
JWSF013-Philip November 29, 2007 13:26

Contents

Acknowledgments from the Editors xix

Principles of the ROI Methodology xxi

Chapter 1: The Importance of Isolating the
Effects of Programs 1

Challenges in Understanding a Program’s Impact 2
Case Study: What Caused the Improvement? 2
Preliminary Issues in Isolating Program Effects 5

The Need to Isolate Program Effects 6
Chain of Impact: Initial Evidence of Program Effects 8
Identification of Factors Other Than the Program:

A First Step 10

Final Thoughts 12

Chapter 2: Use of Control Groups 15
Control Group Design 15

Threats to Validity 15
Basic Control Group Design 17
Ideal Experimental Design 18
Posttest-Only Control Group Design 20
Which Design to Choose 21

Issues When Considering Control Groups 22
Viability 22
Practicality 22

xiii

CO
PYRIG

HTED
 M

ATERIA
L



JWSF013-Philip November 29, 2007 13:26

xiv Contents

Ethical Considerations 23
Potential Problems with Control Groups: A Case Example 24
Feasibility 29

Control Group Example 1: Retail Merchandise
Company 31

Setting 31
Audience 32
Solution 32
Measures That Matter 32
Selection Criteria 33
Size of Groups 33
Duration of Experiment 33

Control Group Example 2: Federal Information
Agency 34

Setting 34
Audience 34
Solution 35
Measures That Matter 35
Selection Criteria 35
Size of Groups 36
Duration of Experiment 36

Control Group Example 3: Midwest Electric, Inc. 36
Setting 36
Needs Assessment 37
Audience 38
Solution 39
Measures That Matter 39
Selection Criteria 39
Size of Groups 40
Duration of Experiment 40

Control Group Example 4: International Software
Company 41

Setting 41
Audience 41
Solution 41
Measures That Matter 41
Selection Criteria 42



JWSF013-Philip November 29, 2007 13:26

Contents xv

Size of Groups 42
Duration of Experiment 42

Final Thoughts 43

Chapter 3: Use of Trend Lines and
Forecasts 45

Trend Lines 46
Forecasts 50
Trend Line Analysis Example 1: Micro Electronics 53

Setting 53
Audience 53
Solution 53
Measures That Matter 54
Conditions Test 54

Trend Line Analysis Example 2: Healthcare, Inc. 54
Setting 54
Audience 55
Solution 55
Measures That Matter 56
Conditions Test 56

Trend Line Analysis Example 3: National Book
Company 57

Setting 57
Audience 57
Solution 57
Measures That Matter 58
Conditions Test 58

Final Thoughts 59

Chapter 4: Use of Expert Estimates 61
Participants’ Estimates of Program Impact 62

Using Focus Groups to Obtain Participant Estimates 63
Using Questionnaires to Obtain Participant Estimates 68
Using Interviews to Obtain Participant Estimates 74
Advantages and Disadvantages of Participant Estimates 75



JWSF013-Philip November 29, 2007 13:26

xvi Contents

Case Study 76
Setting 76
Audience 76
Solution 77
Measures 78
Estimates Provided 78
Credibility Check 78
Methodology 79

Immediate Managers’ Estimates of Program Impact 80
Senior Management’s Estimates of Program Impact 82
Customers’ Estimates of Program Impact 83
Experts’ Estimates of Program Impact 84
Determining the Impact of Other Factors 84
Estimate Example 1: Global Financial Services 85

Setting 85
Audience and Solution 86
Measures 86
Estimates Provided 87

Estimate Example 2: Cracker Box 87
Setting 87
Audience and Solution 88
Measures 88
Estimates Provided 89

Estimate Example 3: Public Bank of Malaysia 89
Setting 89
Audience and Solution 89
Measure 89
Estimates Provided 90

Estimate Example 4: Multi-National, Inc. 90
Setting 90
Audience, Solution, and Measures 91
Estimates Provided 91

The Power of Estimates 92
Research 92
A Demonstration 92
Participant Reaction 93
Management Reaction 94
The Wisdom of Crowds 94



JWSF013-Philip November 29, 2007 13:26

Contents xvii

Key Issues in Using Estimates 95
Final Thoughts 96

Chapter 5: Use of Isolation Techniques 99
Matching Exercise: Isolating the Effects of

a Program 99
Case Study: National Computer Company 102
Why Isolation Is a Key Issue 105

Other Factors Are Always There 105
Without It, There Is No Business Link: Evidence

Versus Proof 105
Other Factors and Influences Have Protective Owners 106
To Do It Right Is Not Easy 106
Without It, the Study Is Not Valid 106

Isolation Myths 107
Build Credibility with the Isolation Process 109

Selecting the Technique 109
Using Multiple Methods 110
Building Credibility 111

Final Thoughts 112

Index 113

About the Authors 119



JWSF013-Philip November 29, 2007 13:26


