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THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT

Executive Summary
Gridspace Sift integrates information such as CRM and customer satisfaction (CSAT)
data with contact center data, while providing improved monitoring, transcript creation,
annotation, and query capabilities. Forrester’s analysis of a current Gridspace customer
with contact center activity exceeding 5 million calls per year found that these
improvements led to significant labor savings, while lowering team stress and burnout.
Easy, focused queries have led to product, customer success, and sales team use.

Gridspace provides transcribing and monitoring of
calls, along with notation capabilities and search

KEY STATISTICS

capabilities to augment call center telephony
solutions. Gridspace integrates with telephony
solutions, CRM solutions, data warehouses, and
other data sources to provide a central contact center
query/search capability. This significantly improves its
ability to identify performance trends, understand a

Return on investment (ROI)

Net present value (NPV)

specific agent’s behavior, automatically connect

253%

$4.78M

CSAT to recordings/transcripts, and provide focused
analyses on products or situational needs, such as
calls related to the pandemic.

searches was more art than skill. This setup did not
provide optimal value to contact center supervisors,

Gridspace commissioned Forrester Consulting to

trainers, coaches, and analysts, as well as business

conduct a Total Economic Impact™ (TEI) study and

users such as product or customer success team

examine the potential return on investment (ROI)

members.

enterprises may realize by deploying Gridspace Sift.

The ability to monitor live calls, provide real-time

The purpose of this study is to provide readers with a
framework to evaluate the potential financial impact
of Gridspace Sift on their organizations.

feedback, and add searchable notes to calls was also
limited. This negatively affected call outcome,
training, and near-term feedback, as well as the

To better understand the benefits, costs, and risks

ability to perform broad or targeted analyses.

associated with this investment, Forrester interviewed

With the investment in Gridspace, the supervisors,

an organization with experience using Gridspace Sift.
Forrester used this experience to project a three-year
financial analysis.

trainers, coaches, and analysts can populate forms
and annotate transcripts while monitoring or
reviewing calls. They can also transition directly from

Prior to using Gridspace Sift, the customer had

viewing CSAT results to listening and reviewing

separate software-as-a-service-based (SaaS-based)

associated recordings or transcripts. In addition, the

telephony, CRM, and data warehouse solutions,

easy-to-use query capability enables users to

which were not integrated. This meant that the ability

perform searches that quickly provide insights to

to connect CSAT results to actual calls required

contact center personnel, analysts, and other

multiple manual steps and obtaining insights via

company team members.
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EXECUTIVE SUMMARY

Key results from the investment include process and



Labor savings of $1,860,461 over three years

agent improvements leading to reduced handling

from reduction in follow-up calls. With

time, and a significant decrease in the percentage of

Gridspace, follow-up calls occur 8.5% of the time

follow-up calls. The monitoring and targeted search

versus 12% prior to Gridspace. As with the AHT

capabilities improved the contact center team’s ability

reduction, this decrease is due to agent, process,

to provide real-time or near-real-time input. This has

and content improvements.

led to better outcomes and reduced agent training
from the first day.

“Gridspace is the first tool that we’ve
integrated with that analyzes our call data
and does natural processing language on
it, transcribing our calls. Previously, we
had to go to call recordings and manually
review them, then update spreadsheets,
provide feedback to our CSAT tool, and
update our QA review processor.”



Reduction in coach labor by $237,166 over
three years. The ability of supervisors, quality
assurance analysts, and coaches to easily
identify focus areas has reduced the coach count
to below the budgeted count.

Unquantified benefits. Benefits that are not
quantified for this study include:


Increased employee satisfaction. Gridspace is
a focused, easy-to-use tool that has helped
supervisors, coaches, quality assurance analysts,

Lead of customer success quality assurance,
financial technology

trainers, and senior management become more
effective leaders and coaches. This has resulted
in better job satisfaction and performance.

KEY FINDINGS

“Everyone on my entire team loves
Gridspace. They sing the praises of it.
They say that this is a game-changer that
has revolutionized their work. We have
gone from a team with high anxiety and
high burnout to having lower anxiety and
super-low burnout.”

Quantified benefits. Risk-adjusted present value
(PV) quantified benefits include:


Labor savings of $1,513,294 over three years
from reduced training. Gridspace enabled the
customer to augment agent training post
classroom, giving the newly trained agents
access to recorded conversations, and allowing

Lead of customer success quality assurance,
financial technology

them to review transcripts and better refine their
ongoing training plans once they started taking
calls. The customer has been able to shorten this
month-long phase of training from 20 hours per



improving training, and experiencing increased

week to 6 hours per week.


Reduced turnover. Providing better tools,
performance is leading to less stress and higher

Labor savings of $3,056,184 over three years

retention rates. Due to pandemic-related churn,

from reduction in average handling time.

the savings associated with turnover reduction is

Gridspace-enabled insights made agent,

not available.

process, and content improvements, reducing
agents’ handling time (AHT) by approximately 45
seconds per call.



Benefits beyond the contact center. Usage of
Gridspace’s query/search and monitoring
capabilities has expanded beyond the contact
center and is continuing to expand. Most notably,
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product team members are using Gridspace to

The interview and financial analysis found that this

evaluate new product launches and understand

customer experiences benefits of $6.67M over three

the pandemic’s effect on customers. The scope

years versus costs of $1.89M, adding up to a net

of the study did not include investigating

present value (NPV) of $4.78M and an ROI of 253%.

productivities or revenue improvements
associated with insights.

“The query function helps other teams
get insights that they could only hope
that they would find by listening to
recordings. Product managers might
focus on a product release. A business
analyst doing voice-of-the-customer
work will match calls to topics. They
are able to build knowledge bases,
evaluate impact, or understand
endpoints.”
Lead of customer success quality assurance,
financial technology


Improvements to manager escalations. The
interviewee said: “Previously, managers didn’t
have time to search out the call that led to an
escalation before responding. Gridspace
facilitates getting the call information before
responding and doing a complete feedback
cycle.”



Shortened cycle time. Although intertwined in
some of the quantified and unquantified benefits,
Gridspace has broadly provided more insights
faster than prior methods. The value of faster
time-to-insight, such as rapid product fixes or
improvements, is typically hard to quantify but
frequently improves CSAT and revenues.

Costs. Risk-adjusted PV costs include:


Implementation and licensing costs at
$1,887,124 over three years. Gridspace is a
SaaS solution, so implementation is primarily
made up of training and interfacing with data
sources or destinations. Licensing is a per-agent,
per-month cost.
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ROI

BENEFITS PV

NPV

PAYBACK

253%

$6.67M

$4.78M

<6
months

Benefits (Three-Year)
Labor savings from reduced training

$1.5M

Labor savings from reduction in
average handling time

$3.1M

Labor savings from reduction in
follow-up calls

Reduction in coach labor cost

$1.9M

$237.2K

“When you have hundreds of thousands of calls each month, it is hard to find that specific
call that you need. It has only been through Gridspace that we’ve been able to narrow
things down and make it easier to share information with our head of customer success,
our CEO, or someone else. We can now go beyond direct call center questions and
provide people with information on product releases, how the pandemic is changing
product challenges, or other customer success-related challenges.”
— Lead of customer success quality assurance, financial technology
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TEI FRAMEWORK AND METHODOLOGY
From the information provided in the interviews,
framework for those organizations considering an

DUE DILIGENCE
Interviewed Gridspace stakeholders and

investment in Gridspace.

Forrester analysts to gather data relative to

Forrester constructed a Total Economic Impact™

The objective of the framework is to identify the cost,
benefit, flexibility, and risk factors that affect the
investment decision. Forrester took a multistep
approach to evaluate the impact that Gridspace can
have on an organization.

Gridspace.

CUSTOMER INTERVIEW
Interviewed a decision-maker at an organization
using Gridspace to obtain data with respect to
costs, benefits, and risks.

FINANCIAL MODEL FRAMEWORK
Constructed a financial model representative of
the interview using the TEI methodology and
risk-adjusted the financial model based on
issues and concerns of the interviewed
organization.
DISCLOSURES
Readers should be aware of the following:
This study is commissioned by Gridspace and delivered
by Forrester Consulting. It is not meant to be used as a
competitive analysis.
Forrester makes no assumptions as to the potential ROI
that other organizations will receive. Forrester strongly
advises that readers use their own estimates within the
framework provided in the study to determine the
appropriateness of an investment in Gridspace.
Gridspace reviewed and provided feedback to Forrester,
but Forrester maintains editorial control over the study
and its findings and does not accept changes to the study
that contradict Forrester’s findings or obscure the
meaning of the study.

CASE STUDY
Employed four fundamental elements of TEI in
modeling the investment impact: benefits, costs,
flexibility, and risks. Given the increasing
sophistication of ROI analyses related to IT
investments, Forrester’s TEI methodology
provides a complete picture of the total
economic impact of purchase decisions. Please
see Appendix A for additional information on the
TEI methodology.

Gridspace provided the customer name for the interview
but did not participate in the interview.
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The Gridspace Sift Customer Journey
Drivers leading to the Gridspace investment

capabilities or a consolidation and auditing

INTERVIEWED ORGANIZATION

capability, not both.

Forrester interviewed a Gridspace customer with the
following characteristics:




require customers to modify existing processes to

A global financial technology company with over

work within an out-of-the-box solution. The

$5 billion in annual revenue and steady,

customer did not want to modify its processes,

significant growth. The interviewee is the lead of

since it considered the support of certain

customer success quality assurance.


A call center with approximately 700 agents in
the first year of our analysis, currently supporting

workflows to be essential.


customization with its telephony solution, which is

planned to include prospective customers, all

relatively new and provides a highly customizable

products, and all regions.

contact flow. The customer also wanted

Agents are responsible for specific products due

connectors available to its CRM and data

to product complexities, so call transfers do not

warehouse for data exchange in both directions.

currently occur.


USE CASE DESCRIPTION

A portion of the call time includes attempting to

The quantified benefits associated with the

explain other key products.

implementation of Gridspace are due to the quality

KEY CHALLENGES
Prior to using Gridspace Sift, the customer had
separate SaaS-based telephony, CRM, and data
warehouse solutions, which were not integrated. This
increased the time it took to connect CSAT results to
actual calls, since doing so required multiple manual
steps. Obtaining insights via searches was also
difficult.

and handling time improvements of the call center
agents. These benefits are the result of
improvements provided to the hands-on users of
Gridspace, including the trainers, coaches,
supervisors, and quality assurance analysts within
the call center. The interviewee described the
highlights of the Gridspace as follows:


“With Gridspace, we can query the calls, filtering
to specific calls. This allows us to support special

SOLUTION REQUIREMENTS

audits, look for specific agent behavior, look for

To overcome these challenges, the organization

performance trends, etc. We either weren’t able

sought:


Integrations to key solutions and data
sources. The customer wanted integration and

only existing customers. Caller expansion is



A customizable solution. Many solutions

to do these things before or to do them with the

A tool that would provide both natural

same speed and precision. It provides insights

language processing (NLP) capabilities for

that leads to improved results, which allows us

transcripts and consolidation and audit

time to do even more analysis.”

capabilities for quality assurance team
reviews. Existing solutions were focused on
providing capabilities centered on either NLP



“Calls can be monitored in real-time through
Gridspace, rather than waiting for the recording
or transcript. We’re doing a lot more of this,
especially with distributed and remote work.

THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT
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THE GRIDSPACE SIFT CUSTOMER JOURNEY

Quality assurance leads or supervisors not only
listen to agent’s calls in real time, but they
complete forms.”


“Gridspace hit a sweet spot in providing NLP
technology as well as providing a landing page
for QA specialists and leads to see performance,
to find related calls, and to complete reviews.”



“Gridspace’s interface is extremely easy to use. It
requires very little training or adjustment. It is
much easier than our call center management
system to locate and listen to calls. In a single
view, you have the call recording, the transcript,
and the call metadata. Things like the phone
number, the agent, and CRM case information. It

“We are on the path to having one
easy-to-use tool versus six different
tools. In addition to Gridspaceproduced data, we currently have data
from our call management system,
CRM system, and data warehouse. We
are working on improving the CRM
integration and have recently
integrated both email and chat
conversations.”
Lead of customer success quality assurance,
financial technology

has been extremely helpful to be able to locate
parts of the conversation, so that you can quickly
listen to them or do queries around the
conversation transcripts.”


“With Gridspace, it is easy to annotate the calls.
We’re able to leave notes on the transcript itself.
We create labels that are searchable, which
helps all users later. It helps with QA reviews, our
[dissatisfied customers] audit process, and
coaching.”



“We write our own forms. It is very easy to create
new forms to capture behaviors or assist with
coaching.”



“Even our non-English speaking countries are
benefiting from Gridspace, even though the
transcription is not there. They benefit from the
real-time monitoring of calls and the ability to
have forms to capture behavior. They also benefit
from the centralization provided by the tool.”



“We have gone from random sampling to the
more targeted, improving QA analysts’
productivity and analysis quality.”

THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT
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Analysis Of Benefits
Quantified benefit data

Total Benefits
Ref.

Benefit

Year 1

Year 2

Year 3

Total

Present Value

Atr

Labor savings from reduced
training

$499,800

$599,760

$749,700

$1,849,260

$1,513,294

Btr

Labor savings from reduction
in average handling time

$1,009,375

$1,211,250

$1,514,063

$3,734,688

$3,056,184

Ctr

Labor savings from reduction
in follow-up calls

$614,460

$737,352

$921,690

$2,273,502

$1,860,461

Dtr

Reduction in coach labor cost

$79,380

$79,380

$132,300

$291,060

$237,166

$2,203,015

$2,627,742

$3,317,753

$8,148,510

$6,667,105

Total benefits (risk-adjusted)

LABOR SAVINGS FROM REDUCED TRAINING
Evidence and data. The customer’s call center did
not change its in-class training, but the one month of
training associated with the new agent taking calls,

23%

changed considerably. Post-classroom training was
reduced from 20 hours per week to 6 hours per week
for the agents.
Modeling and assumptions. Some of this training is

$1.5 million
three-year
benefit PV

done in small groups and some of the agent time is
spent independently reviewing transcripts and
recordings. Forrester assumes the trainer productivity
is 50% of the agent productivity.
Risks. Forrester identified the following risks
associated with this benefit:


Labor savings from
reduced training: 23% of
total benefits

Training productivities will vary based on type of
call center use cases.



Labor rates will vary based on region and market
conditions.

To account for these risks, Forrester adjusted this
benefit downward by 15%, yielding a three-year, riskadjusted total PV of $1,513,294.

THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT

8

ANALYSIS OF BENEFITS

Labor Savings From Reduced Training
Ref.

Metric

Calculation

Year 1

Year 2

Year 3

A1

New agents trained per year

Customer

300

360

450

A2

Training hours saved per new agent (per
week)

14 hours*4 weeks

56

56

56

A3

Hourly cost per agent

Payscale.com

$19

$19

$19

A4

Agent labor savings from reduced training

A1*A2*A3

$319,200

$383,040

$478,800

A5

Training hours saved per new agent (per
week)

7 hours*4 weeks

28

28

28

A6

Hourly cost per trainer

Payscale.com

$32

$32

$32

A7

Trainer labor savings from reduced training

A1*A5*A6

$268,800

$322,560

$403,200

At

Labor savings from reduced training

A4+A7

$588,000

$705,600

$882,000

Risk adjustment

↓15%
$499,800

$599,760

$749,700

Labor savings from reduced training (riskadjusted)

Atr

Three-year total: $1,849,260

Three-year present value: $1,513,294

LABOR SAVINGS FROM REDUCTION IN

To account for these risks, Forrester adjusted this

AVERAGE HANDLING TIME

benefit downward by 15%, yielding a three-year, risk-

Evidence and data. The call center’s AHT is lower

adjusted total PV of $3,056,184.

after implementing Gridspace. The 2020 AHT was 45
seconds lower than the 2019 AHT.
Modeling and assumptions. Forrester used the
total call time and total call counts for both 2019 and
2020.
Risks. Forrester identified the following risks
associated with this benefit:


The calls’ complexity changed enough over time
to affect the result.



The reduction in follow-up calls changed the
distribution of call times.



Other factors affecting AHT, such as pandemicrelated calls.

THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT
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ANALYSIS OF BENEFITS

Labor Savings From Reduction In Average Handling Time
Ref.

Metric

Calculation

Year 1

Year 2

Year 3

B1

Average time savings per call (minutes)

Customer

0.75

0.75

0.75

B2

Total annual calls

Customer

5,000,000

6,000,000

7,500,000

B3

Time savings in handling calls (hours)

B1*B2/60

62,500

75,000

93,750

B4

Hourly cost per agent

Payscale.com

$19

$19

$19

Bt

Labor savings from reduction in average
handling time

B3*B4

$1,187,500

$1,425,000

$1,781,250

Risk adjustment

↓15%
$1,009,375

$1,211,250

$1,514,063

Btr

Labor savings from reduction in average
handling time (risk-adjusted)
Three-year total: $3,734,688

Three-year present value: $3,056,184

LABOR SAVINGS FROM REDUCTION IN
FOLLOW-UP CALLS
Evidence and data. The call center’s follow-up call
percentage reduced from 12% to 8.5%.
Modeling and assumptions. The previous follow-up
call percentage was 12%, which saw a reduction to

28%
$1.9 million
three-year
benefit PV

8.5% after first call count.
Risks. Forrester identified the following risks
associated with this benefit:


The complexity of calls requires different one-onone training during this transition period.



There is a difference in prior training that

Labor savings from
reduction in follow-up
calls: 28% of total
benefits

changes requirements.
To account for these risks, Forrester adjusted this
benefit downward by 10%, yielding a three-year, riskadjusted total PV of $1,860,461.

THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT
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Labor Savings From Reduction In Follow-Up Calls
Ref.

Metric

Calculation

Year 1

Year 2

Year 3

C1

First calls per year

Customer

4,400,000

5,280,000

6,600,000

C2

% reduction in follow-up calls

Customer

3.5%

3.5%

3.5%

C3

Reduction in follow-up calls

C1*C2

154,000

184,800

231,000

C4

Average time per call (minutes)

Customer

14

14

14

C5

Reduction in follow-up calls (hours,
rounded)

C3*C4/60

35,933

43,120

53,900

C6

Hourly cost per agent

Payscale.com

$19

$19

$19

Ct

Labor savings from reduction in follow-up
calls

C5*C6

$682,733

$819,280

$1,024,100

Risk adjustment

↓10%
$614,460

$737,352

$921,690

Ctr

Labor savings from reduction in follow-up
calls (risk-adjusted)
Three-year total: $2,273,502

REDUCTION IN COACH LABOR COST
Evidence and data. The call center has reduced its
requirement for agent coaches by two coaches. The

Three-year present value: $1,860,461



If supervisors take responsibility for coaching
their agents when new agents begin answering
calls.

coaching position was created as a full-time position

To account for these risks, Forrester adjusted this

in parallel with the Gridspace position; it was

benefit downward by 20%, yielding a three-year, risk-

previously a shared position of trainers, supervisors,

adjusted total PV of $237,166.

and quality assurance analysts. The FTE estimate
was between six and eight coaches. After four
coaches were working full-time, the organization

4%

determined that no more coaches were required.
Modeling and assumptions. Forrester assumed six

$237,166

coaches would have been required if full-time coach

three-year
benefit PV

positions were created prior to the implementation of
Gridspace.
Risks. Forrester identified the following risks
associated with this benefit:


A shared approach is used instead of utilizing

Reduction in coach labor
cost: 4% of total benefits

full-time FTEs.

THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT
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Reduction In Coach Labor Cost
Ref.

Metric

Calculation

D1

Fewer required coaches (FTE)

Estimate

D2

Annual supervisor cost

Dt

Dtr

Year 1

Year 2

Year 3

1.5

1.5

2.5

Payscale.com

$66,150

$66,150

$66,150

Reduction in coach labor cost

D1*D2

$99,225

$99,225

$165,375

Risk adjustment

↓20%
$79,380

$79,380

$132,300

Reduction in coach labor cost (riskadjusted)
Three-year total: $291,060

Three-year present value: $237,166

“Gridspace has changed the relationship
between our support team and both the
product teams and the sales teams. We
now can have conversations on the
direct relationship between scenarios
and customer experience. I don’t have a
way to measure the value, but their
interest proves that the value is there.”

UNQUANTIFIED BENEFITS
Additional benefits that the customer experienced but
was not able to quantify include:


Increased employee satisfaction. Gridspace is
a focused, easy-to-use tool that has helped
supervisors, coaches, quality assurance analysts,
trainers, and senior management become more

Lead of customer success quality assurance,
financial technology

effective leaders and coaches. They, in turn, help
agents improve at their jobs. The interviewee
noted that stress levels and employee burnout
have decreased.






Improvements to manager escalations. While

Reduced turnover. During the pandemic,

there have been no notable reductions in

turnover was high due to uncontrollable factors. It

interventions, Gridspace’s easy-to-use queries

is expected that, when life returns to normal, the

provide fast access to ensure that managers can

improvements to employee satisfaction and

review calls before responding. They also utilize

outcomes will translate to reduced turnover.

Gridspace forms to provide better and more
thorough feedback.

Benefits beyond the contact center. Usage of
Gridspace’s query/search and monitoring



Shortened cycle time. Although intertwined in

capabilities has expanded beyond the contact

some of the quantified and unquantified benefits,

center and is continuing to expand. The scope of

Gridspace has broadly provided more insights

the study did not include investigating

faster than prior methods. The value of faster

productivities or revenue improvements

time-to-insight is typically hard to quantify, but

associated with insights.

frequently provide improved time-to-resolution of
customer or product problems, improved time-tomarket on product improvements, etc.

THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT
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FLEXIBILITY
The value of flexibility is unique to each customer.
There are multiple scenarios in which a customer
might implement Gridspace Sift and later realize
additional uses and business opportunities, including:


Working toward a new optimal quality state.
The interviewee remarked: “Gridspace has been
transformative. I view it as Gridspace and our
company have been flexible, working toward a
new optimal state. I am excited because it allows
my team to think about quality in a different way
versus just being another metric that somebody
has.”



Form creation. The interviewee noted that it is
very easy to create forms, allowing quality
assurance teams and others to collect
information that is searchable and shareable.



Pandemic insights. Gridspace helped the
organization understand how the pandemic was
affecting its customers.

“When the pandemic started, there
were a lot of unknowns [related to our
customers]. We immediately leveraged
Gridspace to monitor the volume of
calls that matched conversation points
related to our products. We were able
to do audits on how the conversations
were going and quickly provide direct
feedback to internal teams that would
benefit.”
Lead of customer success quality assurance,
financial technology

Flexibility would also be quantified when evaluated as
part of a specific project (described in more detail in
Appendix A).

THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT
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Analysis Of Costs
Quantified cost data

Total Costs
Ref.

Cost

Etr

Training,
implementation, and
licensing (risk-adjusted)

Initial

Year 1

Year 2

Year 3

Total

Present Value

$22,000

$616,000

$739,200

$924,000

$2,301,200

$1,887,124



TRAINING, IMPLEMENTATION, AND LICENSING

Licensing is based upon Gridspace Sift’s list
price.

Evidence and data. The cost of Gridspace is made
up of application integration, training, and software

Risks. Forrester identified the following risks

licensing.

associated with these costs:





Gridspace is a SaaS solution, which requires

structure and skill levels of trainees.

integration to the call center management system
and other applications.






number of integrations and complexities

and query use.

associated with specific applications.


Licensing cost is based upon the standard rate

Licensing costs may vary based upon payment
structures, volume discounting, or special
arrangements.

Modeling and assumptions. Forrester assumes:

To account for these risks, Forrester adjusted this

APIs are available for three to four application

cost upward by 10%, yielding a three-year, risk-

integrations.


Integration costs will vary based upon the

Training incorporates form creation, form usage,

per agent.



Training costs will depend upon organization

adjusted total PV (discounted at 10%) of $1,887,124.

A call center team member learns how to use
Gridspace and trains other users.

Training, Implementation, And Licensing
Ref.

Metric

Calculation

Et

Training, implementation, and licensing

Estimate

Risk adjustment

↑10%

Etr

Training, implementation, and licensing (riskadjusted)
Three-year total: $2,301,200

THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT

Initial

Year 1

Year 2

Year 3

$20,000

$560,000

$672,000

$840,000

$616,000

$739,200

$924,000


$22,000

Three-year present value: $1,887,124
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Financial Summary
CONSOLIDATED THREE-YEAR RISK-ADJUSTED METRICS

Cash Flow Chart (Risk-Adjusted)
Total costs

Total benefits

Cumulative net benefits

Cash
flows

$7.0 M
$6.0 M

The financial results calculated in the
Benefits and Costs sections can be
used to determine the ROI, NPV, and
payback period for the composite
organization’s investment. Forrester
assumes a yearly discount rate of 10%
for this analysis.

$5.0 M
$4.0 M
$3.0 M

These risk-adjusted ROI,
NPV, and payback period
values are determined by
applying risk-adjustment
factors to the unadjusted
results in each Benefit and
Cost section.

$2.0 M
$1.0 M

-$1.0 M
-$2.0 M
Initial

Year 1

Year 2

Year 3

Cash Flow Analysis (Risk-Adjusted Estimates)

Total costs
Total benefits
Net benefits

Initial

Year 1

Year 2

Year 3

Total

Present
Value

($22,000)

($616,000)

($739,200)

($924,000)

($2,301,200)

($1,887,124)

$0

$2,203,015

$2,627,742

$3,317,753

$8,148,510

$6,667,105

($22,000)

$1,587,015

$1,888,542

$2,393,753

$5,847,310

$4,779,981

ROI
Payback period

THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT

253%
<6 months
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Appendix A: Total Economic
Impact
Total Economic Impact is a methodology developed
by Forrester Research that enhances a company’s
technology decision-making processes and assists
vendors in communicating the value proposition of
their products and services to clients. The TEI
methodology helps companies demonstrate, justify,
and realize the tangible value of IT initiatives to both

PRESENT VALUE (PV)
The present or current value of
(discounted) cost and benefit estimates
given at an interest rate (the discount
rate). The PV of costs and benefits feed
into the total NPV of cash flows.

senior management and other key business
stakeholders.
TOTAL ECONOMIC IMPACT APPROACH

NET PRESENT VALUE (NPV)
The present or current value of

Benefits represent the value delivered to the

(discounted) future net cash flows given

business by the product. The TEI methodology

an interest rate (the discount rate). A

places equal weight on the measure of benefits and

positive project NPV normally indicates

the measure of costs, allowing for a full examination

that the investment should be made,

of the effect of the technology on the entire

unless other projects have higher NPVs.

organization.
Costs consider all expenses necessary to deliver the
proposed value, or benefits, of the product. The cost

RETURN ON INVESTMENT (ROI)

category within TEI captures incremental costs over

A project’s expected return in percentage

the existing environment for ongoing costs

terms. ROI is calculated by dividing net

associated with the solution.

benefits (benefits less costs) by costs.

Flexibility represents the strategic value that can be
obtained for some future additional investment
building on top of the initial investment already made.

DISCOUNT RATE

Having the ability to capture that benefit has a PV

The interest rate used in cash flow

that can be estimated.

analysis to take into account the

Risks measure the uncertainty of benefit and cost
estimates given: 1) the likelihood that estimates will
meet original projections and 2) the likelihood that

time value of money. Organizations
typically use discount rates between
8% and 16%.

estimates will be tracked over time. TEI risk factors
are based on “triangular distribution.”

PAYBACK PERIOD

The initial investment column contains costs incurred at “time
0” or at the beginning of Year 1 that are not discounted. All
other cash flows are discounted using the discount rate at the
end of the year. PV calculations are calculated for each total
cost and benefit estimate. NPV calculations in the summary
tables are the sum of the initial investment and the
discounted cash flows in each year. Sums and present value
calculations of the Total Benefits, Total Costs, and Cash Flow
tables may not exactly add up, as some rounding may occur.

The breakeven point for an investment.

THE TOTAL ECONOMIC IMPACT™ OF GRIDSPACE SIFT

This is the point in time at which net
benefits (benefits minus costs) equal initial
investment or cost.
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