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In the complex landscape of Enterprise Service Management (ESM), the ability to track, manage, and optimize IT 

assets is not merely an administrative necessity but a strategic imperative. BMC Remedy Asset Management

stands as one of the most robust frameworks for managing the entire lifecycle of IT configuration items (CIs).

Whether utilizing the legacy on-premise versions like 7.6.04 and 20.02 or the modern SaaS-based BMC Helix

ITSM, the underlying engineering principles focus on providing deep visibility into asset costs, relationships, and

operational statuses. This article provides an exhaustive technical analysis of BMC Remedy Asset Management,

exploring its architecture, data reconciliation mechanisms, and integration capabilities.

1. The Architecture of BMC Remedy Asset Management

BMC Remedy Asset Management is built upon the Action Request (AR) System, a proprietary development 

platform that allows for highly customizable workflow automation. Unlike simpler inventory tools, Remedy is 

intrinsically linked with the Atrium Configuration Management Database (CMDB). This relationship ensures that

every asset is treated as a Configuration Item (CI) with defined attributes and dependencies.

1.1. The AR System Foundation

The AR System acts as the engine, handling data transactions, user permissions, and API interactions. It utilizes a

three-tier architecture consisting of the client tier (Mid-Tier), the server tier (AR Server), and the data tier (SQL

Database). Asset Management modules leverage these layers to process complex queries regarding asset

depreciation, contract management, and software license compliance.

1.2. The Role of Atrium CMDB

The CMDB is the central repository for all CIs. In the context of BMC Remedy, Asset Management serves as the

management layer over the data stored in the CMDB. While the CMDB focuses on the technical configuration and

relationships (e.g., which server supports which application), the Asset Management application focuses on the

financial and contractual aspects (e.g., purchase price, warranty expiry, and ownership).

2. Technical Core: Configuration Items (CIs) and Relationships

The fundamental unit of data in BMC Remedy Asset Management is the Configuration Item (CI). CIs are

organized into a hierarchical structure of classes, such as BMC_ComputerSystem, BMC_SoftwareServer, and

BMC_BusinessService.

2.1. CI Lifecycle States

Managing an asset requires tracking its state from procurement to disposal. BMC Remedy uses a standardized set

of status values to manage this lifecycle:



Lifecycle Stage Status Value Technical Definition

Procurement Ordered The asset has been purchased but 
not yet received.

Inventory Received The asset is in the warehouse and 
awaiting configuration.

Operational Deployed The asset is actively running in the 
production environment.

Maintenance In Repair The asset is temporarily offline for 
hardware or software fixes.

End of Life Retired / Disposed The asset is no longer in use and has 
been decommissioned.

2.2. CI Relationships and Impact Analysis

One of the most powerful features of BMC Remedy is the Relationship Matrix. By defining relationships (e.g., 

Hosted on, Dependency, Member of), IT administrators can perform impact analysis. If a physical server fails, the

system can automatically identify all virtual machines, databases, and business services that are affected. This is

achieved through the BMC_BaseRelationship class within the CMDB.

3. Data Integration and the Reconciliation Engine

In large enterprises, asset data comes from multiple sources: discovery tools (like BMC Discovery), spreadsheets, 

and external databases (like Salesforce or Ivanti). BMC Remedy uses the Reconciliation Engineto ensure data

integrity and prevent duplicates.

3.1. The Three Stages of Reconciliation

To maintain a "Single Source of Truth," the Reconciliation Engine follows a strict three-step process:

•  Identification: The engine compares incoming data with existing records using unique identifiers (like Serial 

Number or MAC Address). If a match is found, a Reconciliation Identity (ReconID) is assigned.

•  Merge: Once identified, the engine decides which source has the most accurate data based on Precedence 

Rules. For example, data from an automated discovery tool might have a higher precedence (e.g., 500) than 

manual entry (e.g., 100).

•  Purge: This optional step removes records from the CMDB that are no longer present in the source datasets, 

keeping the database clean.

3.2. Technical Workflow for Loading Asset Data

1.  Data Staging: Import raw data into a staging form (e.g., using Atrium Integrator or Spoon/Pentaho).

2.  Validation: Ensure that all required fields (Name, Status, CI Class) are populated and formatted correctly.

3.  Reconciliation Job: Execute the job to identify and merge the staged data into the BMC.ASSET (Production) 

dataset.

4.  Normalization: Use the Normalization Engine to ensure that product names and versions are standardized 

(e.g., converting "Win 10" and "Windows Ten" to "Windows 10").

4. Licensing and User Permissions



Access control in BMC Remedy Asset Management is granular. A common point of confusion is the Asset User 

License. In versions like 7.6.04 and 20.02, specific permission groups are required to perform actions:

•  Asset Viewer: Provides read-only access to CI information and reports.

•  Asset User: Required for users who need to modify and save data in existing requests or CIs. This is a 

functional role often mapped to a "Fixed" or "Floating" license.

•  Asset Admin: Grants full control over the application, including the ability to configure software license 

contracts and financial settings.

5. BMC Remedy vs. BMC Helix vs. ServiceNow

As organizations move toward cloud-native environments, the choice between traditional Remedy, the new Helix

platform, and competitors like ServiceNow becomes critical.



Feature BMC Remedy (On-Prem) BMC Helix (SaaS) ServiceNow

Deployment Model Local Servers / Private 
Cloud

Multi-cloud / Containerized Pure SaaS

User Interface Mid-Tier (Legacy) Progressive Web App 
(Modern)

Modern Web Interface

AI/ML Integration Limited (Third-party) Native (AIOps) Native (Predictive 
Intelligence)

Customization Extremely High (AR 
System)

High (Studio Tools) Medium-High (JavaScript)

Maintenance Manual Upgrades Automated Updates Scheduled Upgrades

6. Advanced Technical Implementation: REST API and Automation

Modern ITAM requires automation. The BMC Remedy REST API(introduced in version 9.x and enhanced in

20.02) allows developers to interact with the AR Server using standard HTTP methods (GET, POST, PUT,

DELETE).

6.1. Authentication Flow

To interact with the API, a developer must first obtain a token. This is done by sending a POST request to the /api/

jwt/login endpoint with valid credentials. The server returns a JSON Web Token (JWT), which must be included in

the header of all subsequent calls.

6.2. Example: Updating a CI Status via REST

To update an asset's status to "Retired," a PUT request is sent to the /api/arsys/v1/entry/

BMC.CORE:BMC_ComputerSystem/&lt;InstanceID&gt; endpoint with the following JSON body:

{

  "values": {

    "AssetLifecycleStatus": "Retired"

  }

}

This programmable interface allows for seamless integration with external systems like Salesforce (for CRM 

alignment) or Ivanti (for endpoint discovery).

7. Strategic Reporting and KPIs

Data without insights is useless. BMC Remedy Smart Reporting(available in 20.02) provides a drag-and-drop

interface for creating Key Performance Indicators (KPIs). Effective Asset Management focuses on the following

metrics:

•  License Compliance Ratio: Total software licenses owned vs. total software licenses deployed.

•  Asset Accuracy Rate: Percentage of CIs in the CMDB that match physical inventory during audits.



•  Depreciation Value: The current financial value of hardware assets based on age and initial cost.

•  Unassigned Asset Rate: Percentage of assets currently in stock but not deployed to any user or service.

8. Disambiguation: BMC Software vs. Baseboard Management Controllers

In technical documentation, the acronym "BMC" can refer to two distinct things. It is vital to distinguish between

them to avoid operational errors:

•  BMC Software: The enterprise software company that produces Remedy and Helix.

•  Baseboard Management Controller (BMC): A specialized processor on a server's motherboard that allows for 

out-of-band management. While Remedy manages information about physical BMCs (treating them as attributes of 

a server CI), they are fundamentally different technologies.

9. Best Practices for Implementation

Based on industry standards and BMC documentation, successful implementation of Asset Management requires

a phased approach:

9.1. Define the Scope

Do not attempt to track every peripheral. Focus on high-value assets such as servers, networking gear, and critical

software licenses. Define the minimum attributes required for each CI class to avoid "data bloat."

9.2. Establish Clear Governance

Assign CI Owners and Change Managers. Every change to an asset's physical state should be reflected in the

Asset Management system through a Change Request. This ensures that the CMDB remains synchronized with

the real world.

9.3. Automate Discovery

Manual entry is the primary cause of data inaccuracy. Implement BMC Discovery(formerly ADDM) to

automatically map dependencies and populate CI attributes. This reduces the administrative burden on the IT team.

10. Troubleshooting and Operational Challenges

Even with a robust system, challenges arise. Common issues include:

•  Identity Collisions: Two different assets sharing a serial number. Solution: Refine Reconciliation Identification 

rules to include multiple criteria (e.g., Serial Number AND Model).

•  Orphaned CIs: Assets that remain "Deployed" in the system but have been physically removed. Solution: 

Implement automated "Stale CI" reports that flag assets not seen by discovery tools for more than 30 days.

•  Performance Bottlenecks: Large reconciliation jobs slowing down the AR Server. Solution: Schedule 

reconciliation during off-peak hours and optimize database indexes on the CMDB forms.

The mastery of BMC Remedy Asset Management involves a deep understanding of the intersection between

financial tracking and technical configuration. By leveraging the Reconciliation Engine, adhering to lifecycle

standards, and utilizing the REST API for modern integrations, organizations can transform their IT assets from a

cost center into a strategic resource. As the platform continues to evolve into the AI-driven Helix environment, the

core principles of CI management and relationship mapping remain the foundation of effective IT Service

Management. The key to long-term success lies in the balance between rigorous data governance and the

flexibility offered by the AR System's architecture, ensuring that the enterprise is always prepared for audits,

upgrades, and digital transformation initiatives.
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