[image: C:\Users\jennerk\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.Outlook\XLJMDCHH\LU - Logo - Positive (CMYK) (2).jpg]
JOB DESCRIPTION
Business Relationship Manager (Global)

	Job Title:	Business Relationship Manager (BRM) (Global)
	Present Grade:	8

	Department/College:		Information Systems Services

	Directly responsible to:		Head of Business Relationship Management

	Supervisory responsibility for:   No direct line reports, but will work closely with Partner Campus IT colleagues, ISS Service Managers, Delivery and Project teams aligned to the services being delivered.

	Other contacts		

	Internal:
IT Colleagues at our Partner Campuses, Service Managers, Delivery Managers, Project Managers and Senior Business Stakeholders in the business area being supported. 
External:
Contract staff working on projects or initiatives, representatives of professional societies and associations, peer networks and those working in similar specialist areas outside the University

	

	The Role:
The Business Relationship Manager will build and manage stakeholder relationships within the area of the University they support and be accountable for; open and transparent communication plans, leading regular Service Reviews, and developing business priorities. The BRM Global will have a particular focus on service excellence, ensuring that the solutions and services we offer to our Partner Campuses are of a high calibre and delivered in a targeted and timely manner. They will also analyse feedback from staff and students regarding services, responding to requested improvements and suggestions to create a culture of co-creation and customer service excellence.

Major Duties:
1. Lead regular Service Reviews with senior stakeholders across ISS and our Partner Campuses to report progress against agreed expectations, working to implement a programme of continual service improvement to drive operational excellence across IT services. Own and normalise major service degradations, ensuring customer satisfaction.
2. Act as an ambassador for ISS, providing an effective interface for communication, escalation and opportunity between ISS and our Partner Campuses, introducing specialist expertise where necessary.
3. Contribute to the strategic planning of our Partner Campuses, assisting with the prioritization of digital developments and service improvements to deliver value to the University.
4. Co-create business cases with the business area, which are customer focused and champion business value, rather than technology implementation.
5. Identify interdependencies between projects/programmes, working with project and delivery managers and stakeholders to exploit opportunities and risks as appropriate. 
6. Escalate key risks and issues affecting service delivery and programmes as necessary. Respond to service quality issues and broker effective response to incidents or problems which are escalated.
7. Provide advice/coaching/training, both to assist the business areas with an understanding of digital technologies and how they might add value, and to improve understanding of teams across ISS about the needs of the University.
8. To have regular engagement with business partners via appropriate committees, groups and meetings to learn and share pertinent information.
9. To undertake the duties as part of an integrated team and be expected to adopt priorities and engage in activities that promote the effective working of the whole team.
10. Be a champion for creative and new thinking and innovative working practices, sharing best practice and to keep abreast of industry and sector knowledge and insights.
11. To maintain high levels of professional conduct, including but not limited to: cooperative engagement in tasks set; the exercising of initiative to suggest, through line managers, improvements to the service provided; and clear and professional styles of communication at all times.
12. To manage other activities, appropriate to the grade, that may become the responsibility of ISS through evolution, growth or organisational design, or as directed by the Chief Information Officer.
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