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I T’S BEEN A YEAR since 
U.S. retailers were first 
required to start accept-
ing chip cards, and it will 

likely be another 18 months 
to three years before the chip-
embedded credit and debit 
cards are fully adopted and the 

new payment framework can 
be declared a success.

“I would describe the chip 
technology rollout as making 
progress, but it’s been a bumpy 
ride,” said Randy Vanderhoof, 
director of the U.S. Payments 
Forum, formerly called the 
EMV Migration Forum, whose 
members include card compa-
nies, banks and merchants. 

Oct. 1 marked the first full year 
since banks and card companies 
mandated that retailers install 
the more secure chip-based card 
readers — and adopt new pay-
ment processes — or face liability 
for fraudulent card payments.

Despite consumer angst, 
software and equipment cer-
tification backlogs, and some 
midcourse corrections, slow 
progress was made to replace 
the unsecure magnetic stripe 
cards and readers.

“Chip-card acceptance num-
bers are climbing each month,” 
Vanderhoof said. “But we’re not 

With wide-scale adoption still at least 18 months away, merchants 
and shoppers grumble but card companies say fraud has declined 
as chips replace magnetic stripes. BY MATT HAMBLEN

Chip Cards Face a Bumpy 
Road, But Success Is in Sight

T H I N K S T O C K

NEWS ANALYSIS   FINANCIAL IT
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there yet.” All told, about a third 
of card readers in the U.S. are 
now chip-enabled. 

There are still small stores 
that don’t have the point-of-sale 
terminals needed to accept chip 
cards. And in other stores, shop-
pers may see chip-reader termi-
nals with tape covering the slot 

where the chip end of the card 
would be inserted. Those are 
signs that the retailer hasn’t in-
stalled the new payment system 
or that its chip-reading software 
hasn’t yet been certified.  

Steps that major card com-
panies took in June to speed up 
certifications of chip-reader soft-
ware and other improvements 

have helped. For example, at 
some stores it can now take less 
than three seconds to make a 
chip-card payment, down from 
as high as 17 seconds. 

All parties agree that it will 
take another 18 months to three 
years for the U.S. retail and fi-
nancial industries to conclude a 
successful wide-scale adoption 
of chip cards and readers.

Big retailers like Walmart 
were ahead of the game and 
seem to have streamlined the 
chip-card payment process. Oth-
er merchants, however, got a late 
start, partly because the equip-
ment was expensive and the in-
stallations were complex. Then, 
last January, stores began facing 
long waits to get the equipment 
and software certified. 

“Retailers are still very upset 
at the behavior of the card com-
panies and banks — for different 
reasons, said Mallory Duncan, 
general counsel for the Na-
tional Retail Federation, which 

represents 18,000 retailers. 
“The whole conversion process 
was conceptually flawed from 
the beginning,” he said. 

Lawsuits
The problems led to retailer 
lawsuits. Home Depot and 
Walmart separately sued Visa 
and Mastercard, primarily over 
whether the inconvenience and 
expense of installing new chip 
reader technology would result 
in better security. 

The NRF estimates that the 
total cost of installing the equip-
ment and software needed for 
card readers in the U.S. will hit 
$30 billion to $35 billion. 

Plus, retailers generally want 
banks and card companies to 
require the chip-and-PIN pro-
cess for verifying shoppers’ 
identities, arguing that it is 
more secure than the chip-and-
signature approach. 

Card companies defend using 
signatures instead of personal 

I would describe the chip 
technology rollout as making 
progress, but it’s been a bumpy 
ride. . . . We’re not there yet. 
RANDY VANDERHOOF,  DIRECTOR,  U.S.  PAYMENTS FORUM

NEWS ANALYSIS   FINANCIAL IT
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identification numbers, partly 
for customer convenience. 
They say it would be a hassle for 
people to keep track of the PINs 
specific to particular cards. 

Fraud Is Down 
Mastercard and Visa have de-
nied virtually all the arguments 
that retailers have used against 
them, although they admit 
there have been problems. 

Both companies said that 
fraud, in terms of dollars lost, 
has dropped significantly at 
stores that have chip-card 
technology. Visa said that in 

May the rate of fraud was 47% 
lower than it was in May of last 
year, and Mastercard said fraud 
dropped by 54% in April.

Mastercard added that a sur-
vey of 1,000 U.S. consumers 
shows that 87% of Americans 
now commonly use the chips in 
their cards instead of the magnet-
ic stripes, up from 49% in 2015.  

Even so, in a September 
survey of 1,000 U.S. shoppers 
conducted by Research Now 
on behalf of payment technol-
ogy provider Cayan, 83% of 
the respondents said they were 
confused about whether retail-
ers will accept chip cards. 

“We know things won’t 
change overnight,” said Craig 
Vosburg, Matercard’s president 
of North American markets. 

“From a consumer perspec-
tive, this is a process. It’s cer-
tainly going to be some time 
before things stabilize,” added 
Stephanie Ericksen, vice presi-
dent of risk and authentication 

products at Visa. 
While the confusion for 

shoppers may continue, securi-
ty experts believe the change to 
chip cards will be worthwhile. 

Security company Trustwave 
investigated credit card theft 
for Australian companies in 

2011, before that country’s shift 
to chip-card technology. “Now, 
post-chip, we do no investiga-
tions like that,” said Michael 
Petitti, senior vice president of 
global alliances at Trustwave. 
“We will see that trend in the 
U.S. as well.” u

NEWS ANALYSIS   FINANCIAL IT

BETWEEN THE LINES | JOHN KLOSSNER

It’s certainly 
going to be 
some time 

before things 
stabilize. 

STEPHANIE ERICKSEN, 
VICE PRESIDENT,  RISK 
AND AUTHENTICATION 

PRODUCTS,  VISA
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IT Workers Aren’t Cogs in a Machine
ARE YOU PART OF A TEAM that 
seems plodding, downtrodden 
or dejected? Do you manage 
a group prone to infighting 
among individuals or conflict 
between factions? Do you go 
to work filled with dread that 
you’ll be surrounded by nega-
tivity? If so, you’re not alone. 
This describes far too many IT 
groups and project teams.

In my work helping both 
troubled and toxic teams, I’ve 
noticed that there are innumer-
able ways in which teams de-
scend into dysfunction. It’s like 

the famous quote from Tolstoy’s 
Anna Karenina: “All happy fam-
ilies are alike; each unhappy 
family is unhappy in its own 
way.” In part, that’s why there 
are so many troubled teams: Be-
cause there are an endless num-
ber of ways to get there, it’s hard 
to spot warning signs before the 
dysfunction is entrenched. 

And yet I have noticed some-
thing common to nearly all 
troubled teams — a contribut-
ing factor, not a primary cause. 
It’s like brush in a drought-dried 
forest: a nearly endless supply 

of fuel, ready to transform any 
small spark into an uncontain-
able inferno.

Assembly Line Woes
I’m talking about the way the 
work of the group is organized. 
Groups are usually structured 
around the flow of work. The 
group itself is conceptualized 
as a machine that takes in tick-
ets, requests or requirements 
and eventually outputs a solu-
tion. In the process, tasks are 
handed off as the locus of the 
work crosses boundaries be-

PAUL GLEN is the co-author of The Geek Leader’s Handbook and a principal  
of Leading Geeks, an education and consulting firm devoted to clarifying  

the murky world of human emotion for people who gravitate toward  
concrete thinking. You can contact him at info@leadinggeeks.com.

http://www.computerworld.com/article/3111416/it-management/troubled-versus-toxic-teams.html
http://www.computerworld.com/author/paul-glen/
https://www.amazon.com/Geek-Leaders-Handbook-Leadership-Backgrounds/dp/0971246823
mailto:info@leadinggeeks.com
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tween one person’s responsi-
bilities and another’s. In other 
words, work flows like a car 
on Henry Ford’s assembly line. 
One person attaches the left 
front wheel; another attaches 
the right.

On the surface, this sounds 
like a well-defined process for 
meeting the managerial re-
quirement of optimizing the 
flow of tasks. But organizing 
work this way doesn’t meet the 
requirements of the people who 
perform the work. 

People aren’t subroutines to 
be called when their exposed 
services are needed. They are 
flesh and blood with feelings 
and aspirations. Most people in 
IT are not disengaged, uncaring 
drones only interested in trad-
ing hours for money. They care 
about the people around them 
and the quality of their craft, 
and they hope that their work 
can make positive contribu-

tions. They have feelings. 
Working in a rigid  structure 

unleashes negative emotions. 
People feel:

n Isolated: People may sit 
next to and interact with oth-
ers in the group, but they really 
don’t work together. They don’t 
share goals that they work col-
laboratively to achieve.

n Bored: When people have 
a narrow set of technical re-
sponsibilities, they stop learn-
ing new things.

n Trapped: Organizations 
often only have a single staffer 
in a particular technical niche. 
Not only do such people feel 
burdened because there’s no 
backup for them, but they also 
know that they are too valuable 
in their current role to be seri-
ously considered for new and 
exciting work. They see no ca-
reer path.

n Afraid: Workers who focus 
exclusively on a single system 

for a long time know they’re 
likely to be laid off if that sys-
tem is retired. They fear, with 
reason, that they will end up on 
the job market with limited and 
outdated skills.

n Demotivated: Work orga-
nized as a stream of individual 
tasks is dispiriting. If you do 
it for too long, you feel like a 
hamster on a wheel. There’s no 
beginning or end, none of the 
excitement that comes with 
new challenges, no sense of ac-
complishment brought by the 
completion of a project.

And people who endure such 
circumstances for too long be-

come emotionally depleted, 
fragile and, as a group, vulner-
able to a spiraling into dysfunc-
tion when things go wrong. 
They don’t have the resilience 
to beat back despair when re-
turning to normal is not that 
attractive an option anyway.

If your group looks like this, 
think about what you can do to 
set up a workflow that accom-
modates both the tasks and the 
people. Not only will you be 
improving the experience of 
working on your team; you’ll 
also be improving the long-term 
effectiveness and efficiency  
of the group. u

People aren’t subroutines to be 
called when their exposed services 
are needed. They’re flesh and blood 
with feelings and aspirations. 

http://www.computerworld.com


R E D  N O S E  S T U D I O 8NOVEMBER 2016 |  COM PUTERWORLD

When interim CIOs ride into town, 
they might CALL THE SHOTS  
on everything from cloud 
migrations to app development. 
They’ll even deliver bad news  
and take the bullets.  
BY CINDY WAXER

COVER STORY   IT MANAGEMENT
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Unlike IT consultants whose 
roles are “advisory in nature,” 
interim CIOs play active roles 
in companies’ operations and 
their responsibilities may in-
clude “hiring, firing and making 
decisions,” says Rob-
ert Jordan, CEO of the 
Association of Interim 
Executives. Calling 
the shots on cloud 
deployments, overhauling out-
of-control IT infrastructures, 
negotiating new deals with 
vendors — interim CIOs are 
straight-talking, sharp-shooting 
agents of change. 

“I tell all of my clients that 
what you get with me is a guy 
who’s going to take a bunch of 
bullets,” says Neth, who works 
under the banner of CXO Ser-
vice Co. “I have no problem 

selling unpopular 
messages if I believe 
that they’re right for 
the organization or 
addressing the el-

ephant in the room. It’s impor-
tant for me to be transparent 
and to be honest.”

This pull-no-punches ap-
proach to IT is winning over an 
increasing number of compa-

nies as they try to salvage flail-
ing IT projects or tackle sweep-
ing IT transformations. Just ask 
Jeff Richards. A managing part-
ner at consultancy CIO Profes-
sional Services, Richards served 
as interim CIO for the YMCA 
of Silicon Valley. He estimates 
that there has been a 25% in-
crease in demand for interim 
CIOs over the past five years. 
And Jordan predicts that U.S. 
spending on interim executives 
will reach nearly $30 billion in 
five years. 

Why Outsource?
The reasons for hiring an in-
terim CIO vary from company 
to company. For midsize orga-
nizations, the high price of a 
full-time CIO often outweighs 
the benefits. “In the midmarket, 
companies don’t need a full-
time $300,000-a-year CIO,” says 
Richards. “They need somebody 
to set strategy, negotiate con-
tracts and talk to the board for 

D
AMON NETH hasn’t had a full-time, salaried posi-
tion with a company in nearly 20 years. And he 
wouldn’t have it any other way. 

That’s because Neth has built a lucrative career as 
an interim CIO. Highly qualified and rich in experi-
ence, he and other IT guns-for-hire possess a unique 
blend of IT expertise, business smarts and board-

room savvy. Rather than commit to cubicle life, interim CIOs tran-
sition from one client to the next with contracts typically spanning 
three months to two years, and annual compensation of six figures. 

I tell all of my 
clients that 
what you get 
with me is a 
guy who’s going 
to take a bunch 
of bullets.
DAMON NETH,  INTERIM 
CIO,  CXO SERVICE CO.

CIO GUN FOR HIRE

BY CINDY WAXER

http://www.computerworld.com
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them. You could probably get 
that done in a day or two a week 
on an as-needed basis.”

For others, interim CIOs 
arrive with a breadth of expe-
rience seldom found in less 
transitory executives. “In the 
IT world, there are revolutions 
occurring, so if you don’t have a 
team that’s keeping on top of ev-
erything, sooner or later, every-
thing grinds to a halt,” warns Jor-
dan. An interim CIO can change 
that, he says, by being “up on 
best practices” and equipped to 
handle a host of IT issues. 

The growing popularity of 
interim CIOs is also a sign of 
the times. “This is exactly what 
the future is,” says Dean Samu-
els, an interim CIO and CEO at 
SiliconValleyCIO. “We’ve gone 
from an IT asset portfolio to 
an IT service portfolio. So if IT 
has transformed into a services 
portfolio, why wouldn’t you get 
an IT service-oriented CIO  
as a service?”

Samuels would know. He re-
cently completed an 18-month 
contract as an interim CIO 
for a biotech startup where he 
helped build an entire IT de-
partment from scratch. In fact, 
high-risk, all-consuming IT 
projects are par for the course 
for interim CIOs. While he 

was at the YMCA, Richards 
replaced everything from pay-
roll applications to website 
infrastructure over a breathless 
three-year period. 

What About Job Security?
Yet the question remains: Why 
pass up a steady salary, health 

insurance and stock options 
for a string of fast-paced, high-
stakes projects?

Interim CIOs choose to free-
lance because they like it, says 
Jordan. “It’s not as if they are re-
tired and so they’re dabbling,” he 
says. “It’s not as if they’re looking 
for a full-time job and until they 

find it, they’ll take on an interim 
role. This is what they do.”

For his part, Richards says 
interim CIO gigs are often 
more rewarding than full-time, 
salaried jobs in the C-suite. “It’s 
hard being a [full-time] CIO,” 
he says. “It’s one of those thank-
less jobs.”

In contrast to full-timers, 
interim CIOs enjoy a wide range 
of perks. Six-figure earnings 
and the freedom to cherry-pick 
projects rank among the top 
rewards. But that’s not all. In a 
world where many CIOs are still 
struggling to secure a seat at the 
table, Samuels says interim CIOs 
are prized for their business acu-
men, razor-sharp IT skills and 
breadth of industry experience. 
“I always have the ear of the 
CFO, CEO and all of a company’s 
business leads,” he says. 

Do You Have  
What It Takes?
But not everyone is cut out for 
a career as an interim CIO. “It’s 
an overwhelming characteris-
tic among interim executives 
that they seek out challenge, are 
highly accomplished and want 
more of the same, so they’re 
drawn to project-based roles 
where it’s not the status quo,” 
says Jordan.

We’ve gone from an IT asset 
portfolio to an IT service portfolio. 
So if IT has transformed into a services 
portfolio, why wouldn’t you get an IT 
service-oriented CIO as a service?
DEAN SAMUELS,  INTERIM CIO AND CEO,  S IL ICONVALLEYCIO

http://www.computerworld.com
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All of which takes equal mea-
sures of intestinal fortitude and 
entrepreneurial spirit. There’s 
no knowing how long a lapse 
will last in between gigs. As a 
result, interim CIOs must be 
willing to weather the feast-or-
famine fluctuations that accom-
pany self-employment. 

For this reason, Samuels 
recommends that interim 
CIOs perpetually sharpen their 
skills in anticipation of what-
ever technology trend will land 
them their next contract. “Be-
cause our industry changes so 
much, we have to be ready for 
the next new thing,” he says. 

“In your spare time you have to 
get certified, you have to get up 
to speed, you have to learn the 
technology.”

More dangerous than falling 
behind, though, is falling in too 
deep. While full-time CIOs are 
valued for their domain knowl-
edge, an interim CIO’s market-

ability hinges on breadth of ex-
perience. Dedicating too many 
years to a single engagement 
can compromise your market 
value. “Domain knowledge is 
useful and it’s valuable, but  
we don’t often see that as the 
go/no-go factor when consider-
ing candidates,” says Richards. 

Samuels is a perfect example 
of an interim CIO whose years 
of leveraging IT to transform 
businesses have proved far 
more valuable than any indus-
try experience. For example, 
despite being new to the phar-
maceutical industry and its 
strict regulatory environment, 
Samuels says he was able to 
dramatically improve a biotech 
company’s IT infrastructure in 
just 30 days.

Tough as Nails 
Then there’s the moxie — and 
mercilessness — required of 
interim CIOs to make tough de-
cisions, regardless of who gets 
hurt. “You have to have merce-
nary skills,” says Samuels. “An 
interim CIO will take on chal-
lenges that a sitting CIO will 
not. There’s a different blood 
thirst — it’s more canine. An in-
terim CIO is a different animal.”

“Lone wolves” is the term 
Jordan uses to describe interim 

It’s not as if [interim CIOs] are retired 
and so they’re dabbling. It’s not as if 
they’re looking for a full-time job and 
until they find it, they’ll take on an 
interim role. This is what they do.
ROBERT JORDAN, CEO,  THE ASSOCIATION OF INTERIM EXECUTIVES

http://www.computerworld.com
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CIOs. The solitary nature of 
the freelance life is one of the 
primary reasons he established 
the Association of Interim Ex-
ecutives in 2009 — to serve as 
a kind of “clubhouse” for self-
employed executives. 

But that’s not to suggest that 
interim CIOs lack interpersonal 
skills. Many are adept at win-
ning over in-house IT teams 
with a show of loyalty and a 
willingness to get their hands 
dirty. “I play golf with the CEO, 
but I eat lunch with my IT guys 
every day because I love this 
work,” says Samuels. 

In fact, Samuels says IT 
teams are often relieved when 
an interim CIO arrives on the 
scene. “IT employees are usu-
ally frustrated that they don’t 
have the leadership,” he says. “A 
lot of times they’re working for 
the CFO. Talk to any IT guy that 
works for the CFO and ask if 
they’re happy. IT people want to 
work for an IT guy.” 

Vendors also crave a meaning-
ful IT connection. After all, com-
panies that fail to make proper 
use of products and services are 
a major source of frustration for 
time-strapped vendors. Con-
versely, weak IT leadership can 
open the door to pushy vendors 
that peddle their wares, oblivi-
ous to a company’s real IT needs. 

Fortunately, with the right 
amount of diplomacy and ob-
jectivity, an interim CIO can 
easily restore employee and 
vendor relations. That’s espe-
cially true if an interim CIO re-
solves issues without resorting 
to finger-pointing. “When peo-
ple see that I’m ready to engage 

in a meaningful way, and I’m 
not willing to engage in politics 
or back-biting, they understand 
that these are problems that, if 
solved properly, benefit every-
body,” says Neth.

Confidentiality is also critical 
to forging strong relationships 
as an interim CIO. Working for 
a variety of companies can help 

you develop a rich knowledge 
base, but it’s critical for interim 
CIOs to keep their clients’ busi-
ness plans, trade secrets and 
other items of intellectual prop-
erty to themselves as they travel 
from project to project. 

“These items are protected by 
the agreement between the cli-

ent and interim executive,” says 
Neth. “This confidential infor-
mation always has a stated dura-
tion of 12 to 36 months after the 
completion of the assignment 
where the specific information 
cannot be shared with any third 
party for any reason. Some very 
sensitive trade secrets might be 
confidential forever.”

It’s that combination of can-
dor and kindness that Neth says 
is the true mark of an excellent 
interim CIO. “The mindset of 
the interim is they’re not go-
ing to play politics, they’re not 
going to entrench themselves 
into a bureaucracy,” he says. “If 
they’re truly great at being in-
terim, they’re going to go and 
tell the truth.”

Reducing Career Risks
So if the job of an interim CIO 
is to genuinely protect a compa-
ny’s IT interests, who’s protect-
ing the interests of an interim 
CIO? Oftentimes, no one. 

Talk to any IT guy that works 
for the CFO and ask if they’re 
happy. IT people want to 
work for an IT guy.
DEAN SAMUELS,  INTERIM CIO AND CEO, 
S IL ICONVALLEYCIO

http://www.computerworld.com
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The nature of interim CIO 
contracts is that they’re “very 
easy for companies to get into 
and out of,” says Jordan, adding 
that most interim CIO con-
tracts can be canceled with only 
30 days’ notice — hardly enough 
time to land back on your feet. 

To minimize this risk, Jor-
dan says many “interims have 
multiple, parallel projects and 
assignments going on at the 
same time so they’re protecting 
themselves far better than the 
traditional permanently em-
ployed class.”

Richards agrees. “The mythi-
cal nirvana in this racket is 
having two or three clients that 
take three or four days a week 
so you have some long-term 
gigs across a few smaller organi-
zations,” he says. 

However, securing a steady 
stream of assignments takes 
time — a precious commod-
ity for harried interim CIOs. 
“You come out of the back of a 

six-month engagement having 
made a whole lot of money but 
you’re burdened down while 
you’re looking for your next 
gig,” warns Richards. 

Dealing with challenges like 
that is where working with a 
staffing agency or consultancy 
can make a difference, he says. 
Strategic IT consulting firms, 
such as CIO Professional Ser-

vices, that source and place in-
terim CIOs can help hired guns 
find work they’d be too busy to 
discover on their own. 

And because agencies tend to 
employ a steady roster of sea-
soned candidates, someone like 
Richards, who’s both a managing 
partner of a staffing agency as 

well as an interim CIO, are pro-
vided with a secondary source 
of revenue. “I make much more 
money financially by the sales 
commissions,” he says. “I’m 
the rainmaker — I make more 
money on other people’s billable 
hours than I do on my own.”

In a development that ben-
efits both those who work as 
interim CIOs and those who 

help interim CIOs find work, 
this transitory role is finding a 
permanent place in IT. u

WAXER is a Toronto-based freelance 
journalist. She has written articles for 
various publications and news sites,  
including The Economist, MIT Tech-
nology Review and CNNMoney.com.

The mindset of the interim is they’re not going to play politics, 
they’re not going to entrench themselves into a bureaucracy. If they’re 
truly great at being interim, they’re going to go and tell the truth.
DAMON NETH,  INTERIM CIO,  CXO SERVICE CO.
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THE CITY OF KANSAS CITY, MO., blazed a new technology 
trail in May when it launched its first streetcar line with 
public Wi-Fi that spreads across two square miles, cover-
ing more than 50 square blocks. It also marked the debut 

Organizations are itching to start internet of things 
initiatives, but their efforts are hampered by shortages 

of already-scarce security pros and workers with  
newer analytics skills. BY STACY COLLETT

Is Your IT Staff 

 READY 
 for IoT?

T H I N K S T O C K
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of the city’s first-generation 
smart city corridor for new 
technologies, many of which 
will run wirelessly over one of 
the largest free public Wi-Fi 
zones in the country.

For chief innovation officer 
Bob Bennett, finding the right 
tech talent to get the project 
moving was relatively easy, 
thanks to partnerships with 

networking giant Cisco, wireless 
carrier Sprint and a dozen other 
providers. However, as the city 
moves forward with its plan to 
collect data from thousands of 
sensors and use predictive analyt-
ics to measure the effectiveness 
of city services, the 30 people in 
the IT department will have to 
learn new skills associated with 
the internet of things (IoT).

The challenge for some IT 
staffers, “is the willingness to 
embrace what’s next,” Bennett 
says. For starters, he’s lobby-
ing for a move to cloud-based 
software with the city’s next 
Oracle upgrade, and he hopes 
IT staffers will embrace cloud 
storage. He’s also looking for IT 
professionals with “a freakish 
allegiance” to data protection 

standards and cybersecurity, 
and for people who can develop 
connections between multiple 
systems and create access to 
data. Furthering Kansas City’s 
smart city initiative will also 
require IT staffers with exper-
tise in analytics, project man-
agement and communications. 
“The IT team is a critical part 
of this,” Bennett says. “Those 
are the type of folks I’m looking 
for.” He’s not alone.

IoT platforms are expected 
to save organizations money, 
improve decision-making via 
access to new data sources, 
increase staff productivity, pro-
vide better visibility into the 
organization and improve the 
customer experience. The McK-
insey Global Institute predicts 
that the IoT ecosystem will have 
a total economic impact of up to 
$11 trillion by 2025. 

IoT devices can be used in 
nearly every industry to cap-
ture valuable data. For example, 

The McKinsey Global Institute predicts that the IoT ecosystem will have 
a TOTAL ECONOMIC IMPACT OF UP TO $11 TRILLION by 2025.

http://www.computerworld.com


TECH SKILLS

16NOVEMBER 2016 |  COM PUTERWORLD

healthcare providers are looking 
at technologies to improve pa-
tient care, and retailers are look-
ing to the IoT for opportunities 
to find new customers and im-
prove the shopping experience.

According to IT trade as-
sociation CompTIA, six in 10 
U.S. companies have some type 
of IoT initiative under way — 
 either formal or experimental 
— and a shortage of IoT skills 
ranks as the second most-cited 
issue holding companies back 
from IoT projects, behind up-
front costs. 

It’s not just people with skills 
in newer disciplines like big 
data and analytics who are in 
short supply; already-scarce 
security pros are needed, too.

The IoT is a complex ecosys-
tem, and tech workers will have 
to have some knowledge of every 
aspect of that ecosystem, says 
Seth Robinson, senior director 
of technology analysis at Comp-
TIA. “It’s not just about building 

a competent technical system 
that can perform a task for daily 
operation,” he says. “It’s about 
using this technology to drive 
forward into new areas. There 
has to be this knowledge of what 
the business is trying to do.”

What will IT profession-
als look like in an IoT world? 

Industry analysts and IT lead-
ers who are already in the IoT 
trenches share their blueprints.

Hot IoT Skills
Tech workers in the IoT world 
will expand their primary do-
mains of infrastructure, devel-

opment, security and data to 
include IoT-related skills, but 
they will also need project man-
agement skills and business acu-
men, Robinson say.

There are hundreds of skills 
related to the IoT. The compa-
nies that actually produce the 
devices, or “things,” that make 

up the IoT’s interconnected 
web of systems will need people 
with manufacturing skills. The 
organizations that use those 
devices to harvest data will 
need people with expertise in 
the hardware and software nec-
essary to connect the various 

It’s not just about building a competent 
technical system that can perform a task for 
daily operation. IT’S ABOUT USING THIS 
TECHNOLOGY TO DRIVE FORWARD INTO 
NEW AREAS. There has to be this knowledge 
of what the business is trying to do.
SETH ROBINSON, SENIOR DIRECTOR OF TECHNOLOGY ANALYSIS,  COMPTIA
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components, as well as big data 
and analytics experts who can 
extract value from the data. 

n HARDWARE AND NETWORKING. 
Just about any device can be 
equipped with a sensor that can 
gather, store and transmit data. 
Robust networks will be re-
quired to move all of that data. 
IT professionals who already 
specialize in infrastructure will 
need an understanding of the 
types of networks that have to 
be in place to connect IoT de-
vices, Robinson says.

Expertise in software- 
defined networking (SDN) 
technologies will also be in 
demand with the rise of the IoT. 
“A lot of companies haven’t ex-
plored SDN at this point,” Rob-
inson says. “They haven’t really 
had that need to virtualize the 
network and get that fine-tuned 
control over the traffic that’s 
going through the network. But 
with the amount of traffic that 

will be crossing the network 
[thanks to the IoT] that will be-
come a bigger issue.”

n SOFTWARE AND CONNECTIVITY. 
Software is required to make 
the data usable, and connectiv-
ity is needed to share that data 
with the entire system.

“Some people are very good 
at a system,” Bennett says. “In 
an IoT environment, those who 
are the most successful have 
figured out how to link multiple 

systems, how to link the data 
from them to accomplish a sec-
ond or follow-on goal, and they 
understand how System A com-
municates with System B.” 

n BIG DATA. The major force 
likely to drive IoT deployments 
is big data. “Even if your com-
pany doesn’t seem like it would 
make use of big data, chances 
are if you’ll be using any IoT 
device, you’ll need to have at 
least some functional knowl-

edge of [it],” says David Foote, 
co-founder and chief analyst at 
Foote Partners, an IT workforce 
research firm. 

Foote Partners lists Apache 
Hadoop, NoSQL and NewSQL 
and Apache Spark among the 
most sought-after skills.

At GE Aviation, an IoT- 
oriented digital transforma-
tion has led to the creation of 
new positions — including chief 
data officer and “brilliant fac-
tory leader.” Likewise, the com-
pany’s software development 
initiatives require people with 
a broad knowledge of big data 
because the big data technology 
life cycle is just 18 to 24 months, 
says CIO Jude Schramm.

“We’re looking for people 
who are adaptive in broad ar-
eas of technology — Hadoop, 
Cassandra, Greenplum. We’re 
investing in hiring or trans-
forming existing employees to 
be very proficient with those 
skills and to be very adaptive,” 

In an IoT environment, THOSE 
WHO ARE THE MOST 
SUCCESSFUL have figured 
out how to link multiple 
systems, how to link the data 
from them to accomplish  
a second or follow-on goal, 
and they understand how 

System A communicates with System B.
BOB BENNETT,  CHIEF INNOVATION OFFICER,  C ITY OF KANSAS CITY,  MO.
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 Schramm says, emphasizing 
that GE Aviation doesn’t want 
people to become specialists. 
He says he’s looking for “a spe-
cialist in big data and a general-
ist in all the technologies.” 

n ANALYTICS. Another driver of 
IoT projects is a desire to make 
better decisions, and that re-
quires analytics to present find-

ings in a useful way.
Some 60% of companies 

surveyed by LNS Research said 
they don’t have enough inter-
nal expertise to launch an IoT 
or analytics project. Matthew 
Little field, president and prin-
cipal analyst at LNS, says the 
remaining 40% — those who 
say they do have the necessary 

skills — “don’t really under-
stand how big the challenge is.” 
Almost a quarter of the com-
panies without analytics skills 
plan to use a consulting firm 
with analytics expertise, and 
one-third of the respondents 
said they don’t know how they’ll 
tackle the problem.

The analytics community 
also faces a “data science di-

vide” when it comes to IoT, 
Littlefield says. With traditional 
analytics, analysts can come 
up with predictive, diagnostic 
or prescriptive answers by us-
ing models, simulations and 
statistical programming. “In an 
IoT world, you’re just collect-
ing data from lots of different 
sources and the relationships 

between these sources aren’t 
known beforehand,” he says. 
“It’s not something you can 
model effectively or simulate 
effectively, and you don’t  really 
understand the underlying 
physics of what you’re trying to 
model. So training industry ex-
perts on how to do data science, 
I think, is one of the big skills 
gaps today. There’s a whole new 

set of rules around data science, 
and the industry experts are  
really skeptical about it.”

n SECURITY. Already the most 
sought-after IT professionals, 
cybersecurity specialists will 
be in even greater demand as 
the influx of IP-enabled devices 
increases vulnerabilities.  

So training industry experts on how to do data science, I think, is one of the big skills gaps today. 
THERE’S A WHOLE NEW SET OF RULES AROUND DATA SCIENCE, and the industry experts 
are really skeptical about it.
MATTHEW LITTLEFIELD,  PRESIDENT AND PRINCIPAL ANALYST,  LNS RESEARCH
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“Security salaries are up 17% 
in the last 12 months” due to de-
mand, Foote says. Security pros 
skilled in vulnerability assess-
ment, public key infrastructure 
(PKI) security, ethical hacking, 
intrusion analysis, enterprise 
defenses, forensics and wire-
less network security will be in 
greatest demand, he adds.

n CLOUD COMPUTING. As data is 
generated and storage becomes 
an issue, cloud-based systems 
will become the infrastructure 
for IoT initiatives. 

Companies will outgrow 
their data centers and will have 
to work with cloud service pro-
viders, Foote says. This will in-
crease demand for people who 
understand cloud computing 
and know how to manage data 
efficiently and make it available 
for analysis.

n PROJECT MANAGEMENT. Com-
panies aren’t moving away from 

using central IT groups as they 
embrace IoT technologies, but 
IT’s relationships and connec-
tions with other groups in the 
organization are changing, Rob-
inson says. One area in which 
this trend is evident is in project 
management, he says, because 
projects “are becoming more 
complex and these groups are 
becoming more distinct.” 

n BUSINESS ACUMEN. With the 
rise of the IoT, tech workers will 
need business acumen because 
“the technology is being applied 
more at a business level,” Robin-
son says. “Companies are real-
izing they can plug technology 
into those things.” 

Bennett says IT workers will 
need “the ability to go into a 
department and find out rather 
quickly through conversations 
with senior leadership what 
data” they want to track. “Having 
an IT professional who can figure 
out what’s really important in 
terms of performance measure-
ment allows us to be a data- 
driven organization,” he adds.

A New Class of Worker
The collaborative nature of 
IoT systems will require tech 
workers to have knowledge of 
technologies outside of their 
own areas of expertise. Many 
companies have already started 
cross-training hardware and 

MAKE SURE YOUR LEADERS ARE MULTISKILLED PENTATHLETE 
TYPES who can do the coding but at the same time can understand 
why they’re doing that coding in terms of the strategic reference  
and KPIs, so you’re measuring the right things.
BOB BENNETT,  CHIEF INNOVATION OFFICER,  C ITY OF KANSAS CITY,  MO.
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software developers — espe-
cially in the industrial sector, 
as part of the industry’s IT-OT 
(operations technology) con-
vergence, Littlefield says.

“They’re training the IT 
folks to better understand PLC 
logic and control automation, 
and vice versa — they’re taking 
control engineers and teaching 
them IT on the networking side 
and other IT skills,” he says.

GE Aviation is cross-training 
its tech workers via a new team 
called the Digital League, made 
up of 35 employees from equal 
parts IT, operations manage-
ment/supply chain and engi-
neering. The colocated team 
meets daily to collaborate in 
creating the analytics that will 
manage inventory, improve ma-
chine uptime and automate the 
factory floor.

“IT professionals are learning 
very quickly what it’s like to be 
on the factory floor because they 
have to see that to understand 

how some of this data moves and 
analytics get created,” Schramm 
says. “The operations folks and 
supply chain leaders are under-
standing how to code because 
they’re creating analytics that 
are going to improve the way we 
run our shops. The engineering 
programs are doing both as well, 
and looking at how information 
moves from engineer and design 
down to factory floor” where 
automated designs are sent to 
machines cutting the parts. 

The Digital League is now 
expanding to plants and sites in 
the field to continue the cross-
training process, says HR man-
ager Justin Howe.

Baked-in Innovation
IoT leaders agree that tomor-
row’s tech teams will be bigger, 
smarter and faster. Companies 
and tech workers should pre-
pare now.

“Make sure your leaders are 
multiskilled pentathlete types 

who can do the coding but at 
the same time can understand 
why they’re doing that coding in 
terms of the strategic reference 
and KPIs, so you’re measuring 
the right things,” Bennett says.

Foote recommends creating 
experiential learning centers. 
“Innovation-forward skills 
training needs to be melded 

into the daily work environ-
ment in a hands-on way” to be 
effective, he says.

And individual tech work-
ers should “get educated on 
what these systems can do, and 
what the components of the IoT 
ecosystem are,” Robinson says. 
“Get grounded in the basics and 

the way these systems work to-
gether and what they are doing 
to build a true IoT ecosystem.”

“Get comfortable seeing and 
recognizing patterns,” Foote says. 
“Pattern recognition represents a 
core part of an ‘associative think-
ing’ competency.” He also recom-
mends learning a coding lan-
guage or an analytics platform. 

“Try to specialize by indus-
try,” Littlefield says. “Each of 
those industries has its own 
consortiums or groups that are 
focused on IoT topics.” u

COLLETT is a Computerworld con-
tributing writer. You can contact 
her at stcollett@comcast.net.

Innovation-forward skills training  
needs to be MELDED INTO THE  
DAILY WORK ENVIRONMENT  
in a hands-on way.
DAVID FOOTE ,  CO-FOUNDER AND CHIEF ANALYST,  
FOOTE PARTNERS
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T
HE U.S. Depart-
ment of Health and 
Human Services 
hopes to put a new 
technology to use in 

its ongoing effort to improve 
the health and well-being of 
Americans.

The technology in question 
isn’t something one might ex-
pect to see in the healthcare IT 
toolkit; rather, it’s blockchain, 
the technology that underpins 
cryptocurrency and has primar-
ily been associated with bitcoin. 
HHS sees blockchain as a po-
tential salve for ills that plague 
the increasingly complex world 
of digital health records.

Earlier this year, in a competi-
tion called the Blockchain Chal-
lenge, the HHS’s Office of the 

T H I N K S T O C K

Betting on Blockchain

Moving beyond 
its roots 

with bitcoin, 
blockchain gets a 

tryout in industries 
such as healthcare  

and retail, where 
it may have the 

potential to  
evolve or disrupt  

standard practices.  
BY MARY K. PRATT
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National Coordinator for Health 
Information Technology (ONC) 
solicited ideas on how block-
chain could be used to protect, 
manage and exchange medical 
information. The challenge drew 
70 white papers submitted by 
individuals, organizations and 
companies, and the ONC chose 
15 winners from that group.

“We’ve seen a lot of inter-
est in the blockchain, and we 
thought it was time to get past 
the hype,” says Debbie Bucci, an 
IT specialist at the ONC who fo-
cuses on emerging technologies.

U.S. health officials aren’t 
alone in that quest. For close to 
a decade, blockchain has mostly 
been thought of in connection 
with bitcoin, but business ex-
ecutives and technologists in 
multiple industries are experi-
menting with the technology in 
search of ways to evolve or dis-
rupt standard practices.

Some new blockchain-based 
systems have been deployed, 

and blockchain experts say 
that’s just the start; they predict 
that blockchain will be as revo-
lutionary to the status quo as 
the internet itself was.

“We thought cybercurrency 
was the killer app for block-
chain. But just as we figured out 
that we could do a lot more on 
wired networks than talk to each 
other, the innovation on block-
chain is around what else we can 
do. This is going to drive a lot of 
efficiencies and innovation, and 
it’s going to lead to the creation 
of new products and services 
that really change the way we do 
things,” says Jason Oxman, CEO 
of the Electronics Transactions 
Association, which, as an inter-
national trade association for the 
payment processing industry, is 
active in the blockchain world.

Rise of Bitcoin
Blockchain is often described 
as a distributed digital ledger 
in which blocks of data are 

chained together and shared. 
Cryptography allows each  
participant in this peer-to-peer 
network to securely add and/or 
manipulate the ledger. In 2008, 
Satoshi Nakamato (a person or 
group of people who have yet 
to be positively identified) ig-
nited interest in the technology 
with a white paper titled “Bit-
coin: A Peer-to-Peer Electronic 

Cash System.” The subsequent 
rise of bitcoin as an accepted 
form of payment fueled further 
speculation about blockchain’s 
potential. Now a growing num-
ber of technologists and busi-
ness leaders say blockchain’s 
real value goes beyond enabling 
financial transactions.

[Blockchain is] a shared ledger  
that can be applied to almost 
anything. 
WILLIAM MOUGAYAR, AUTHOR,  THE BUSINESS BLOCKCHAIN 

https://www.hhs.gov/about/news/2016/08/29/onc-announces-blockchain-challenge-winners.html
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“It’s a shared ledger that can 
be applied to almost anything,” 
says William Mougayar, author 
of The Business Blockchain.

Case in point is online retail-
er Overstock.com.

The company’s interest in 
blockchain started in late 2014, 
when it decided it would start 
accepting payments in bitcoin, 

says Jonathan Johnson, Over-
stock.com’s chairman of the 
board and president of Medici 
Ventures, Overstock’s block-
chain subsidiary. Soon there-
after, Johnson says, company 
leaders realized that blockchain 
could support more than a new 
payment method.

“It’s great to be taking bit-

coin, which we still do, but we 
should be looking at how we 
could grow blockchain use,” he 
says, noting that Overstock.com 
saw “quicker and more immedi-
ate settlement of trades” as an 
area of potential use.

That interest led Overstock to 
set up a subsidiary called t0 Inc. 
(tee-zero) to develop blockchain 
technologies for commercial 
use. Johnson says the company  
is working on a public equity of-
fering on the platform.

Benefits and Risks
The feeling, so far, is that block-
chain can deliver big benefits, 
particularly in the financial 
sphere, Oxman says. It prom-
ises to take friction out of trans-
actions, which is appealing for 
banks that may engage in risky, 
time-consuming deals involv-
ing multiple currencies.

Indeed, a prominent player 
in blockchain is R3, a global 
consortium of more than 60 

financial institutions. R3 de-
signed a distributed ledger plat-
form, called Corda, to record, 
manage and synchronize finan-
cial agreements between regu-
lated financial institutions.

However, there are still risks 
and challenges with blockchain.

“When you have a decentral-
ized ledger like blockchain, one 
of the obvious questions is, ‘Are 
there enough safeguards to know 
who is responsible when some-
thing goes wrong?’” Oxman says.

Others say building the in-
frastructure required to enable 
wide-scale use of blockchain 
presents challenges, because 
systems must be set up in ways 
that enable blockchain to retain 
its high level of security and 
ensure that people still trust the 
technology. Some just question 
whether blockchain will be able 
to live up to the hype.

Still, blockchain experts say its 
use will only continue to expand.

“People cite everything from 

It’s great to be taking bitcoin, which 
we still do, but we should be looking at 
how we could grow blockchain use.
JONATHAN JOHNSON, CHAIRMAN OF THE BOARD,  OVERSTOCK.COM
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[the internet of things] to elec-
tronic voting,” says Eric Hansel-
man, an analyst at 451 Research. 

Industry Potential
When experts list the areas 
where blockchain has signifi-
cant potential to shake up exist-
ing services and processes, they 
often cite government and, in 
particular, how it handles land 
registries, deeds and titles. That 
process is currently cumber-
some, time-consuming and 
expensive — with property sales 
requiring title searches and, 
just in case those aren’t enough, 
title insurance. But if you put 
the history of a property’s sales 
and transactions on the block-
chain, there would be an indel-
ible record of it all.

Blockchain could play a role 
in manufacturing and supply 
chain operations, too, says Han-
selman, noting that the tech-
nology could be used to create 
audit trails that allow compa-

nies to track the provenance 
of both materials and finished 
products. Others note that 
blockchain could be used to cre-
ate permanent, transparent logs 
of industrial and commercial 
records, such as maintenance 
and inspection reports.

In retail, Mougayar points 
to startup Loyyal, which offers 
a universal loyalty and rewards 
platform built with blockchain 
and smart contract technology.

Even media is represented in 
the blockchain revolution. Just 
look at Steem, which describes 
itself as a “blockchain-based 
social media platform where 
anyone can earn rewards.”

And in high tech, blockchain 
has piqued the interest of both 
established giants like Microsoft 
— which introduced an offering 
called Blockchain as a Service 
in November 2015 — and IBM, 
as well as newcomers like Ethe-
reum, a public blockchain-based 
distributed computing platform.

“Blockchain is in a nascent 
phase. Collectively, we have a 
lot to learn about how the tech-
nology will work in business,” 
Mark Russinovich, CTO of Mi-
crosoft Azure, says in an email.

But even at this early stage, 
Microsoft sees an upside. 

“Blockchain has the potential to 
completely overhaul business 
processes, saving billions in di-
rect and indirect costs,” Russino-
vich adds. “We think the poten-
tial of blockchain is as unlimited 
as when the internet began.” u

PRATT is a Computerworld  
contributing writer. Contact her  
at marykpratt@verizon.net.

People cite everything from IoT to 
electronic voting [as systems that 
would benefit from blockchain use].
ERIC HANSELMAN, ANALYST,  451  RESEARCH
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DIGITAL EDGE 25 AWARDS

T H I N K S T O C K

D IGITAL TRANSFORMATION is a 
popular buzzphrase with various 
definitions. But while there may 
be confusion about what the 

term means, the bottom line for the ini-
tiatives it’s used to describe is always the 
same: Did the project deliver results? At 
these 25 organizations, the answer is yes. 

The Digital Edge 25 awards recognize 
digital transformation initiatives with sig-
nificant, measurable business impact. We 
enlisted a panel of executives, including past 
winners, to evaluate projects on complexity, 
scale, business outcomes and innovation.  

Spanning more than a dozen industries, 
the winning entries include home health 
devices that feed data into electronic medical 
records via smartphones and novel ideas that 
became real-world business ventures through 
the use of sophisticated back-end software 
integration and simple user interfaces. 

Read on for 25 stories of digital success.

IDG Enterprise’s annual Digital Edge 
awards recognize a select group of 
organizations that have made great 
strides toward becoming digital-centric 
enterprises. BY MARY K. PRATT

http://www.computerworld.com
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Arizona State University
UNDERGRAD STUDENTS GET A 

HELPING HAND WITH TUITION 

THROUGH A DATA-DRIVEN 

PARTNERSHIP WITH STARBUCKS 

PROJECT: Arizona State Uni-
versity teamed with Starbucks 
to create the Starbucks Col-
lege Achievement Plan (CAP). 
In this unique collaboration, 
Starbucks offers full coverage 

of undergraduate tuition to all 
its employees eligible for full- 
and part-time benefits. As part 
of CAP, ASU offers enrolled 
Starbucks employees a choice 
of more than 60 bachelor’s de-
grees through on online plat-
form as well as 24/7 tutoring in 
various subjects and access to a 
team of coaches and advisers.

To develop and deliver CAP, 

ASU used teams of developers 
dedicated to key performance 
indicators in the online educa-
tion space as well as project 
managers and business analysts 
focused on maximizing efficien-
cies in the program process. 
ASU also utilizes Starbucks 
benefits eligibility data, finan-
cial aid information and details 
about academic majors to cre-
ate custom experiences for CAP 
students, using cloud technolo-
gies to scale its offerings.

As part of the CAP initiative, 
ASU evaluated its processes and 
technologies to ensure it could 
reach all students in a meaning-
ful and personalized manner. 
As a result, the school improved 
its online learning delivery 
systems. For example, students 
now have virtual access to on-
campus resources on demand.

TECHNOLOGY USED: Cloud-
based systems and services, in-
cluding GreyHeller, PeopleSoft 
and Salesforce.

GOAL: To partner with Star-
bucks to offer quality online 
education for eligible Starbucks 
employees, and to further ASU’s 
education innovation efforts.

RESULTS: More than 5,000 
students have enrolled in the 
program. Retention rates are 
over 5% higher than those of 
non-Starbucks students pursu-
ing undergrad degrees online.

Members of the team that worked on  
the Starbucks College Achievement Plan 
project.

http://www.computerworld.com
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Aflac
CUSTOMERS GET FASTER INSURANCE 

CLAIM PAYMENTS THANKS TO A 

TECH PROJECT COORDINATED WITH 

SEVERAL BUSINESS DEPARTMENTS 

PROJECT: One Day Pay allows 
Aflac, a provider of supple-
mental insurance, to receive, 
process, approve and disburse 
payments for eligible claims 
in a single business day. It’s an 
enhancement to the online 
service Aflac SmartClaim. 
Launched in 2009, SmartClaim 
enables customers to submit 
claims online and, thanks to the 
2014 addition of Claims Direct 
Deposit, have disbursements 
directly deposited into their 
checking or savings accounts.

Now when a customer starts 
a claim online, the system rec-
ognizes initiation and is ready 
to start processing as soon as 
the signed claim form and all 

supporting documentation are 
received. The technology also 
enables customers to upload 
and electronically submit sup-
porting documentation. 

IT collaborated with the 
claims, legal, compliance, ac-
tuarial and marketing depart-
ments to develop the One Day 
Pay enhancement.

TECHNOLOGY USED: Middle-
tier technology that automati-
cally submits claim information 
to Aflac’s batch process, which 
is built so that wellness claims 
are auto-adjudicated based on 
rules for claims approval and 
processing through in-house 
modified software.

GOAL: To enable Aflac to pay 
claims faster than any of its 
competitors and drive higher 
customer use of SmartClaim.

RESULTS: An 86.75% increase 
in the use of Aflac SmartClaim, 
which also supports Aflac’s 
goals to boost customer satis-
faction and cut its use of paper.

Barclays Bank
CROSS-FUNCTIONAL TEAMS 

DELIVERED AN AMBITIOUS 

INTEGRATION PROJECT THAT 

GIVES CUSTOMERS MORTGAGE 

DECISIONS IN NEAR-REAL TIME

PROJECT: In 2015, London-based 
Barclays Bank launched a project 

that fully automated the integra-
tion of its sales and origination 
system with Mortgage Brain’s 
Mortgage Trading Exchange. This 
integration enables the delivery 
of near-real-time decisions to bro-
kers who in turn can provide their 
customers with mortgage offers 

https://www.flickr.com/photos/ell-r-brown/5978594215
http://www.computerworld.com
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in a single day. The technology 
replaced a mortgage application 
and lending decision process that 
was manually intensive and re-
sulted in five-day servicing and a 
poor customer experience. 

For this integration project, 
the IT team selected an architec-
ture that could be reused to de-
liver new multichannel interfaces, 
allowing the bank to rapidly roll 
out enhanced sales processing to 
intermediaries, and mortgage ap-
plications through multiple digital 
channels, including fat clients 
and internet pages, and in future 
mobile devices. IT adopted an 
agile methodology to deliver the 
project in four phases over a year, 
working in cross-functional teams 
that included experts from the 
bank’s intermediary management 

business and Mortgage Brain.
TECHNOLOGY USED: An exist-

ing .Net platform and much of the 
associated API code, Java, SQL 
servers and the Mortgage Brain 
application.

GOAL: To deliver near-real-
time processing on lending deci-
sions and a greater certainty of 
process to reduce broker and 
customer calls.

RESULTS: In addition to 
achieving the primary goals, the 
project also reduced manual 
underwriting needs, improving 
customer experience and opera-
tional efficiency. The project also 
delivered a system that can be 
used for additional commercial 
opportunities with internal distri-
bution channels as well as exter-
nal parties.

IT adopted an agile methodology to deliver the 
project in four phases over a year, working in 
cross-functional teams.

Western Union Financial Services, Inc.,

NMLS #906983, is LICENSED BY THE GEORGIA DEPARTMENT OF BANKING AND FINANCE
and Licensed as a Money Transmitter by the New York State Department of Financial Services. 
© 2016 Western Union Holdings, Inc. All Rights Reserved.

Better
has 

arrived.

With online transfers available 
in 37 countries through wu.com, 
money transfers to billions 
of bank accounts and money 
transfer through kiosks and 
through our mobile apps in 
many countries, we are honored 
to be a recipient of  the 
2016 Digital EDGE Award.
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Beth Israel Deaconess 
Medical Center
A CUTTING-EDGE APP GIVES 

CLINICIANS A TOOL TO 

MONITOR PATIENTS’ HEALTH 

AND IMPROVE OVERALL CARE

PROJECT: BIDMC@Home, a na-
tive iOS application, links patients’ 
smartphones and home devices to 
the electronic health records (EHR) 
system at Boston-based Beth Israel 
Deaconess Medical Center (BIDMC). 
This helps clinicians manage patient 
wellness on an ongoing basis and 
lets patients provide data about 
their activities, weight, blood pres-
sure, glucose levels and more. It’s 
an important tool for the hospital at 
a time when the healthcare system 
is moving from a fee-for-service 
financial model to an outcomes-
based model where providers are 
paid for wellness, not sickness, and 
for the quality of care, not quantity.

The BIDMC IT team used native 
iOS middleware capabilities from 
Apple’s HealthKit software platform 
to enable in-home devices to trans-
mit data to patients’ smartphones 
via Bluetooth low-energy connec-
tions. The team created a native 
iOS app to transfer data collected 
by HealthKit to the BIDMC EHR sys-
tem via a NetScalar web application 
firewall and .Net web services. Pa-
tients can set privacy preferences 
and control the data shared.

TECHNOLOGY USED: Open sys-
tems for mobile, big data/analytics 
and cloud computing.

GOAL: To securely connect data 
gathered in patients’ homes with 
BIDMC providers.

RESULTS: BIDMC@Home sup-
ports the hospital’s mission to de-
liver effective healthcare while also 
ensuring its financial health.

John Halamka, CIO and senior 
vice president of information  
systems, leads the IT team  
at Beth Israel Deaconess  
Medical Center.

http://www.computerworld.com
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BNY Mellon
A NEW QUERY TOOL ALLOWS 

EMPLOYEES TO ASK PREVIOUSLY 

IMPOSSIBLE QUESTIONS OF DATA 

SETS TO BOOST CUSTOMER SERVICE

PROJECT: The investment bank’s 
proprietary big data and analyt-
ics tool, BNY Mellon Digital 
Pulse, was created to increase 
efficiency, reduce risk, drive 
profitability and improve the 
client experience. Digital Pulse 
captures, stores and analyzes 
data from various points — in-

cluding transactions, processes 
and sensors, and business 
events — and then triggers 
meaningful actions and predic-
tions. These actions include 
tech-generated alerts, automat-
ed workflows and human deci-
sions based on new knowledge. 
Digital Pulse allows users to ask 
previously impossible questions 
of data sets.

The tool also uses informa-
tion from application monitor-
ing systems to detect potential 
problems with applications or 
patterns that could indicate 
fraud, which bolsters the bank’s 

risk management and resil-
iency. Digital Pulse is one of the 
core components of BNY Mel-
lon’s NEXEN Digital Ecosys-
tem, which has been rolled out 
to clients throughout the year. 
As a component of NEXEN, 
Digital Pulse monitors NEXEN 
Gateway (the client portal) and 
captures pertinent data, al-
lowing the bank to more easily 
identify its clients’ needs, refine 
their experience and spur the 
creation of innovative services.

TECHNOLOGY USED: HPE’s 
Vertica, Apache Kafka, Apache 
Storm, Apache Spark and  
Hadoop.

GOAL: To put information 
into the hands of BNY Mellon 
employees and give them real-
time data insights.

RESULTS: More than 30 busi-
ness applications and processes 
are currently integrated with 
Digital Pulse, which is collect-
ing more than 600 million data 
points per month.

BlueCross 
BlueShield 
of Tennessee
A BUSINESS INTELLIGENCE 

TOOL IDENTIFIES PATIENTS IN 

NEED OF HELP SO HEALTHCARE 

PROVIDERS CAN DIRECT THEM 

TO THE PROPER CARE 

PROJECT: Analysts in the medi-
cal informatics department at 
BlueCross BlueShield of Tennessee 
created the Provider Quality Portal 
with a custom analytics platform to 
identify plan members who weren’t 
getting the care they needed based 
on their age or health conditions. 
The portal, which went live in 2014, 
uses medical claims data to identify 
gaps in individual members’ care 
and helps healthcare providers 
close those gaps by working with 
members to obtain the right tests, 
screenings and evaluations. With 

http://www.computerworld.com
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business intelligence technology 
collecting, sorting, analyzing and 
summarizing the data, providers 
can log in and follow instructions 
to engage with patients and direct 
them to the care they need based 
on National Committee for Quality 
Assurance standards. 

The platform includes mobile  
BI applications and healthcare  
provider dashboards. The technol-
ogy supports BCBST’s Medicare 
Advantage Physician Quality Incen-
tive Program, which measures pro-
viders on the care and service they 
provide.

TECHNOLOGY USED: Informa-
tion Builders WebFocus for analyt-
ics and Omni-Payer for data quality.

GOAL: To create a portal that en-
ables healthcare providers to iden-
tify members who aren’t getting the 
treatment they need and work with 
them to improve their health.

RESULTS: Since the launch, Blue-
Cross has been able to address more 
than 422,000 gaps in patient care, 
saving approximately $3 million.

Cisco 
Systems
A STREAMLINED COMPLIANCE 

REPORTING APPLICATION AND MORE 

AUTOMATED PROCESSES HELP DRIVE 

SIGNIFICANT PRODUCTIVITY GAINS 

AND MORE RIGOROUS TESTING 

PROJECT: Cisco’s Targa applica-
tion provides a single system for 
both compliance project leaders 
and test engineers to structure 
test cases and test plans. It also 
allows these workers to execute 
testing and store test results as 
well as generate compliance 
reports that adhere to various 
regulations. The application was 
designed on a workflow-based 
cloud platform that enables 
easy-to-find requirements, con-
figurable rules, flexible data and 
a unified architecture.

The Targa project (named 
after the classic Porsche sports 

car) transformed a largely man-
ual process into a substantially 
automated one, with about 60% 
of manual processes automated 
and another 25% on track for 
automation. This resulted in 
significant productivity gains, 
with time spent on various key 
tasks during test planning and 
execution reduced by 300%. 
Moreover, the project’s central-
ized data allows for simplified 
flows with zero redundancy. 
A powerful suggestion engine 
makes information available to 
test engineers when needed. 

Flexible data 
elements allow 
Cisco to easily 
implement new 
products.

TECHNOLOGY 

USED: Cisco’s 
intelligent busi-
ness process 
management 
(iBPM) team 
provided iBPM, 

a SaaS platform, using Pegasys-
tems; Oracle provided product 
life-cycle management and ERP 
software.

GOAL: To simplify business 
processes with the aim of in-
creasing productivity by 15%, 
decreasing test setup and re-
sults-entry times by 20%, and 
improving the System Usability 
Scale scores by 100%.

RESULTS: Estimated produc-
tivity growth of 22%, with more 
rigorous testing requirements 
and guidelines added to the 
business process.

https://www.flickr.com/photos/diesmerponstein/10741622243
http://www.computerworld.com
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City of Raleigh, N.C.
WITH GIS TECHNOLOGY, 

RESIDENTS CAN VISUALIZE HOW 

ZONING CHANGES WILL AFFECT 

THEM AND SHARE FEEDBACK 

WITH CITY OFFICIALS

PROJECT: The city government 
of Raleigh, N.C., developed the 
Interactive Unified Development 
(UDO) Zoning Remapping applica-
tion to inform and engage with city 
residents about changes as the city 
sought to rezone 30% of its land 
area and approximately 35,000 
parcels. The application is an online 
viewer that gives people a simple, 
intuitive way to visualize how zon-
ing changes would affect them and 
share comments with city staff and 
elected officials. It includes a sim-
ple side-by-side comparison that 
lets citizens enter their addresses 
and see details about their current 
and proposed zoning statuses. The 
system also includes a separate 

interface that allows staff to moni-
tor and respond to feedback in real 
time. An automated alert feature 
sends emails that notify city staff 
when comments are received and 
lets citizens know when they re-
ceive responses from the city. The 
end result is a map that displays all 
public comments and all responses 
from the city.

TECHNOLOGY USED: A hybrid 
of enterprise GIS and open-source 
technology, with Esri software pro-
viding the foundation for enterprise 
GIS services. Esri’s ArcGIS Server is 
used on the application back end, 
and the front end uses Leaflet, a 
lightweight open-source Java Script 
mapping library.

GOAL: To effectively engage resi-
dents as the city moves through a 
rezoning process.

RESULTS: Citizens, city staffers 
and elected officials were able to 
conduct a two-way dialogue about 
proposed zoning changes, with the 
application providing transparency 
into the remapping process.

CVS Health
A SUITE OF DIGITAL TOOLS HELP 

CUSTOMERS MANAGE THEIR 

PRESCRIPTION REFILLS AND GET 

REMINDERS ABOUT PICKUPS  

PROJECT: In 2015, CVS launched 
its Enhanced Mobile Pharmacy 
Solutions project, aimed at 
supporting its mission to help 
customers with their health 
goals and challenges. The new 
system features a suite of new 
digital tools to make tasks easier 
and more convenient for the 
retail and healthcare company’s 
customers. These tools include 

Justin Greco, architect and lead developer 
of the city of Raleigh’s UDO Zoning  
Remapping application.
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a text function that allows cus-
tomers to receive messages to 
help them manage prescrip-
tion pickups and refills; an app 
called Med Remind that allows 
customers and caregivers to get 
reminders and alerts by import-
ing their prescriptions directly 
from their CVS.com accounts; a 
feature called In-Store Pharma-
cy Messages that uses beacon  
technology to send shoppers 
additional notifications; and 
Fast Mobile Prescription Pick-
up, which allows customers to 
pick up their prescriptions in 
a single scan using their mo-

bile phones. These tools are 
intended to personalize the 
experience for customers and 
help them adhere to their medi-
cation regimens. In 2015, the 
system generated more than 
13 million mobile visits per 
month, accounting for 3 million 
weekly visits on average.

TECHNOLOGY USED: The proj-
ect was developed through a 
partnership of the CVS Health 
digital business teams, digital 
IT and other cross-functional 
partners.

GOAL: To create a seamless 
omnichannel digital strategy 
that unites CVS channels and in-
tegrates the pharmacy and retail 
store experience for customers.

RESULTS: In addition to en-
abling CVS to better engage 
with customers, the mobile 
enhancements are a competi-
tive differentiator, helping CVS 
Health to draw in new custom-
ers and more effectively inter-
act with top customers.

Domino’s
AN INTERFACE ON THIS PIZZA 

COMPANY’S MOBILE APP ALLOWS 

CUSTOMERS TO PLACE ORDERS, 

ACCESS PAST PURCHASE DATA 

AND SEARCH FOR COUPONS VIA 

VOICE COMMANDS

PROJECT: Half of the pizza orders 

that Domino’s receives are placed 
via digital channels, and half of 
those come in through the chain’s 
mobile app. To better serve cus-
tomers and take advantage of new 
technology, the Domino’s IT team 
added a voice interface (featuring a 
chatbot named Dom) to the compa-
ny’s iOS and Android mobile apps, 
so customers can now order pizzas 

The Enhanced 
Mobile Pharmacy 
tools are intended 
to personalize the 
experience for 
customers and help 
them adhere to their 
medication regimens.

Members of the  
Domino’s IT team.
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Discover Financial Services
THROUGH A MOBILE APP OR 

WEBSITE, CUSTOMERS CAN FREEZE 

THEIR ACCOUNTS IN SECONDS IF 

THEIR CARD IS LOST OR STOLEN, 

PREVENTING UNAUTHORIZED USE

PROJECT: Discover introduced 
Freeze It to give customers 
more security and control over 
their accounts. The system 
enables customers to freeze 
and unfreeze their accounts in 
seconds using an on/off switch 
on the Discover mobile app or 
website. When 
a customer 
freezes an ac-
count, the card 
linked to that 
account can’t 
be used to 
make purchas-
es, get cash 
advances, or transfer balances. 
However, recurring scheduled 

payments tied to that card are 
allowed to continue. Account 
holders can use Freeze It to 
temporarily stop an authorized 
cardholder from making new 
purchases or to prevent unau-
thorized activity if a card is lost 
or stolen. In addition to provid-
ing customers with an added 
security feature, Freeze It pro-
motes customer self-servicing.

TECHNOLOGY USED: Function-
ality was implemented in native 
applications on the Android 

and iOS plat-
forms con-
necting across 
the internet 
via secure, 
custom REST-
ful services. 
Technologies 
used include 

Java, Objective-C, Apache, IBM 
WebSphere tools, and Oracle 

with voice commands. Partnering 
with Nuance Communications, a 
provider of voice and natural lan-
guage communications 
systems, Domino’s 
aimed to make 
Dom’s voice 
sound natu-
ral, so the 
experience 
of ordering 
via Dom 
wouldn’t be 
much dif-
ferent from 
interacting 
with a human 
beings in the store 
or on the phone. Dom 
uses Siri-like technology to 
capture customers’ spoken state-
ments and guide them through the 
ordering process. Dom can also 
access saved orders, suggest ad-
ditions and find coupons. The IT 
team combined natural language 
with what customers saw online, 
which required the app to be intel-

ligent enough to switch between 
voice and on-screen interfaces as 

it guides people through the 
process. In addition, 

Dom brings in 
more customer 

data, allowing 
Domino’s to 
better track 
customers’ 
eating and 
spending 
habits and 
thereby 

better cus-
tomize the 

individual cus-
tomer experience.

TECHNOLOGY USED: 
Nuance’s intelligent multichan-

nel virtual assistant technology.
GOAL: To use voice technology 

to enhance the ordering experience 
for customers.

RESULTS: Dom is now a recog-
nized technology in the food in-
dustry and has processed 500,000 
orders since its June 2014 launch.

http://www.computerworld.com
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and Akamai systems.
GOAL: To offer new features 

to card holders and thereby 
improve customer engagement 
and satisfaction, which in turn 
could lead to an increase in the 
number of credit card applica-
tions and new accounts.

RESULTS: An increase in 
credit card applications and 
new accounts, and better cus-
tomer engagement, with 72% 
of customers using the mobile 
app or website to manage their 
accounts. An average of 50,000 
unique customers use Freeze It 
monthly, and more than 80% of 
surveyed customers say Freeze 
It is a differentiating benefit.

Intercontinental Hotels Group (IHG)
IHG BUILT A TRANSLATOR APP 

THAT SUPPORTS MORE THAN 

13 LANGUAGES AND OFFERS 

TRAVELERS AUDIO LESSONS, 

CULTURAL CRASH COURSES, A 

CURRENCY TRANSLATOR, A TIP 

TOOL AND A WI-FI DIALER

PROJECT: The IHG Translator 

App gives travelers access to on-
demand translations anywhere in 
the world, helping them deal with 
common travel frustrations such 
as language barriers and currency 
exchange questions. The app is also 
designed to assist users as they 
prepare for trips and help them 
experience the local culture more 

fully when they reach their desti-
nation. It supports more than 13 
languages and offers features such 
two-way instant voice translation, 
the ability to type in phrases for 
translation, access to a live transla-

Discover account 
holders can use 
Freeze It to prevent 
unauthorized activity 
if a card is lost or 
stolen.

Above: IHG IT staffers Vinay Thomas, 
Doug Knudsen, Jeff Lett and Bill Laing.
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Hilton Worldwide
HOTEL GUESTS CAN BROWSE 

FOR NEARBY RESTAURANTS 

AND NIGHTLIFE SPOTS USING A 

TOOL IN THE HHONORS APP THAT 

RATES VENUES BASED ON THEIR 

POPULARITY AMONG UBER RIDERS

PROJECT: Hilton partnered 
with Uber to expand its award-
winning loyalty program app, 
HHonors, beyond its hotels’ 
walls, a partnership that re-
sulted in two new digital tools. 

The first offering, called Local 
Scene, is a digital guide host-
ed on the HHonors app that 
lets Hilton’s loyalty members 
browse through a list of local 
restaurants and nightlife spots 
selected based on their drop-
off/pick-up popularity with 
Uber riders. Travelers can scroll 
through top venues in 20 U.S. 
cities and opt to take an Uber to 
one without the need for added 
research or planning. Local 

Scene marks the first time any 
company has used Uber’s rider 
drop-off/pick-up data to provide 
local recommendations. The 
second tool, Ride Reminder, 
is an automated reminder for 
Hilton guests to request Uber 
rides to and from hotels, with 
the destinations already preset.

TECHNOLOGY USED: Hilton 
and Uber engineers and mobile 
developers worked together 
over two months, using two key 
guiding principles: Innovate 
where it’s important to custom-
ers and makes their lives easier 
and, second, engage the enter-
prise and do it fast.

GOAL: To drive usage of the 
new Local Scene and Ride 
Reminder features and the 
HHonors app and, by doing so, 
increase guest loyalty.

RESULTS: The project generat-
ed industry buzz and yielded an 
increase in the use of HHonors 
apps and features and an uptick 
in Uber ridership.

tor for a fee, a key-phrase library 
with flash card learning modules 
and audio lessons, cultural crash 
courses and a quiz feature for 
learning about new places, a cur-
rency translator, a tip recommen-
dation tool and a Wi-Fi dialer for 
placing calls via Wi-Fi. The app lets 
users learn and speak a region’s 
language in formal, casual or slang 
style — a feature that differenti-
ates it from many other transla-
tion tools. Furthermore, it offers 
exclusive content for IHG Rewards 
Club Members. IHG Translator was 
launched in November 2014, and 
a version for the Apple Watch was 
introduced in March 2015.

TECHNOLOGY USED: TripLingo
GOAL: To help IHG customers ex-

perience destinations as locals do 
and make the most of their travels.

RESULTS: In the year after its 
November 2014 launch, IHG Trans-
lator had approximately 32,000 iOS 
downloads and nearly 9,500 An-
droid downloads. It has been down-
loaded in more than 10 countries.

https://www.flickr.com/photos/volvob12b/16545672009
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Intuit
A BIG DATA PLATFORM OFFERS 

HUGE STORES OF INFORMATION 

TO GIVE BUSINESSES INSIGHTS 

INTO CUSTOMER PURCHASES,  

INVENTORIES AND MORE

PROJECT: Intuit is the steward of 
data from 37 million customers. 
That stockpile includes a wealth of 
information from sources ranging 
from individual purchase histo-
ries to business inventories. Intuit 
Analytics Cloud (IAC) enables the 
company to provide small busi-
nesses with insights that were once 
available only to multi million-dollar 
enterprises. Intuit also mines that 
data for insights that could lead to 
product improvements. The IAC is 
a petabyte-scale big data platform 
with a robust and scalable infra-
structure that consists of data from 
Intuit products, customer experi-
ences and third-party sources. 
Layered on top of the IAC are foun-

dational services that allow com-
pany analysts, product managers 
and product development teams to 
access the data. The IAC provides 
an information-rich profile of cus-
tomers, giving Intuit employees 
data for innovation and product de-
velopment, and customers a more 
personalized experience.

TECHNOLOGY USED: Amazon 
Web Services cloud computing 
services, which allowed Intuit to 
develop, test and deploy data-driv-
en technology quickly on virtual 

computing 
services; and 
Cloudera, 
for Hadoop 
distributed 
computing 
tools.

GOAL: 
To harness 
the power of 
Intuit’s vast 
data reposi-
tory.

RESULTS: 
The IAC puts 
real-time in-
sights and in-
dicators that 
predict future 

customer behavior into the hands 
of employees. The data is also used 
to drive increased approval rates 
for small businesses seeking loans, 
and it provided insights that led to 
improvements in TurboTax that en-
abled 415,000 additional custom-
ers to complete their taxes without 
calling customer support.

Intuit's IT team, which developed the 
company's Intuit Analytics Cloud for small 
businesses. 

http://www.computerworld.com


38NOVEMBER 2016 |  COM PUTERWORLD

DIGITAL EDGE 25 AWARDS

Johnson 
Controls
BY INVESTING IN A MARKETING FIRM, 

THIS AUTOMOTIVE PARTS COMPANY 

WAS ABLE TO CREATE A DIGITAL 

ECOSYSTEM TO DRIVE CUSTOMERS 

TO ITS PRODUCTS AND INCREASE 

BRAND LOYALTY

PROJECT: Johnson Controls 
decided to disrupt the way it 
handles marketing and cus-
tomer interaction by investing 
in LTH Digital Marketing. The 
initiative sought to differenti-

ate the company in the Mexico 
market by targeting consumers 
buying automotive batteries. 
The team studied how people 
behave when they need to buy 
new car batteries and then 
used that research to define the 
digital strategy and the tools 
required to enable it. The team 
first created a digital ecosystem 
and then used social media and 
ad campaigns to drive traffic to 
its digital tools. The team also 
created a mobile app so the 
company could engage with 
customers where and when 
they needed help, and the team 

integrated channels to ensure 
the company could support cus-
tomer interaction across phone 
calls, email and chat. Johnson 
Controls defined a web-based 
loyalty program to reward dis-
tributors for their use of the 
new tools and collected infor-
mation to support data-driven 
decision-making.

TECHNOLOGY USED: Partnered 
with IT services firm ITGlass to 
help with setup, maintenance 
and support of cloud-based 
needs at Amazon Web Services; 
Avaya and Salesforce.

GOAL: To use digital technol-
ogy to differentiate from other 
suppliers in the auto battery 
market, thereby driving more 
consumers to its products.

RESULTS: Strong usage of the 
new tools among customers 
has supported increased brand 
loyalty. 

The Johnson Controls IT team, which  
developed the company’s digital  
marketing initiative.

Jet 
Propulsion 
Laboratory
A SELF-SERVICE ANALYTICS 

FUNCTION ALLOWS SCIENTISTS 

TO ASK ‘WHAT IF?’ QUESTIONS 

AND SEARCH FOR PATTERNS IN 

ENORMOUS AMOUNTS OF DATA 

IN JUST A FEW SECONDS

PROJECT: The IT team at JPL, a 
leader in robotic space explora-
tion for NASA, developed a Rapid 
Search and Analytics capability to 
provide answers in seconds to com-
plex questions that previously might 
have required months of manual 
research. The team provided this ca-
pability to specially trained experts 
as well as a wider range of users via 
a self-service analytics function that 
enabled them to interact with the 
data, ask “What if?” questions, and 
search for patterns in the data. To 

http://www.computerworld.com
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N A S A

Kaiser Permanente
VIDEO-VISIT TECHNOLOGY EMBEDDED 

IN THIS HEALTHCARE PROVIDER’S 

RECORDS SYSTEM ALLOWS 

PHYSICIANS TO PROVIDE CLINICAL 

CARE TO MEMBERS VIA VIDEO

PROJECT: Kaiser Permanente 
launched an integrated, enter-
prisewide platform for mem-
bers and clinicians to conduct 
video visits and consultations. 
The technology provides anoth-
er avenue for the organization’s 
nearly 18,000 physicians to en-
gage with and provide clinical 
care to members. This video-
visit technology is embedded 
into Kaiser Permanente’s elec-
tronic medical records system 
and fits seamlessly into the 
workflow of clinicians, allow-
ing them to stay at their own 
workspaces when they conduct 
video visits. The technology 
is embedded into the patient 

portal (KP.org), and in Kaiser’s 
flagship mobile app, and en-
ables visits and consultations 
at any time from any location 
across all seven of the organiza-
tion’s regions. Clinicians access 
Integrated Video Visits directly 
from their schedules with the 
patient’s chart open. Members 
can participate in video visits 
from a computer or a mobile 
device.

TECHNOLOGY USED: Vidyo for 
enterprise HD videoconferenc-
ing; Epic Systems developed 
the technology backbone for 
Kaiser’s electronic medical re-
cords system called KP Health-
Connect; My Health Manager 
on KP.org, which is directly 
connected to KP HealthCon-
nect, giving members round-
the-clock access to their health 
information and health man-
agement tools.

do this, the IT team used software 
capable of searching and analyzing 
more than 12 billion telemetry data 
points, 7 million documents, 2,000 
videos, thousands of PDF files, 
pictures and more, all within a few 
seconds. The team also built the sys-
tem so it’s capable of scaling up, as 
the amount of data to be collected 
in the next few years is expected to 
increase by a factor of up to 1,000.

TECHNOLOGY USED: Cloud com-

puting in the Amazon Web Services 
GovCloud, public cloud and JPL’s 
private cloud; open-source tools 
such as Elasticsearch; machine 
learning; graph databases; and in-
tuitive graphics tools such as D3.

GOAL: To expand access to and 
analysis of petabytes of data.

RESULTS: Users have a fast 
and intuitive system to receive 
search results and graphical ana-
lytics capabilities within seconds 

of their requests; 
this access has 
delivered results 
whose benefits 
include saving a 
spacecraft launch 
from cancellation 
and increasing 
rover drive time 
on Mars by up to 
40%.

An artist’s rendering 
of a NASA Mars  
Exploration Rover.

http://www.nasa.gov/multimedia/highlights/index.html
http://www.computerworld.com
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Monsanto
BASIC MOBILE TECHNOLOGIES 

LIKE TEXT AND AUDIO 

MESSAGING GIVE SMALL 

FARMERS ACCESS TO CUSTOM 

ADVICE ON THEIR CROPS, 

WEATHER INFORMATION, 

MARKET PRICING AND OTHER 

RELEVANT INFORMATION

PROJECT: Monsanto Farm AgVisory 
Services sought to leverage the 
high levels of mobile device use 
in developing countries to deliver 
easily accessible, timely, relevant 
agronomic information to the small 
farmers who dominate agriculture 
in those regions. The resulting pro-
gram is FarmRise — Mobile Farm 
Care, which now operates under 
the company’s digital agricultural 
division, The Climate Corp. Farm-
Rise — Mobile Farm Care features 
basic mobile technology, such as 
text and audio messaging, to give 
small farmers access to custom 

advice on their 
crops, weather in-
formation, market 
pricing and other 
relevant and action-
able information. 
The goal is to help 
them be more pro-
ductive, conserve 
their resources and 
increase their in-
comes. FarmRise 
— Mobile Farm Care 
also offers registered farmers an 
opportunity to receive push no-
tifications on their cellphones on 
relevant topics to help them make 
real-time decisions around plant-
ing and harvesting. The underly-
ing technology allows Monsanto to 
scale the program, expand it with 
new features and customize of-
ferings based on the information 
needs of growers in different re-
gions around the world.

TECHNOLOGY USED: Content is 
stored in the Drupal open-source 
content management system; all 

components of the CMS are hosted 
on Amazon Web Services.

GOAL: To help the 500 million 
small farmers who work approxi-
mately 30% of the world’s culti-
vated land access timely informa-
tion that can help them increase 
productivity.

RESULTS: Provides small farm-
ers with the same competitive 
intelligence that larger farmers in 
developed countries can access.

GOAL: Improved and ex-
panded access to primary and 
specialty care providers and 
improved direction to appropri-
ate level of care; higher patient 
satisfaction by saving time and 
travel costs; reduced costs by 
resolving patient needs virtu-
ally rather than expanding 
physical spaces; and optimiza-
tion of resources by increasing 
potential capacity of outpatient 
office visits.

RESULTS: Video utilization 
has tripled with the addition of 
Integrated Video Visits on top 
of existing stand-alone video 
technologies.

Clinicians access 
Integrated Video 
Visits directly from 
their schedules with 
the patient’s chart 
open. 

FarmRise — Mobile Farm Care features 
text and audio messaging.

http://www.computerworld.com
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J C O O K F I S H E R

Sierra Club
AN ONLINE ENGAGEMENT PLATFORM 

CONNECTS PEOPLE INTERESTED 

IN SPECIFIC ENVIRONMENTAL 

ISSUES WITH STAFF AND OTHER 

VOLUNTEERS, DRIVING MEMBERSHIP 

AND INCREASING ACTIVITY

PROJECT: The Sierra Club sought 
to grow and diversify its audi-
ence, boost its online fund-
raising, create a deeper online 
grassroots movement across all 
of its campaigns and improve 
its business intelligence. The 
nonprofit also wanted to weave 
together its online and offline 
work, believing that that level of 
cohesion has the most potential 
to make change happen from 
the bottom up. IT produced an 
online engagement platform 
called AddUp to address those 
goals. AddUp is a destination 
for anyone who wants to take 
action on Sierra Club issues and 

get involved in the environmen-
tal group’s campaigns. 

National and regional cam-
paign staff as well as volunteer-
driven chapters enter campaign 
content into the system; con-
tent then connects in an auto-
mated way with users who have 
expressed interest in specific 
issues and/or live in specific 
areas.

TECHNOLOGY USED: Salesforce, 
which enables the organization 

to capture many different types 
of transactions, save them and 
create intelligence from them. 
Salesforce transactional data 
also allows the Sierra Club to 
create feedback for constituents 
on how they made a difference, 
a key part of the organization’s 
vision. Blue State Digital pro-
vided development, design and 
strategy services.

GOAL: To leverage technol-
ogy to further build momentum 

by plugging people into Sierra 
Club campaigns, connecting 
communities and bringing is-
sues to the attention of change-
makers.

RESULTS: AddUp has helped 
increase in the level of activity 
on issues. Within the first few 
months of its launch, the Sierra 
Club welcomed 350,000 new 
users who have generated more 
than 500,000 action items, 
such as petitions and letters.

https://www.flickr.com/photos/jcookfisher/10388706416
http://www.computerworld.com
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T H I N K S T O C K

United 
Breweries
INDIA’S LARGEST PRODUCER 

OF BEER CREATED A MOBILE 

FRAMEWORK THAT TRACKS 

KEGS THROUGHOUT THE SUPPLY 

CHAIN IN REAL TIME WITH RFID 

TAGS AND READERS

PROJECT: United Breweries, India’s 
largest producer of beer, saw rapid 
growth of its draught beer busi-
ness, prompting it to invest in a 

large number of returnable kegs. 
But the company faced challenges 
in tracking kegs as they moved 
between the brewery, distribution 
points, bars and then back to the 
brewery. A manual tracking system 
proved inadequate as volumes in-
creased, so UBL used RFID technol-
ogy to track kegs across the supply 
chain. With no standard products  
available to meet UBL’s unique 
needs, the IT team built its own 
keg tracking system. IT built the 
software using the mobile frame-
work and chose RFID over bar-code 
technology to ensure there were no 

scanning challenges on the ground. 
The team used RFID terminals that 
supported Global System for Mobile 
Communications (GSM) networks 
so that transactions could be up-
loaded to the server from the field. 
IT pursued a user-friendly design 
with a simple, intuitive interface to 
ensure ease of use. The team also 
built in offline capability through 
which data would be uploaded to 
the server periodically using a sync 
process; during the sync process, 
the required master and transac-
tion data would also be pushed into 
the handheld device.

TECHNOLOGY USED: GoDB Tech 
built the entire software solution; 
TeamLiftss provided hardware com-
ponents with RFID tags and RFID 
readers from Zebra.

GOAL: To better track beer kegs 
as they move through the supply 
chain.

RESULTS: Real-time tracking 
improved asset management and 
turnaround time of kegs in the 
system.

UPS
CUSTOMERS CAN CONTROL WHERE 

THEIR PACKAGES ARE DELIVERED 

THANKS TO PROPRIETARY ROUTING 

SOFTWARE AND THE INTEGRATION 

OF HUNDREDS OF APPS  

 PROJECT: The UPS Access Point 
network is a system of conve-
niently located independent 
retail locations that offer parcel 
pickup and drop-off services, 
thereby providing UPS custom-
ers with an alternative to home 
delivery. UPS My Choice is the 
company’s consumer-facing 
delivery management and no-
tification service. UPS Access 
Point and UPS My Choice were 
integrated to offer customers 
unprecedented control over 
their deliveries by allowing 
them to reroute packages to 
an Access Point location when 
they’re not home for delivery. In 

http://www.computerworld.com
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M I C H A E L  L I T T L E  ( B O T T O M  L E F T )

U.S. Postal 
Service
A NEW HANDHELD MOBILE 

DEVICE OFFERS REAL-TIME 

DELIVERY TRACKING AND 

TWO-WAY COMMUNICATION 

BETWEEN CARRIERS AND 

SUPERVISORS 

PROJECT: The Mobile Delivery 
Device (MDD), a next-generation, 
handheld mobile device with a 
Windows operating system, is revo-
lutionizing the way the U.S. Postal 
Service (USPS) operates. MDD func-

tions include real-time GPS data 
transmission, text- and radio-based 
two-way communications, and the 
digitization of tasks previously 
done by hand. 

The USPS developed this tech-
nology to replace its Intelligent 
Mail Devices (IMD), an earlier  
generation of bar-code scanners. 
The need to replace the IMDs was 
urgent, because “smart” delivery is 
at the core of USPS services. 

MMDs bring numerous capabili-
ties, including real-time delivery 
tracking; two-way communication 
between carriers and supervisors 
that previously wasn’t possible;  
and video and audio recording 

addition to supporting online 
merchants by making delivery 
more convenient for consum-
ers, UPS’s new system has 
helped the local businesses that 
are part of its Access Point net-
work by raising their profiles in 
their communities and driving 
foot traffic to them. UPS formed 
a cross-functional project man-
agement team to integrate the 
two programs, which ensured 
that thousands of complex 
modifications to more than 200 
applications in various organiza-
tions were successfully made.

TECHNOLOGY USED: Propri-
etary routing software along 
with significant integration of 

hundreds of applications on a 
global scale.

GOAL: To make the delivery 
process more convenient for 
consumers, drive business for 
local merchants and cut opera-
tional costs.

RESULTS: Positive feedback 
from both consumers and busi-
ness owners within the UPS 
Access Point network; an ex-
pansion of the UPS My Choice 
service to allow members to re-
route packages from their home 
addresses to UPS Access Point 
locations before they go out for 
delivery, thereby meeting in-
creasing demand for alternative 
delivery options.

The U.S. Postal Service IT team developed the Mobile Delivery Device, which includes  
real-time GPS data transmission.

https://www.flickr.com/photos/77351494@N04/8462979265
http://www.computerworld.com
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Verizon
A NEW MOBILE APP ALLOWS FIELD 

MANAGERS TO MONITOR AND COACH 

TECHNICIANS, PRIORITIZE JOBS AND 

CONFIRM THAT WORK IS COMPLETED, 

WITHOUT PRINTED WORK ORDERS 

AND PHONE CALLS

PROJECT: Verizon developed the 
Manager Central mobile app to 
give field managers a real-time 
geospatial view of technicians, 
vehicles, job commitments and 
network assets. The app enables 
field managers to monitor and 
coach technicians to fulfill ap-
pointment commitments, prior-

itize jobs on the fly, and confirm 
that work is completed. Before 
Manager Central was available, 
field managers relied on printed 
work orders and phone calls to 
technicians to manage work-
loads. Now more than 2,000 
field managers across the globe 
use the app, which puts the 
information they need on their 
mobile devices so they can work 
in the field with technicians and 
customers. 

Field managers can now 
proactively manage workloads, 
fleets and technicians from any-

where, allowing them to resolve 
issues before they negatively 
impact customers. Verizon 
designed Manager Central as an 
always-on device with real-time 
information flowing from other 
Verizon systems. A real-time 
dashboard relying on propri-
etary algorithms and predictive 
models provides a bird’s-eye 
view to field managers.

TECHNOLOGY USED: The An-
droid operating system and 
Android tools, Bing Maps for 
geospatial views, and Samsung 
tablets.

GOAL: To give field manag-
ers a real-time view of the field 
technicians so supervisors can 
better manage customer com-
mitments and company assets, 
with an eye toward improving 
customer service.

RESULTS: Estimated savings 
of more than 48,000 hours of 
management time as well as 
more than 30,000 hours in 
technician time.

Verizon IT team members Christian  
Flemming, Muhammed Shaphy, Nilesh 
Shroff, Rex Slay and Jagan Rangarajan. 

capabilities. These capabilities 
drive improvements in areas such 
as route efficiency and employee 
training. MMD also provides a plat-
form for future digital transforma-
tion that will help the USPS stay 
competitive in the modern on-de-
mand economy. 

The USPS technology team took 
less than 24 months to design, de-
velop and deploy the MDDs.

TECHNOLOGY USED: Honeywell 
for handheld scanners and Infinite 
Peripherals for some of the scan-
ning software.

GOAL: To develop a single tool 
that would make current opera-
tions more efficient using state-of-
the-art sensors and networks; lay 
the framework for future growth; 
and bring the USPS, its customers 
and its employees closer together.

RESULTS: More efficient opera-
tions with the deployment of more 
than 260,000 MDDs, which also 
provide a platform to add new ca-
pabilities to drive further efficien-
cies and business offerings.

http://www.computerworld.com
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R E U T E R S / E R I C  T H A Y E R

Western Union
A NEW MONEY-TRANSFER 

SYSTEM OFFERS CUSTOMERS 

MORE PAYMENT OPTIONS, 

CUSTOM LANDING PAGES 

AND MORE, ACCESSED FROM 

DESKTOP COMPUTERS, MOBILE 

DEVICES, KIOSKS OR IN PERSON

PROJECT: Western Union built an 
omnichannel system to provide a 
seamless experience for customers, 
whether they’re conducting trans-
actions from desktop computers, 

mobile devices or kiosks, or in a 
brick-and-mortar store. To do that, 
Western Union produced a money-
transfer platform to deliver custom 
landing pages, A/B testing, person-
alization, offer management and 
internationalization. The platform 
also includes mobile apps. Western 
Union IT also delivered a next-gen-
eration payments platform to sup-
port consumer transactions, which 
account for approximately 80% 
of the money transfer company’s 

overall revenue. Moreover, 
the company expanded 
payment options to offer 
customers more options for 
funding their transactions. 
It then focused on analytics 
and data management to 
improve its ability to build 
pictures of risk on individu-
als and transaction levels. 
Through the Hadoop plat-
form, Western Union is able 

to support the pattern recognition 
and predictive modeling that allows 
it to personalize the user experi-
ence. These investments enable 
Western Union to deliver personal-
ized services for returning custom-
ers, thereby providing them with 
the right currency and targeted 
recommendations.

TECHNOLOGY USED: Hadoop, 
Cloudera, the Adobe Digital Mar-
keting Suite and TIBCO tools.

GOAL: To deliver a multichan-
nel system that provides a seam-
less customer experience whether 
the customer is transacting from a 
desktop computer, a mobile device 
or a kiosk, or in-person at a brick-
and-mortar store.

RESULTS: Expansion of Western 
Union’s core retail money transfer 
business and growth in new distri-
bution channels; improved ability 
to respond to the rapidly changing 
complexity of customer behavior 
and preferences; a close to 30% 
year-over-year increase in digital 
business.

VMware
WITH DATA FROM THIRD PARTIES 

AND INTERNAL SYSTEMS, A SALES 

PLANNING AUTOMATION PROJECT 

DELIVERS MULTIDIMENSIONAL 

MODELING AND INSIGHTS

PROJECT: VMware faced sev-
eral challenges that impeded 
its ability to grow, including a 
lack of analytics capabilities 
for business modeling and a 
lack of a global go-to-market 
strategy that was flexible 
enough to accommodate the 
nuances of local markets. 
To address those challenges, 
VMware undertook a sales 
planning automation initia-
tive, Sagitta, aimed at build-
ing a competitive advantage 
through technology. 

The initiative delivered 
multidimensional modeling 
capability; it also pulls in rules 
and data from many enter-
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prise data sources, including 
third-party market research 
systems and internal systems. 
Sagitta allows executives to 
analyze business from differ-
ent dimensions, including 
customer hierarchy/accounts, 
segments, product lines and 
new customer acquisitions. 

The framework also allows 
for faster and more effective 
collaboration between sales 
and finance teams, with all us-
ers having a single view of the 
truth. Additionally, the frame-
work contains built-in flex-

ibility to extend global models 
to account for nuances in local 
markets, which ensures that 
solutions are optimized to the 
needs of all stakeholders and 
enables business flexibility.

TECHNOLOGY USED: Anaplan 
Territory and Quota Planning 
module; an enterprise data 
warehousing system, which 
served as the data repository 
for aggregating all data re-
quired for modeling in Ana-
plan; IBM’s Operational Deci-
sion Manager.

GOAL: To establish a stream-
lined process and modeling 
capabilities to support a stan-
dard global go-to-market capa-
bility.

RESULTS: Created more 
accurate sales planning, 
which led to accurate booking 
commitments and revenue 
growth; helped improve time 
to market and overall business 
agility and operational effi-
ciency.

The framework 
allows for faster 
and more effective 
collaboration 
between sales and 
finance teams, with 
all users having a 
single view of the 
truth.

http://www.computerworld.com
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A COUPLE OF MONTHS AGO, I 
discussed two of my current 
challenges: securing a remote 
workforce when most of the 
applications that folks use are 
cloud-based software-
as-a-service (SaaS) 
tools, and having re-
mote employees back 
up their PCs, when — thanks to 
those SaaS apps — they have no 
reason to connect to the corpo-
rate network and therefore rare-
ly access the IT infrastructure. 

Well, this week, a situation 
arose that could expedite plans 
to address the matter. I got wind 
of it when I received an email 
from a remote worker who is 

on our professional 
services team and is 
responsible for as-
sisting with integra-

tion of our company’s software. 
The subject line said, “Uh Oh.” I 
know that this guy doesn’t eas-
ily panic, so I knew it couldn’t 
be good news. 

It wasn’t. His files had been 
locked up by ransomware. 

We’ve had discussions in 
the company about what to do 
if any users’ documents were 
encrypted and held hostage 
by cybercrooks. The CFO and 
several vice presidents are ada-
mantly opposed to paying ran-
som. I am of the same mind. I 
don’t want to pay money (this 
particular extortion demanded 
1.5 bitcoins, or about $900 at 
current rates) for access to our 
own documents. And any com-
pany that pays a ransom is at 
the mercy of other hackers who 
find out that it will play along.

Besides, there should never 
be a need to pay ransoms. Fre-
quent backups should allow you 
to restore documents as they 
existed not long before they 
were encrypted by the crooks. 

But if your employees have 
found they have little need to 
connect to the corporate net-
work in the course of doing 

their jobs, and if connecting 
to the network is the only way 
they are going to have their files 
backed up, you’re in trouble. 

So, yes, we’re in trouble.

Bypassing Backups
Part of the problem is that users 
don’t realize that they’re bypass-
ing backups. Even tech-savvy 
people, such as the victim in 
this case, don’t always see the 
danger. He thought his data was 

FIND FULL COVERAGE of IT 
security at computerworld.com/

category/security

A Ransomware Dividend
An attack on a user’s PC may have a silver  

lining because it could spur the company to 
take action on a couple of security fronts.

Security Manager’s  Journal
Trouble 
Ticket

At issue: A 
user’s documents 

are held hostage by 
ransomware.

Action plan: 
Find out how  

it happened, and 
use this event as a 
springboard to address 
an ongoing problem.

http://www.computerworld.com/article/3102906/security/saas-risks-come-into-focus.html
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being backed up. But the IT de-
partment told me that the last 
time his PC had been backed 
up was in June. Our antivirus 
and Windows Server Update 
Services management consoles 
told a similar story: The PC 
hasn’t been patched recently, 
and the last time it was con-
nected to our antivirus console 
was more than three months 
ago, when the user visited the 
office for a company meeting. 
Scenarios like this are becom-
ing increasingly common; we 
have several employees who 
haven’t connected in more than 
six months. 

This particular ransomware 
tale diverges into two separate 
storylines. One involves all that 
I am doing to determine just 
how the PC was victimized. I 
got as much information as I 
could from the user. The prob-
lem arose after he was prompt-
ed to reboot. At the time, he had 
been logged in to our company’s 

performance management tool, 
entering his objectives for the 
next quarter. He figured the 
reboot was related to a patch 
installation and went ahead. 

No Smoking Gun
Other lines of inquiry — What 
else had he been doing? Was 
another browser window open 
to a suspicious website? Had 
he downloaded any programs 
recently? Did he let others use 
his computer? — didn’t turn up 
anything suspicious. I reviewed 
his archived email to see if I 
could find some sort of phish-
ing missive with a malicious 
link. Nothing. So far, I haven’t 
turned up a smoking gun, so a 
forensic examination of the PC 
will be necessary.

I had the user ship his ma-
chine to me, and I’m exploring 
forensic examination options. 
Lacking the budget for sophisti-
cated forensics software or ana-
lysts, I’ll make a mirror image 

of the drive and attempt to dis-
sect it myself with some open-
source tools. If I’m not success-
ful, I may hire a third party.

The other path is to take 
advantage of this event to get 
funding for new tools that will 
safeguard us from a recurrence. 
From my perspective, it’s help-
ful that the user lost some criti-
cal project plans and data that 
he was using to implement our 
software for some strategic 
customers. (Though he may 
have a harder time seeing the 
silver lining.) We could end up 
with a new antivirus solution, 
with ransomware detection 
capability, and new backup and 
systems management tools, all 
cloud-based. u

This week’s journal is written by 
a real security manager, “MATHIAS 

THURMAN,” whose name and em-
ployer have been disguised for 
obvious reasons. Contact him at 
mathias_thurman@yahoo.com.

It’s helpful 
that the user 

lost some 
critical project 
plans. (But he 
may disagree.) 

mailto:mathias_thurman@yahoo.com
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CHECK OUT SHARKY’S BLOG, browse the Sharkives and sign up for home delivery.

be allowed in! Why, all that 
porn, all that subversion, 
all those hackers! The boss 
tried to explain that an in-
tranet isn’t the same as the 
internet, but that only got 
her more agitated. So after 
a few months passed, he 
again approached her with 
the idea of an exciting new 

technology called the I-Web. 
This time, she was 100% on 
board with it — because it 
wasn’t the internet.”

Aha!
User calls the help desk re-
porting that he lost his mo-
bile phone, so that phone is 
disabled and a replacement 

Just Don’t Say the I-Word
PILOT FISH IS HIRED TO CREATE AN INTRANET for this 
manufacturing business, with one critical requirement: “I was 
told to under no circumstances ever call it an ‘intranet,’” fish 
says. “I was told to call it ‘I-Web.’ Turns out one of the family 
members who ran the place was a bit technologically igno-
rant, in addition to being highly paranoid. When the head of 
IT suggested that we develop an intranet, she went ballistic, 
making it known in a loud voice that the internet would never 

http://www.mayforth.com
http://www.computerworld.com/blog/shark-tank/
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User reports the phone isn’t ringing — but there is a ringing sound 
coming from the center console of his car.

is issued, says a pilot fish 
in the know. “A few months 
later, the same user calls 
again — he dropped his 
phone down the center con-
sole of his car. After retriev-
ing it, he can’t unlock the 
phone. As the tech makes 
numerous failed attempts 
to reset the password, the 
frustrated user tells tech 
he’s expecting important 
incoming calls. Tech assures 
him that incoming calls will 
work and can be answered 
without the password, and 
dials user’s mobile number 
to demonstrate. User re-
ports the phone isn’t ring-
ing — but there is a ringing 

sound coming from the cen-
ter console of his car. After 
some groping around, he 
retrieves another phone — 
the one that’s ringing — and 
that one he can unlock and 
use. The phone that didn’t 
work? It was the one he lost 
a few months earlier.”

Random Acts of 
Tech Support
Consultant pilot fish gets a 
gig working on the servers 
at this steel mill — and as 
usual, that’s not where the 
job ends. “Being an IT guy, 
I became the go-to person 
for any questions related to 
computers, including desk-

top applications and per-
sonal purchases,” says fish. 
“Many of the office workers 
at the mill got their start 
on the production floor, 
and moved into desk jobs 
after getting injured, in-
stead of going out on dis-
ability. I helped one guy out 
with some of his reporting 
spreadsheets — not just 
fixing the problem but pro-
viding him a bit of training 
along the way. He wanted 
to know what he could do 
for me in return. Since I 
was on the clock, nothing 
was needed — I was happy 
to help. But just before I 
went on vacation for my 

wedding and honeymoon, 
he invited me over to his 
office, where he presented 
me with two decked-out 
hard hats: his and hers, 
with the tag line Computaro 
ergo sum — ‘I compute, 
therefore I am.’ My fiancée 
got a kick out of the hard 
hats and placed them in a 
position of honor on the 
gift table. It certainly pays 
to be nice to people!” u

BE NICE TO SHARKY!  
Send me your true tale  
of IT life at sharky@
computerworld.com.  
You’ll score a sharp Shark 
shirt if I use it.
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Old and in the Way
IT’S LONG BEEN KNOWN that 
Silicon Valley has a monochro-
matic white-bro culture in 
which minorities and women 
are severely underrepresented. 
But a problem that’s just as se-
rious is only now coming into 
focus: The tech industry is age-
ist as well. If you’re of a certain 
age and you’re looking for a job 
in tech, you need not apply.

The evidence is in plain view. 
In 2007, 22-year-old Facebook 
founder Mark Zuckerberg told 
an audience at Stanford that 
when it comes to hiring people, 

“I want to stress the importance 
of being young and technical. . . . 
Young people are just smarter.” 

Now 32, Zuckerberg has 
since taken back that remark, 
but Facebook’s hiring record still 
reflects those views. The average 
age of the company’s employees 
is 29, according to Payscale. And 
Facebook isn’t an anomaly: At 
LinkedIn, the average age is 29, 
at Google and Amazon it’s 30, 
and at Apple it’s 31.

Zuckerberg isn’t the only 
Silicon Valley honcho to air 
ageist views. Venture capitalist 

and former Sun Microsystems 
founder and CEO Vinod Khosla 
expressed similar sentiments 
when he said, “People under 35 
are the people who make change 
happen. People over 45 basically 
die in terms of new ideas.” 

In an in-depth eight-month 
investigation for the New Re-
public, Noam Scheiber inter-
viewed dozens of people about 
ageism. Reporting his findings 
in an article titled “The Brutal 
Ageism of Tech,” Scheiber of-
fered this conclusion: “Silicon 
Valley has become one of the 

most ageist places in America. 
Tech luminaries who other-
wise pride themselves on their 
dedication to meritocracy don’t 
think twice about deriding the 
not-actually-old.”

Scores of Complaints
There’s evidence that not only 
is ageism rampant in Silicon 
Valley, but it may be more wide-
spread than racial and gender 
bias. Bloomberg reports that 
between 2008 and 2015, 226 
complaints of age discrimina-
tion were filed with the Cali-

PRESTON GRALLA is a Computerworld 
contributing editor and the author of more 
than 35 books, including How the Internet 

Works (Que, 2006).
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fornia Department of Fair Em-
ployment and Housing against 
the 150 largest tech companies 
in Silicon Valley — 28% more 
than the number of racial bias 
complaints and 9% more than 
gender bias complaints.

In the most visible recent 
instance of ageism, 54-year-old 
JK Scheinberg, the Apple engi-
neer who spearheaded the com-
pany’s move to Intel processors 
for the Mac, applied for a job 
at an Apple Store Genius Bar. 
Scheinberg, who had retired, 
figured he’d be a shoo-in. Who 
could be more qualified? After 
a group interview with three 
people half his age, he was told, 
“We’ll be in touch.” When no 
one got back to him, he called 
to follow up. Again, no interest. 
Eventually he got an email set-
ting up a second interview. By 
then he had no interest in work-
ing for a company that didn’t 
want him because of his age. 

Perhaps the best insider’s 
view of ageism in the tech 
world comes from Dan Lyons, 
tech journalist and writer for 
HBO’s Silicon Valley. Lyons 
worked at the tech company 
HubSpot for 20 months. He 
was 52 when he started, and the 
average age of his co-workers 
was 26. He found that ageism 
was in the company’s DNA and 
wrote a book about his unhappy 
experience there, Disrupted: My 
Misadventures in the Start-Up 
Bubble. Here’s what he had to 
say about it in a recent article: 
“The lesson I learned is that 
when it comes to race and gen-
der bias, the people running 
Silicon Valley at least pay lip 
service to wanting to do better 
— but with age discrimination 
they don’t even bother to lie.” 

All this needs to be fixed. 
But before that can happen, 
tech companies need to admit 
there’s a problem, which they’re 

reluctant to do. For example, 
Slack this year updated the data 
it publishes to show its work-
force diversity and for the first 
time included the percentage of 
LGBTQ people it employs. (It 
was 13% as of December 2015). 
That kind of transparency is 
good. But there was no infor-
mation about the age of its em-
ployees. Why not?

It’s time for the tech indus-
try to face up to its ageism, and 
then fix the problem. Until it 
does, it can’t call itself inclusive, 
no matter how much it pays 
public attention to its race and 
gender biases. u

Ageism is rampant in Silicon 
Valley, and there’s evidence that 
it may be more widespread than 
racial and gender bias.
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