
A lightbulb moment!

Introducing Business Relationship 
Managers (BRMs) to Shropshire Council

Presentation by Andrew Boxall – Head of Technology



What is a Business Relationship Manager?

“The role is responsible for building relationships between the IT organization 
and the business units to ensure IT services meet the needs of business 
customers. BRMs collaborate with the business to shape and prioritize IT 
requirements and decide what services are needed to deliver them. Overall, 
it’s about getting the best return from IT.” – Axelos

A BRM provides a strong connection between ICT and customers



• “ITIL, formally an acronym for Information Technology Infrastructure Library, is a set of f 
detailed practices for IT service management (ITSM) that focuses on aligning IT services with the 
needs of business.

• ITIL describes processes, procedures, tasks, and checklists which are not organization-specific, 
but can be applied by an organization for establishing integration with the organization's strategy, 
delivering value, and maintaining a minimum level of competency. It allows the organisation to 
establish a baseline from which it can plan, implement, and measure. It is used to demonstrate 
compliance and to measure improvement.” https://en.wikipedia.org/wiki/ITIL

• Put simply – ITIL is a tried and tested methodology for managing an IT service. 

• The defined, “processes, procedures, tasks and checklists”, give IT departments the benefit of 
IT management practice – as ITIL has been fine-tuned in the workplace by practicing 
professionals. 

What is ITIL?

Essentially – ITIL gives us a tried and tested IT methodology to work to that's

https://en.wikipedia.org/wiki/ITIL


ITIL at a glance…
This diagram shows the 26 processes that ICT aim to adopt, ITIL has methodologies for each of these….
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Service Area

Public Sector Service contact with ICT services 

This diagram attempts 
to show the contact a 
public sector service 
area, such as Adult 
Social Care, might 
have with an ICT 
department.

If the purple circle were Adult Social Care, the 
staff would have a lot of contact with service 
desk and specific application support but 
limited time with Central ICT services. This 
can be viewed in two ways.

2. Key

1 – Central ICT services – this is 
the core of the department and 
the specialist technical skills 
reside here. 

2 – Specific application support 
– these staff support service 
area specific, Line of Business 
(LoB) systems. These staff need 
to be specialists in their area 
with some knowledge of how 
the service their applications 
supports operates. 

3 – Service desk – these staff 
are generally technical able and 
can help with a range of issues. 
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Key
1 – Central ICT services 
2 – Specific application support 
3 – Service desk
BRMS - Business Relationship 
Managers
4 – Digital Champions
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Service Area

Public Sector Service contact with ICT services 
Why is this so important?

Digital Champion 
(change agents)



Unified Theory of 
Acceptance and 
use of Technology 
(UTAUT)

• Theory of Reasoned Action (TRA) (Ajzen 
and Fishbein, 1980)

• Motivational Model (MM) (Davis et al, 
1992)

• Theory of Planned Behaviour (TPB) 
(Ajzen, 1985)

• Combined TAM and TPB (C-TAM-TPB) 
(Taylor, Todd, 1995)

• Model of PC Utilization 
(MPCU)(Thompson et al, 1991)

• Innovation Diffusion Theory (IDT) (Rogers 
2003)

• Technology Acceptance Model (TAM) 
(Davis, 1989)

• Extension of the Technology Acceptance 
Model (TAM2) (Venkatesh and Davis, 
2000)



Unified Theory of 
Acceptance and 
use of Technology 
(UTAUT)

• Performance expectancy (PE) is defined as, 
“the degree to which an individual believes 
that using the system will help him or her to 
attain gains in job performance” (pg447, 
Venkatesh et al, 2003);

• Effort expectancy (EE) is defined as, “the 
degree of ease associated with use of the 
system” (pg450, Venkatesh et al, 2003)

• Social influence (SI) is defined as, “the degree 
to which an individual perceives that important 
others believe he or she should use the 
new system” (pg451, Venkatesh et al, 2003); 
and

• Facilitating conditions (FC) is defined as, “the 
degree to which an individual believes that an 
organizational and technical 
infrastructure exists to support use of the 
system.” (pg453, Venkatesh et al, 2003)
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Key moderators

Performance Expectancy – “What’s in it for me?”

Effort Expectancy – “Can I do this?”

Social Influence – “What do those around me think?”

Facilitating conditions - “Any help?”



The Business Relationship Managers 
(BRMs) play a key role in bridging the 

gap between ICT and service areas 
(customers), helping to ensure 

requirements are understood and 
delivered upon.

The Strategy sets out an ambitious plan 
for change which centers on some key 
features routed in academic study and 

expert guidance.

Our Workforce Digital Strategy 
was introduced in January 2020



Main features of the WDS

• A curious culture

• Digital Hours

• Business Relationship Managers (BRMS)

• Digital Champions

• Digital Profiles

• ICT lessons

• Digital Support communities

• Broad strategic deliverables



• This app was developed as part of the 
work undertaken by the BP’s, it’s for a 
housing company the Council has setup.

• Initially, the function of this app was 
to be created by an external agency – so 
this work saved the Council money. The 
app helps people understand the 
different sites being used for housing 
development, the plans and how to find 
out more – it’s a communications and 
interactions tool.

Dedicated app 
for housing



Another app developed with the BP’s, this one 
supports our Streeworks team (managing road 
works in Shropshire, amongst other services). 
This takes information for a back-end 
Sharepoint and presents it clearly to the teams 
who need it, they can log extra work and 
update on existing. The previous method was 
all paper based and required staff to often visit 
the office, now they work out in the field – a 
true improvement of the service. This is part of 
a whole host of changes to that department, 
with more planned for 2020 as part of our 
commitment to CI.

Dedicated app 
for streetworks





I wanted to pass on my thanks for the 
part you played in making sure 
yesterday’s first virtual planning 
committee was a success. 
I have seen some very positive feedback 
and I know that the efforts and 
preparation for yesterday were 
extensive and challenging at times. 
Whilst I’m sure we all felt some 
apprehension and nervousness before 
the event, the fact that it went very well 
and smoothly is due to the hard work 
you all put in. 
I realise that there is no time to stop 
before the next one next week, but it’s 
important we acknowledge yesterday’s 
achievement! Well done and thank you. 

I would like to  acknowledge how supportive, responsive 
and really helpful (BRM) has been over this challenging 
period.

Over the last few weeks, I have contacted her about MS 
Teams Team issue with individual staff, access issues with 
licenses and issues I have been personally experiencing.

I value her support and professionalism 😊

Big shout out (BRM) – you are a star and thank you! 

I know you guys are so busy and all your support is 
appreciated.



I have worked with (BRM 1) and 
(BRM 2) on a number 
of projects and having them is 
such a godsend…honestly, 
having competent and confident 
IT peeps makes things so much 
easier for Luddites like myself in 
realising and achieving project 
objectives/visions. Both of 
them have such a positive ‘can 
do attitude’ as well. Please 
share with them.

Can I pay a compliment to (BRM 3).

She has been running these training sessions via 
Teams, I have found (BRM 3) to be extremely 
helpful particularly around doing direct work 
with Young People using white board, I am 
going to experiment with a family member 
before using on families.

Her instructions and patience has been 
exemplary particularly as I am deaf so using 
subtitles and lipreading faces have been a 
huge learning curve for me as I am unable to 
use voice calls.



Q & A



Thank you



The 
commitments…

This Photo by Unknown Author is licensed under CC BY-ND

http://theconversation.com/brexit-prospects-for-the-uk-digital-market-are-none-too-rosy-42224
https://creativecommons.org/licenses/by-nd/3.0/


To use technology to improve our services for everyone, making 
digital the preferred way to operate, communicate and transact 

with our customers, colleagues and partners.

• ICT will deliver tools and services to support the ambitions of this strategy, working with colleagues from 
across the council whilst accessing support from partners wherever necessary.

• We will provide staff with training, resources and time so that they can promote the use of digital 
technologies in their business areas. We will promote and encourage staff to take time out of their week to 
develop their skills and understanding.

• We will work to the recommendations detailed in the Digital Declaration whilst recognising that not all 
citizens are willing or able to access services digitally. Provision will be made to support and upskill 
residents if they wish to utilise digital tools, but essential services will still be available by other means.

• Our workforce will collaborate digitally by default



Digitise our data, records and reports to enable agile
working, transparency and quicker decision-making, whilst reducing 

our need for physical assets for work and storage.

• New ways of working and the digitisation of records will make services more efficient. Staff 
find themselves in a Catch 22, they do not have time to learn how to save time… We need 
to break this cycle with a ‘curious’ culture looking at what we can do differently to improve 
services and save time. We will promote a 'Work is what you do, not a place' ethos, 
enabling staff to work efficiently wherever they have connectivity.

• Physical documents will be scanned and digitised, making them available and secure.

• Barriers to digital working will be reduced and Smart Working utilised.



We will greatly increase the use of our data assets to promote 
better business efficiency and improved customer services.

• We will use our data to inform decisions, making it available to those who can benefit ethically.

• We will classify and identify our information as we migrate from file shares to SharePoint, adding 
retention policies to file structures and records, educating teams and supporting them to better 
understand the role of the Information Asset Owner (IAO).

• We will provide quality data query tools for our staff to access data assets. We will further develop 
our use of data query tools such as Power Bi to help improve our data reporting infrastructure, 
helping staff to drive efficiencies as we gain a better understanding of the organisation.

• We will identify and adopt automation and automated intelligence tools that promote and support 
services. We will use automated intelligence coupled with our improving data management culture 
to gain business insight and learning that we would not achieve by other means.

• Our decision making is informed by data.

• We will improve the quality of our data to provide a single version of the truth about citizens and 
services that can be trusted and utilised.



Instil a ‘curious’ culture that values, incentivises and expects 
continuous service improvement and digital ways of working from 

every member of staff

• All staff will benefit from the ‘curious’ culture, with learning opportunities available to support 
them to be digitally able.

• The council will recognise that staff need time to learn new tools and embed our ambition into 
everything we do. Managers support staff to develop their digital skills, ensure they take part in 
the training, digital hours and continuous development.

• We will lead by example at all levels of the organisation. Senior staff will adopt, support and be 
open about their adoption of new technology and services.

• We will demonstrate good practice internally and externally, supporting staff with digitally 
native communities of best practice, using the tools at our disposal to drive further 
improvements.

• We will promote a challenge culture that accepts criticism of existing ways of working. This will 
support our efforts to move to a model of Continuous Service Improvement (CSI), with decisions 
about the use of technology driven by data – creating a cycle of improvement. This concept of 
supporting one another to be better has been somewhat alien to some,but in tech communities 
it is very normal, so we should encourage directorates to work together and deliver better 
services for those we serve.



Develop and train the next generation of technology users – both 
the general workforce and the staff that support and maintain 
digital services - reducing our reliance on external consultants.

• We will provide learning and develop opportunities for existing technical staff, 
Digital Champions and digital staff of the future.

• ICT services will work to the ICT Service Management Methodology of ITIL, moving the council 
as a whole to a model of Continuous Service Improvement (CSI) in relation to appropriate digital 
assets.

• We will ensure our core digital enabling staff are trained to the highest levels. We will recognise 
that ICT-related skills are ever changing and that we must commit to continued investment in 
staff training to keep Shropshire Council at the forefront of technology and fully support our 
digital vision.



Develop technology (as well as public spaces and workforce) that 
enable us to be agile, flexible, adaptable and responsive to change.

• Continue to develop and promote the Smart Working culture.

• Adopt cloud where appropriate technologies, such as tools to work collaboratively in 
Teams and SharePoint.

• Staff have no barriers, technical or cultural to working in a mobile and agile way.

• Align our services to modern commercial delivery approaches to improve service and 
efficiency. Use technology and information to adopt commercial approaches to service 
delivery and management.


