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What Is A Business Relationship
Manager

In  today's  interconnected  business  environment,  organizations  rely  on  seamless
collaboration between departments and external partners. Yet, bridging the gap between
technical teams and business stakeholders often proves challenging. This is where the role
of  a  Business  Relationship  Manager  (BRM)  becomes  indispensable.  But  what  is  a
Business Relationship Manager, and why has this role grown so critical? A BRM is a
strategic liaison who aligns business objectives with IT, operations, or service delivery,
ensuring  that  both  sides  communicate  effectively,  trust  each  other,  and  work  toward
shared  goals.  Unlike  a  traditional  project  manager,  the  BRM  focuses  on  long-term
relationships, mutual value creation, and continuous improvement. In this article, we will
explore the core responsibilities, necessary skills, benefits, and future trends surrounding
this dynamic profession.



What Is A Business Relationship Manager?

A  Business  Relationship  Manager  is  a  professional  responsible  for  cultivating  and
maintaining strong partnerships between an organization's internal functions—such as IT,
finance,  human  resources,  or  marketing—and  its  business  units  or  external  clients.  The
BRM acts as a trusted advisor, translator, and strategist who understands the needs of
both parties. By fostering open communication, managing expectations, and driving value,
the BRM ensures that services and solutions align with strategic business outcomes. This
role is especially prevalent in IT service management (ITSM) frameworks like ITIL, where
the BRM connects the IT department with the rest of the business. However, the concept
has expanded to other domains, including customer relationship management, vendor
management, and cross-functional transformation projects.

Key Responsibilities of a Business Relationship Manager

The day-to-day tasks of a BRM vary depending on the organization and industry, but
several core responsibilities define the role:

Stakeholder Engagement: Building and nurturing relationships with key decision-



What Is A Business Relationship Manager

Downloaded from ges.cursor.cl by Ramos & Curtis • The journey of a thousand miles begins with a single
page. • Page 3

makers, sponsors, and end-users to understand their pain points, priorities, and
long-term vision.
Demand Management: Capturing, analyzing, and prioritizing business demands
for new products, services, or enhancements, and facilitating discussions around
feasibility and resources.
Value Communication: Articulating the value of services and initiatives in business
terms, using metrics such as ROI, customer satisfaction, and operational efficiency.
Conflict Resolution: Acting as a neutral mediator when disagreements arise
between business units and service providers, ensuring that solutions are fair and
aligned with organizational goals.
Strategic Planning: Participating in business planning cycles to identify
opportunities where technology or process improvements can drive competitive
advantage.
Continuous Improvement: Monitoring service performance, gathering feedback,
and leading initiatives to enhance service quality and business outcomes.

Essential Skills for a Successful BRM

Becoming  an  effective  Business  Relationship  Manager  requires  a  blend  of  soft  skills,



business  acumen,  and  technical  awareness.  Key  competencies  include:

Communication and Interpersonal Skills: The ability to explain complex1.
concepts to non-technical audiences and build rapport across diverse groups.
Negotiation and Influence: Convincing stakeholders to adopt new approaches or2.
allocate resources without direct authority.
Strategic Thinking: Seeing the big picture and connecting tactical actions to long-3.
term business objectives.
Problem-Solving: Diagnosing root causes of friction between teams and4.
developing win-win solutions.
Business and Financial Literacy: Understanding budgets, cost-benefit analysis,5.
and business models to justify investments.
Change Management: Guiding teams through organizational change and6.
mitigating resistance.

BRM vs. Other Roles: What Sets It Apart?

Many professionals confuse the Business Relationship Manager with roles such as project
manager,  account  manager,  or  product  owner.  While  overlap  exists,  distinct  differences
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define each position:

Project Manager: Focuses on delivering specific projects on time and within
budget. The BRM, however, manages ongoing relationships that extend beyond
individual projects.
Account Manager: Typically works with external customers to retain revenue and
grow accounts. The BRM often operates internally, ensuring that service providers
(e.g., IT) meet business needs.
Product Owner: Prioritizes features for a specific product or service based on user
feedback. The BRM looks across multiple services and functions to maximize overall
value.
Service Desk Manager: Handles incident resolution and operational tickets. The
BRM takes a strategic view, addressing systemic issues and future demand.

By understanding these distinctions, organizations can assign the right roles to the right
challenges and avoid duplication of effort.



Why Organizations Need a Business
Relationship Manager

In an era of digital transformation, silos between business and technical teams often lead
to misaligned priorities, wasted resources, and missed opportunities. A dedicated BRM
helps overcome these hurdles in several ways:

Improved Alignment: The BRM ensures that IT or service initiatives directly
support business goals, not just technical benchmarks.
Enhanced Trust: By acting as a consistent point of contact, the BRM builds
confidence and reduces friction between departments.
Faster Decision-Making: With a clear understanding of business needs, the BRM
can prioritize and escalate requests efficiently.
Greater Value from Investments: The BRM tracks outcomes and advocates for
changes that deliver measurable returns.
Reduced Redundancy: By coordinating demand, the BRM prevents multiple teams
from requesting similar solutions.

For example, a large retail company might use a BRM to help its supply chain division
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collaborate with the IT department on a new inventory management system. Without a
BRM, requirements may be misinterpreted, leading to a solution that fails to address real-
world logistics challenges. With a BRM, the business and technical teams co-create a
roadmap that balances cost, speed, and accuracy.

The BRM Framework and Best Practices

To  formalize  the  role,  the  Business  Relationship  Management  Institute  (BRMI)  has
developed a maturity model and competency framework. Practitioners often follow these
best practices:

Adopt a Partnering Mindset: Instead of simply taking orders, the BRM proactively
identifies opportunities for innovation and growth.
Use Data to Drive Conversations: Leverage metrics like Net Promoter Score
(NPS), time-to-value, and service level agreements to demonstrate impact.
Hold Regular Business Reviews: Schedule structured meetings with stakeholders
to review performance, upcoming needs, and strategic alignment.
Invest in Relationship Capital: Spend time understanding stakeholder
personalities, organizational culture, and informal networks.



Focus on Outcomes, Not Outputs: Measure success by business results—such as
increased revenue or reduced operational risk—rather than by the number of
features delivered.

How to Become a Successful Business
Relationship Manager

Entering the field of business relationship management typically requires a combination of
education, experience, and professional development. Here is a common pathway:

Educational Background: A bachelor’s degree in business administration,1.
management, information systems, or a related field provides a solid foundation.
Some BRMs hold MBAs for advanced strategic skills.
Relevant Experience: Many BRMs begin their careers as business analysts, project2.
coordinators, account managers, or IT specialists. Exposure to both business and
technical environments is highly valued.
Certifications: The BRM Institute offers the Certified Business Relationship3.
Manager (CBRM) credential, which validates knowledge of the BRM discipline. Other
useful certifications include ITIL Foundation, PMP, and Certified Scrum Product
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Owner.
On-the-Job Learning: Successful BRMs continuously refine their negotiation,4.
facilitation, and data analysis skills through internal rotations, mentoring, and
feedback.

It is worth noting that the role requires a particular personality: someone who enjoys
building bridges, managing complexity, and acting as a catalyst for change without formal
authority.

Common Challenges Faced by Business
Relationship Managers

Even the most adept BRMs encounter obstacles. Recognizing these challenges helps in
preparing solutions:

Lack of Executive Sponsorship: Without support from senior leadership, the BRM
may struggle to enforce strategic alignment or secure resources.
Role Ambiguity: In some organizations, the BRM is expected to be a catch-all
problem solver, leading to fatigue and unclear priorities.



Resistance to Change: Business units may be reluctant to share their future plans,
fearing loss of control or exposure of inefficiencies.
Measurement Difficulties: Quantifying the value of improved relationships can be
subjective, making it challenging to justify the role’s ROI.
Balancing Multiple Stakeholders: Differing interests among business units can
create conflicts that are difficult to resolve.

To overcome these, BRMs should invest time in stakeholder mapping, establish clear
governance structures, and communicate wins using concrete business language.

The Future of Business Relationship
Management

As digital ecosystems become more complex, the demand for skilled BRMs is expected to
grow. Trends shaping the profession include:

Integration with Agile and DevOps: BRMs will increasingly work alongside cross-
functional product teams to ensure that iterative delivery aligns with strategic
business outcomes.
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Data-Driven Relationship Management: Advanced analytics and AI tools will
help BRMs predict stakeholder needs, identify friction points, and measure
engagement more accurately.
Expansion Beyond IT: The BRM concept is gaining traction in areas like HR,
finance, and marketing, where internal service functions must partner effectively
with business units.
Remote and Hybrid Work: Building trust and rapport will require new virtual
collaboration techniques, such as digital stakeholder mapping and frequent check-
ins.

Organizations that invest in a mature BRM capability will be better equipped to navigate
disruptive changes and maintain competitive agility.

Conclusion

A Business Relationship Manager is far more than a liaison—this role is a strategic partner
who drives alignment, trust, and value across an organization. By understanding what is
a Business Relationship Manager, businesses can leverage this professional to break
down silos, accelerate innovation, and ensure that every department works toward shared



objectives. Whether you are considering a career as a BRM or looking to strengthen your
organization's  relationship  management  function,  the  principles  outlined  here  offer  a
roadmap for  success.  In  a  world  where collaboration defines competitive  advantage,  the
BRM emerges as a key en


