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Measuring Technology ROI

Assessing the 
Business Value 
of Technology

by faisal hoque

Using the right metrics to assess the 
business value derived from technology 
is critical in demonstrating the effective-
ness of business-technology investments.

Senior executives increasingly demand an understanding of 
how business technology can improve operations, enhance 
managers’ decision making and place the organization in a 
strong position to compete. 

For many companies, the link between business- 
technology investment and business performance remains 
elusive. However, information-oriented companies know how 
to break out of the cycle of spending more on technology and 
getting less. These companies leverage information across their 
business processes—and with customers and suppliers—to 
gain knowledge for developing products, spotting emergent 
customer needs, forming strategy and analyzing risk. 

To ensure that good information delivery results in good 
business outcomes, companies must push to instill in their 
employees the behaviors and values that affect how the com-
pany best uses information for customer, supplier and partner 
relationships. When that is done, an information-oriented cul-
ture flourishes, and the business-technology payoff is achieved.

The following steps can help create a foundation to pro-
vide evidence of a positive relationship between business-
technology investment and company performance:

Establish the business purpose of each investment in 
technology: Is it to enable growth, maintain the infrastruc-
ture or manage risk?

Determine whether the metrics you use have changed 
along with changes in business processes and technology.

Agree on new metrics that show how your organization 
creates agility, sense-and-respond capabilities, and digital 
options. This agreement will ultimately lead to metrics that 
accurately measure business value.

Understand the business environment and how the com-
pany adjusts its strategy to changes in the environment. This 
often requires real-time adjustments in operations, placing a 
greater onus on business-technology executives to develop 
a well-oiled system for gathering information and presenting 
business alternatives.

Leverage management capabilities, such as BTM’s Approval 
and Prioritization capabilities and its Consolidation and 
Standardization capabilities. These can be used to manage 
and define the information requirements to support a high 
information-orientation culture.

Translate the business strategy into tactical plans for 
which information and communication technologies can be 
deployed. It is increasingly the role of the technology execu-
tives to make this connection. Executives must take the lead 
in communicating the areas in which business technology 
can add value. Employees must be made aware of how these 
opportunities relate to their jobs.

Identify the complementary investments necessary to get 
full value out of technology investments.

Instill in employees the behaviors and values that will lead 
to the best use of information to support and enhance cus-
tomer, supplier and partner relationships.
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