessary costs are not incurred. 

 
 
2.1) Starting the Lifecycle … Acquisition of Service and Physical Assets 

 
New equipment and devices are purchased because of changes in technology, to 
accommodate software requirements, or because of inherent growth of the organization.  
In today’s budget-conscious climate, existing equipment are typically used as long as 
possible.  When the time comes to replace an existing asset, its accompanying service 
asset record – if managed properly – will show its complete history: age, cost, function, 
service record, location, manufacturer or vendor, and expected useful life.     
 
Aggregating and analyzing the service records of physical assets across the organization 
will highlight the reliability and performance of various types of assets, and yield 
information about which assets were due for renewal or replacement.  Knowing this helps 
IT managers plan future asset acquisitions and make decisions about volume purchases.  
In turn, this drives cost savings as both service assets and equipment assets are 
purchased in bulk with volume discounts. 
 
Savings through volume discounts vary.  Purchase agreements between customers and 
vendors can yield savings of between 5% and 7%.  (We are being conservative in our 
estimates.)  In environments with massively installed base of devices, these savings add 
up to hundreds of thousands of dollars per year.  The table below illustrates these 
potential savings.  

 
Volume Purchases 

Example Equipment

OptiPlex GX270 
Small 

MiniTower Latitude D600
PowerEdge 

6600 Total Savings
Cost Apiece

$820.00 $2,331.00 $9,927.50
Pieces of Equipment                         2,500                              500 50                           3,050 
No Discount  $      2,050,000.00  $         1,165,500.00  $           496,375.00  $          3,711,875.00 
Savings w/ 5% Vol. Disct.  $          102,500.00  $              58,275.00  $              24,818.75  $             185,593.75 

Pieces of Equipment                         5,000                           1,000 100                           6,100 
No Discount  $      4,100,000.00  $        2,331,000.00  $          992,750.00  $         7,423,750.00 
Savings w/ 5% Vol. Disct.  $         205,000.00  $             116,550.00  $             49,637.50  $             371,187.50 

Pieces of Equipment                          7,500                           2,500                             250                         10,250 
No Discount  $       6,150,000.00  $        5,827,500.00  $       2,481,875.00  $       14,459,375.00 
Savings w/ 5% Vol. Disct.  $          307,500.00  $             291,375.00  $           124,093.75  $             722,968.75 

Source:  Pricing for a State IT Agency # XX-030801-DELL  
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Volume purchase agreements can help prevent last minute, often expensive, rush 
purchases.  In addition, such agreements serve as the basis for budgeting hardware 
expenditures. 
 
One of the goals of acquisition planning is to standardize assets as far as possible.  A 
limited number of platforms simplify training and support, which again reduces overall 
costs. 
 
Volume discounts on service assets can save enormous costs as well.  Negotiated service 
assets acquired at the time equipment assets are procured assures up front savings.  
Aligning service assets to the use of the equipment through a lifecycle change 
management process becomes the second area of substantial cost savings.  The lifecycle 
management process as applied to service assets is discussed in greater detail in sections 
2.4 - 2.9. 
 

 
2.2) Service Asset Management … Tracking Tangible and Intangible Assets   
 

An accurate record of IT equipment is the first step in any infrastructure management 
program.  Often, IT organizations will have tried various manual and automated methods 
of collecting asset data, only to meet with frustration and failure.  The data may turn out 
to be incomplete, or wrong, or too general and unspecific.  Or it may reside in a local 
spreadsheet and require constant manual updating. 
 
It is imperative that a comprehensive audit includes manual and automated discovery 
processes.  The key for successful, accurate and cost efficient inventory management is an 
application that can standardize input, control access, and provide a complete history and 
audit trail of changes. 
 
ServTrax™ is easy to port data into; Data can be collected manually or through the use of 
an automated discovery application.  ServTrax™ will collect, format and validate the 
initial information including manufacturer, price, serial number, software configuration, 
function and location.   
 
Through a web-based service asset management application, reports can easily be 
generated to provide accurate inventories of service and corresponding software and 
hardware assets.  The reports will show which assets are in use and which are “surplus.”  
Surplus assets should be re-deployed if possible, as they add to the enterprise’s TCO if 
they remain unused. 
 

Gartner Group estimates that there is 2% surplus PCs in a 2,500 PC 
organization, with a resale value of $500 per unit.  Assuming the cost of a 
new PC is $1,200, the organization can save up to $60,000 by 
redeploying these surplus PCs instead of purchasing new PCs. 
 
By extrapolating from these numbers, we estimate that an extremely large 
enterprise could save $600,000 to $840,000 … ((25,000 to 35,000) PCs 
x 2% x $1,200) just by re-deploying surplus equipment.  
 

Lack of insight into IT service, software and hardware inventories can cost organizations 
both time and money.  Mis-stated inventories lead to either too much or too little 
investment in IT assets.   
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2.3) Change Management 
 

Changes, moves, upgrades … if there’s one constant in any IT department, it is change.  
However, poorly managed change even at a minor level can disrupt an entire network, 
causing tremendous losses of productivity. 
 
Changes to equipment assets require changes in service assets.  Tracking service assets 
during a change is of critical importance.  It is not unusual to find that, at the end of a 
change, a service asset has remained unchanged, not reflecting the new, important 
information.  If the device needs servicing after the change, the IT manager on the spot 
won’t know of the existing service asset.  This request very often results in costly time and 
materials based charges for emergency service. 
 
Effective and painless change management requires several characteristics of an asset 
management program: 
 

• Ready retrieval of asset data from multiple locations, password-protected to permit 
varying levels of access. 

• Accurate and current asset data. 
• A notification system that alerts managers to any changes in an asset. 
• Assessment of the impact (or risk) of a proposed change. 
• An established and automated change management process that includes service 

asset change management. 

 
ServTrax™, a web-based asset management application, possesses these features and 
enables IT managers to come to grips with change as it occurs.  Organizations with large 
IT installations spread out geographically can especially benefit from such an application. 

 
 
2.4) Warranties and Service Contracts 
 

The service and maintenance of hard equipment and soft service assets is a continuous IT 
task.  It is a major drain on IT resources.  Detailed historical information contained in 
ServTrax’s asset management application helps IT departments plan future acquisitions, 
tailor service levels to device usage, decide whether servicing should be outsourced, and 
negotiate better prices and services from maintenance companies. 
 
Most new equipment comes with a manufacturer’s warranty.  In addition, organizations 
may ask the manufacturer (or a third-party service provider) to cover related products 
such as software and tape drives.  Such duplications could be avoided if IT managers 
could clearly identify which devices were covered by what kinds of warranties.  This 
prevents a manager from ordering and paying for service that is warranteed.    

 
 

2.5) Notification of warranties and asset changes 
 

We cannot stress enough the vital role that notification plays in IT asset management.  
Early notification of warranty and service contract information via the web is a powerful 
mechanism that aids and perhaps even prods managers into planning asset use and 
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deployment.  And planning is a key to success in any endeavor, including asset 
management. 
 
ServTrax’s web-notification feature alerts all managers, regardless of their location, who 
are involved in a particular asset’s management.  This feature especially pays off during 
change management. 
 
Notification gives the manager timely intelligence that enables him or her to renegotiate a 
service contract, advise purchasing for future needs, and assess an asset’s price-
performance history.  

 
 

2.6) Limiting service costs 
 

Organizations can limit their service costs by matching service contract levels with the 
nature of usage for a device.  An infrequently used device may be a candidate for a lower 
service level.   
 
Let’s illustrate this with an example of a single piece of equipment: 
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“Enterprises can yield savings in excess of 24% / yr by identifying poorly 
managed service contracts.  The ongoing operation and discipline of an IT 
service tracking program will enable enterprises to control costs and 
minimize risks due to service exposure.” GARTNER 2002

“Day One” Variable Contracts
• 24 Months of 7x24 4 hr response =  $2,520.00
• 18 Months of 5x9 4 hr response =  $1,330.00
• 18 Months of 5x9 Next Day Service =  $1,006.00
• Total LCM Cost  $4,856.00 
• The cost savings are enormous = $1,144.00 in Savings or 19% Saving
• For commercial enterprises, support contracts managed with ServTrax™ can be expensed month to 

month as true Operating Expenses instead of depreciating Capital Expenses over 5 years  

Life Cycle Management – Value of “Day One” Variable vs. “POS” Fixed 

Contracts For a Single Piece of Equipment!

ServTrax™ ValueServTrax™ Value

“POS” Fixed Contracts
• 60 Months of 7x24 4 hr response =  $6,000.00
• Total Cost  $6,000.00
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Illustrated graphically as a cost comparison, the savings demonstrate the efficacy of effectively 
managing service assets and tangible hard assets with the life cycle management process. 
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ServTrax enables savings of $1,144 or 19% during the 5 year 
life cycle of this single machine.  By aligning and controlling 
support costs with the machines’ enterprise support 
environment, reduced support costs can be effectively applied 
in line with the urgency critical for that level of support.

Total Cumulative Cost Comparison:  Life Cycle Management  
“Day One Variable” vs. “POS Fixed” Support Contracts

Savings

 
 

2.7) Lease Management 
 

Leasing of physical assets is a common practice in IT organizations.  However, poor lease 
management can erode any financial gains from leasing activities.  Organizations must 
know what assets are under lease, the details of the lease, and its expiration date.   
 
Capturing the information is insufficient; managers must be notified at the appropriate 
time.  Once the asset management application notifies the manager about leases that are 
due to expire, the manager can decide whether to renew the lease or end it.  If the lease 
needs to be renewed, the manager can inform Purchasing and Accounting departments in 
advance so that they can prepare for the renewal.  The organization thus avoids incurring 
extra costs due to non-compliance of lease terms. 
Gartner, Inc. estimates that 5% of an IT budget could be saved if IT management 
had the appropriate tools to foresee and actively manage the termination of the 
lease. 
 
 

2.8) Controlling Inventories 
 

Organizations continue to acquire IT infrastructure to fuel their productivity growth.  
These acquisitions tie up the organization’s funds, since IT departments are frequently 
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cost centers.  They also lead to ballooning IT inventories that can quickly grow out of 
control.  
 
One of the surest ways of reducing total service costs is to standardize as much of the 
technology across the organization as possible.  With continuous change, the importance 
in having accurate inventories of equipment, software, and service assets becomes a 
critical factor for the IT organization to decisively select the right types of service, 
equipment, and software assets around which the technology can be standardized. 
The reports will also show which assets are in use and which are “surplus.”  Surplus assets 
should be re-deployed if possible, as they add to the enterprise’s TCO if they remain 
unused. 
 

Using Gartner, Inc.’s estimate from section 2.1, i.e., there is 2% surplus PCs in 
a 2,500 PC organization, with a resale value of $500 per unit.  We suggested 
that a large IT enterprise could save $600,000 to $840,000 ((25,000 to 
35,000) PCs x 2% x $1,200) by re-deploying surplus equipment. 

 
Lack of insight into IT service, software and hardware inventories can cost organizations 
both time and money.  Mis-stated inventories lead to either too much or too little 
investment in IT assets.   
 

 
2.9) Asset Retirement 
 

Managing IT assets includes retiring them at the right time.  Retirement marks the end of 
the equipment’s lifecycle, and there is still room for IT organizations to capture hidden 
value in the asset. 
 
Service asset tracking will tell whether there is any useful life left in the device asset.  
Typically, an older piece of equipment will be more costly to run and maintain, and its 
service record will show its historical performance and expected useful life.  

 
Accurately accounting for IT equipment not in use, by removing it from the books also 
prevents overpayment of local property taxes for commercial enterprises.  
 
Replacing older hardware and software can help in the push toward standardizing 
technology while reducing support costs, and ridding yourself of old technology.  
 
Life cycle management starts with a retirement strategy for your computer equipment the 
moment a new piece is brought in-house.  By following this rigorous process, you’re 
effectively able to address what to do with old equipment: 
 
• Assign an acquisition date and a retirement date — when a lease expires or the value 

of the equipment deteriorates to zero — to each piece of gear you purchase.  This 
information becomes part of the service asset. 

 
• Set automatic alerts for managers in your asset management application when a 

retirement date approaches.  A 90, 60 and 30 day notification schedule allows time 
for new system installations or contract renegotiations.  

• Take immediate action.  Return the equipment to the vendor, renegotiate the lease, or 
allow your IT staff to use it for training or testing.  Avoid letting it sit and accumulate 
dust. 
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• Take stock of your storage room.  For all equipment going into storage, enter 
appropriate information about it into your asset management application.  Note what 
components are salvageable.  

 
• Clean the hard drives, even if going into the storage room.  You avoid liability for the 

information on the hard drive. 
 
• "The biggest challenge IT has is recognizing that they're going to have to pay to have 

equipment hauled away," according to Gartner, Inc.  They go on to say that 
companies should plan to spend upward of $30 to $120 to dispose of a single PC - 
depending on the level of sanitization they want. 

 
• Another emerging solution is to put old assets up for sale through auction based 

services. 
 

 
3) ServTrax™ 
 

ServTrax™ provides an innovative solution to simplify managing the complexities of 
service contracts and hardware assets.  We combine a comprehensive ASP web-based 
application, consultative expertise and professional services to enable customers to 
efficiently and cost effectively deploy a service asset management strategy by linking 
service assets with corresponding physical assets. 
 
Some key benefits of ServTrax™: 

 
• Being web-based, it is platform independent.  There is no software to install.  Training 

and testing is minimal.  
 

• It has documented processes for input that are supported by proprietary applications 
to reduce human error, and save intensive labor. 

 
• It gives the user detailed information about the service asset and its corresponding 

physical asset – location, manufacturer, model, type, class, serial number, priority 
status, cost, service provider, purchase order number, end date, trouble ticket, and 
names of the manager and administrator. 

 
• It is easy to use.  It automatically notifies the user 90, 60, and 30 days before any 

asset changes are due.  It also reports any resulting collateral changes.  Reports can be 
accessed in a number of ways (by item, by location, by administrator, or by ticket 
number). 

 
• Its notification system maintains records of changes and automatically requests 

updates from users.  The system prioritizes changes based on their impact to physical 
and non-physical attributes of the changed asset. 

 
• It links with most major third-party databases and also with custom applications 

developed in-house or externally. 
 

• It is a web-enabled, secure application, allowing user access from a central or remote 
location.   
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4) Conclusion 
 
Service contracts – or “service assets” – provide insights into the performance of their 
corresponding physical assets that can be used in an IT asset management program to 
make decisions affecting IT organizations and the overall enterprise.   
 
Tracking service assets through a web-based application is an efficient way to stay 
informed of the organization’s physical assets.  Service asset data is easier to port into and 
out of such an application, gathering the data requires less walking-around than an item-
by-item physical audit does, and all the asset information can be collected in one place, 
available anytime, anyplace. 
 
It is not enough for an asset management system to passively capture critical asset 
information.  The information must be conveyed to busy IT executives automatically in a 
timely manner, without their asking for it.  Doing so gives them time to plan appropriate 
strategic or tactical courses of action. 

 


