
Research Insight: The Hidden Cost of the 
Business–Technology Gap
The Situation
In most organizations, Business and Technology aren’t “at war”; they operate with different 
assumptions, different language, and different definitions of value. Even when delivery is technically 
successful, relationship friction quietly taxes progress: priorities compete, decisions slow, and follow-
through becomes harder than it needs to be.

What This Is Based On
In 2013, Jeremy Berriault analyzed metadata from two studies to understand the root causes behind 
the knowledge and culture gap between Business and Technology:

Basellier (2003): what each group knows about the other
Willcoxson & Chatham (2004): what each group believes about the other

When combined, the data suggest a clear pattern: perception and knowledge are linked — and when 
either is weak, trust and value erode.

Key Findings (What Actually Drives the Friction)

1) Trust Breaks First

When Business doesn’t understand how Technology works, delays and errors don’t just feel like 
delivery issues; they feel like reliability issues. The result is predictable:

More oversight and micromanagement
Slower approvals
Less room for experimentation
More “prove it” behaviour instead of partnership

Technology teams often feel they’re communicating, but Business experiences the message 
differently,  usually because the language and context don’t land.

2) Value Becomes Hard to See (on Both Sides)

Businesses' perception of Technology’s value correlates strongly with how well they understand 
Technology. When that understanding is low, technology appears expensive and slow, even when the 
work is necessary.
Technology often recognizes that it can create value but struggles to translate that value into business 
terms, thereby maintaining the gap.

3) The Knowledge Gap Keeps the Cycle Going



Business tends to have limited visibility into Technology’s effort and constraints, which impacts 
communication quality and decision-making. Technology may believe it is communicating well, but 
Business ratings often suggest the opposite, not because people are bad, but because 
comprehension isn’t occurring.

Why This Matters (In Plain Terms)
When Business and Technology don’t share a common language:

Priorities compete instead of aligning
Decisions slow down because trust is low
Delivery becomes reactive (hotfixes, escalations, rework)
Teams burn time defending work instead of finishing work

What Fixes It (Recommendations)
Bi-directional knowledge sharing: not “status updates,” but shared understanding of 
constraints, trade-offs, and value.
A common language: so decisions can be made faster with less translation overhead.
Relationship management as a capability: especially for Technology leadership — improving 
how information flows and how value is framed.
Intertwined processes: so Business and Technology aren’t optimizing locally and failing 
globally.

Bottom Line
Trust, value, and knowledge are intertwined. If predictable progress is the goal, the Business–
Technology relationship cannot be treated as a soft issue; it’s an operating constraint.


