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W ITH THE rollout 
in late October 
of its newly 
revamped 

MacBook Pro, Apple also un-
veiled dramatic price increases 
for its top-of-the-line laptops. 
It raised prices 20% to 39%, 

depending on the model, for a 
noteworthy range of hikes at a 
time when computer sales in 
general have been declining.

But the move makes more 
sense in light of the company’s 
recent contention that the iPad 
Pro, when equipped with a key-
board, is a suitable desktop or 
laptop substitute.

“Normally they keep the 
price the same, but it’s not just 
a refresh,” said analyst Carolina 
Milanesi of research firm Cre-
ative Strategies. “They’re trying 
to find a different place in the 
market for the MacBook Pro.”

That “different place,” she 
said, is a price point that posi-
tions the MacBook Pro even 
higher up the laptop food chain 
than it has been in recent years. 

The price increases are both 
large and unlike Apple, which 
historically has kept prices 
stable when revamping models, 
and sometimes — most recently 
in 2013 — lowering prices  

Saying its tablets can replace PCs when paired with keyboards, 
Apple repositions MacBook Pros as higher-end devices, likely 
eyeing the deeper pockets of the enterprise market. BY KEN MINGIS

Macbook Pro Price Hikes 
Shine a Light on iPad Pro

A P P L E
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during tough times.
Apple did the opposite this 

year. In the face of a four-quar-
ter Mac sales downturn, the 
company priced the 13-in. Mac-
Book Pro with the new Touch 
Bar at $1,799. That represents a 
$500 jump and a 39% increase 
over the price of the previous 

13-in. MacBook Pro. The 15-in. 
MacBook Pro with the Touch 
Bar starts at $2,399, making it 
some $400 (and 20%) more 
expensive than its forerunner.

Even the entry-level 13-in. 
MacBook Pro without the 
Touch Bar is, at $1,499, $200 
or 15% more expensive than 

the prior 13-in. MacBook Pro, 
which Apple retained, at least 
for now, in its catalog. (Apple 
also kept the older-edition 
$1,999 15-in. model.)

New Products, Not Prices
Those prices, as increases, would 
be unprecedented for Apple. But 
Milanesi argued that they should 
be seen not as higher prices for 
existing products — notebook 
name plates notwithstanding 
— but as initial prices for new 
products. “Apple is reposition-
ing the product, reinventing the 
[MacBook Pro],” she said.

Why? Because Apple is mak-
ing the case that an iPad Pro tab-
let, whether the 9.7-in. model 
or its 12.9-in. sibling, is a  viable 
replacement for a personal com-
puter for some people.

The company has been tout-
ing the iPad Pro “as people’s 
next PC,” said Milanesi. “You 
have to have a continuation of 
price points,” she added. And 

the new prices of the MacBook 
Pro are at the far right of what 
she called “one big line” of price 
points.

By pushing up prices for the 
MacBook Pro — and dumping 
the $899 11-in. MacBook Air 
and the aged $1,099 non-Retina 
13-in. MacBook Pro — Apple 
created more room at the lower 
range, opened up the middle 
segment of the line and intro-
duced a more expensive, and 
likely more margin-friendly, 
top-end laptop.

“When you put the new Mac-
Books, older MacBooks and 
iPad Pros together, you get an 
interesting picture in terms of 
price and performance cover-
age,” Jan Dawson, chief analyst 
at Jackdaw Research, said in  
an analysis posted to his blog, 
Beyond Devices.

Specifically, by getting rid of 
the smaller MacBook Air, Apple 
increased the price difference 
between the top iPad Pro and the 

Normally they keep the price 
the same, but it’s not just a 
refresh. [Apple is] trying to find 
a different place in the market 
for the MacBook Pro 
C AROLINA MILANESI,  ANALYST,  CREATIVE STRATEGIES
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lowest-priced clamshell laptop 
from $100 to $200. Its least-
expensive traditional-style note-
book is now the $999 13-in. Mac-
Book Air. The change emphasizes 
the lower cost of the iPad Pro, 
even with a Smart Keyboard.

Want a computer from 
Apple? Then $999 is the entry 
point for something traditional. 
But below that are the tablets, 
keyboard-equipped or not.

In July, Apple CEO Tim Cook 
called the iPad Pro “the ulti-
mate replacement device for 
customers switching from PC 
notebooks.” Apple’s advertising 

picks up that theme, describing 
the tablet as a “computer” when 
it’s paired with a keyboard.

Most importantly for its bot-
tom line, Apple has pushed 
prices higher. Where the base 
price once sat at $1,999, it’s now 
at $2,399.

The Enterprise Angle
Others saw Apple’s renewed 
interest in the enterprise as 
another rationale for the new 
MacBook pricing and position-
ing. “Apple is relying more and 
more on enterprise purchases,” 
said Ross Rubin, principal 
analyst at Reticule Research. 
“They’re clearly making a big-
ger push there, where there’s 
room at higher margins.”

“There’s no denying that 
these products are premium, 
but they extend down into price 
points that many people will 
be able to reach, while provid-
ing really top-notch products 
for those that can afford or jus-

tify them,” Dawson said about 
Apple’s portable line. “If you 
focus on those newer devices, I 
think this is the most coherent 
and logical MacBook portfolio 
Apple has had for years.” u

With reporting by GREGG KEIZER.

BETWEEN THE LINES | JOHN KLOSSNER

Apple is 
relying more 
and more on 

enterprise 
purchases. 

ROSS RUBIN,  
PRINCIPAL ANALYST, 
RETICULE RESEARCH

http://www.computerworld.com/article/3106918/apple-ios/apple-pitches-ipad-pro-as-computer.html
http://www.jklossner.com/
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2017 Will Be a Bad Year for Pessimists
I THINK that we can all agree 
that the 2016 presidential elec-
tion cycle was brutal, an over-
whelmingly negative attack on 
the attention spans of the global 
population. Call me a delusion-
al optimist, but I forecast that 
despite all the Sturm und Drang 
of 2016, 2017 is going to be a 
bad year for pessimists.  

One reason that I conclude 
that things are going to improve 
is that society may have passed 
peak negativity in 2016. Peak 
oil, says Wikipedia, is “that 
point in time when the maxi-

mum rate of extraction of pe-
troleum is reached, after which 
it is expected to enter terminal 
decline.” And, at least in the 
circles I run in, we are running 
out of negativity. More precisely 
— since even a chronic optimist 
will admit that we may never 
totally run out of negativity — 
we are suffering from negativity 
fatigue. 

I spent most of 2016 talking 
to executives with the word 
chief in their titles about what 
to expect in the near future. 
They pretty much agreed with 

Franklin Roosevelt, who said 
in his first inaugural address 
that “only a foolish optimist can 
deny the dark realities of the 
moment.” The inhabitants of 
the C-suite tend to be realists, 
and they recognize that there 
are a lot of things that need 
fixing. But they are also confi-
dent that we have the tools to 
do that. Here are some of the 
things that these executives are 
optimistic about for 2017. 

n The end of demographic  
stereotyping: Millennials will 

THORNTON MAY is a speaker, educator and adviser and  
the author of The New Know: Innovation Powered by 

Analytics. Visit his website at thorntonamay.com, and 
contact him at thornton@thorntonamay.com.

http://www.gustinpartners.com/insights/post/the-power-of-pleasantness
http://www.gustinpartners.com/insights/post/the-power-of-pleasantness
http://www.computerworld.com/author/thornton-may/
https://www.amazon.com/New-Know-Innovation-Powered-Analytics/dp/0470461713
https://www.amazon.com/New-Know-Innovation-Powered-Analytics/dp/0470461713
http://www.thorntonamay.com
mailto:thornton@thorntonamay.com
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come into their own in 2017. 
For the past decade, millen-
nials have been on the minds 
of senior executives in every 
vertical market and discipline. 
We’ve seen a cottage industry 
set up to explain how millenni-
als aren’t like anyone else, but 
the commentators often seem 
intent on stoking baby boomer 

generational anxiety. The tru-
est observation is probably that 
what makes millennials unique 
is that no other demographic 
cohort has inspired so much 
misinformation. In fact, mil-
lennials are no less understand-
able, manageable and leadable 
than any other cohort in the 

history of humankind.  
What do we know about 

millennials? There are a lot of 
them. While the demographic 
line regarding millennials is 
less than precise, there is gen-
eral agreement that millennials 
were born between 1980 and 
the mid-1990s. That translates 
to some 76 million millennials 
in the U.S., accounting for a full 
third of the workforce. By the 
time the next election comes 
around, they will make up half 
of the U.S. workforce. Most mil-
lennials want career progres-
sion, seek competitive wages 
and financial incentives, and 
prefer working at enterprises 
committed to training and de-
velopment. Does that sound 
weird to you? 

In the recruiting business, 
there is a rule of thumb: “Mil-
lennials are not that hard to 
attract, but they are hard to 
retain.” It is true that 70% of 

millennials, embracing the 
mantra “Work doesn’t have to 
suck,” leave their first job after 
two years. But that seems like a 
sensible motto to me.

Millennials do set them-
selves apart from earlier gen-
erations in the extent to which 
technology plays a major role 
in their identity. They tend to 
insist on the right to self-provi-
sion. This is a feature, not a bug. 
Wow, a generation that wants 
to use tech to get work done? 
Some of us remember having 
to beg employees to put their 
hands on keyboards. 

n ‘YouTube University’ and the 
democratization of knowledge: 
Everyone talks about the skills 
shortage, but is that really the 
problem? What if what is seen 
as a skills shortage is actually a 
result of employers’ addiction 
to Industrial Age work creden-
tials, such as college degrees 

At least in the circles I run in, we 
are running out of negativity. 
More precisely we are suffering 
from negativity fatigue.

http://www.gustinpartners.com/insights/post/understanding-the-multi-generational-workspace
http://www.gustinpartners.com/insights/post/understanding-the-multi-generational-workspace
http://www.computerworld.com
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and work experience? Autodi-
dacts have discovered the pow-
er of “YouTube University,” but 
employers have been slow to 
recognize the potential. Work-
ers wanting to learn a new skill 
or to pivot or accelerate their 
career can spend hours search-
ing YouTube and engaging in 
various social media communi-
ties to develop competencies. 
It has never been cheaper or 
easier to learn new skills. 

n Instrumented shame cam-
paigns: Optimism extends be-
yond the executives I talked to. 
The Dalai Lama is also upbeat 
about the future. The Tibetan 
spiritual leader is heartened 
by the emergence of global 
consensus on climate goals 
enshrined in the Paris accord 
on climate change, and by the 
emerging ability to measure 
the willingness of nations and 
politicians to get along with 

one another. In the future, it’s 
more likely that people not able 
to play well with others will be 
punished politically and cor-
porations that do wrong will be 
punished commercially. 

n HR becomes strategic: His-
torically, HR has been viewed 
as part of the problem. In 2017 
and beyond, it is going to be 
part of the solution.

The “problem” is work-
place dysfunction. According 
to Cy Wakeman, a therapist-
turned-HR-guru and author of 
Reality-Based Leadership: Ditch 
the Drama, Restore Sanity to the 
Workplace and Turn Excuses 
Into Results, the average worker 
loses two and a quarter hours 
every day on the wasted emo-
tional energy of workplace “dra-
ma.” Lynne Zappone, chief peo-
ple officer at Popeyes Louisiana 
Kitchen, frequently tells col-
leagues that a communications 

“canyon” exists between the 
CEO, line managers, employees 
and the chief HR officer. 

The good news is that work-
place drama can be significantly 
reduced and communication 
canyons bridged with the help 
of informed and courageous HR 
leadership. In 2002, Christo-
pher A. Bartlett and Sumantra 
Ghoshal told the world that 
strategy — typically focused 
on products and competitors 
— had shifted to talents and 
dreams. The HR leader, histori-
cally occupying the lowest rung 
of the senior management hier-
archy, is about to step up. u

What is seen as a skills shortage 
may actually be the result of 
employers’ addiction to Industrial 
Age credentials such as college 
degrees and work experience.

https://www.washingtonpost.com/news/energy-environment/wp/2016/04/22/united-states-and-170-nations-sign-historic-climate-agreement/
https://www.washingtonpost.com/news/energy-environment/wp/2016/04/22/united-states-and-170-nations-sign-historic-climate-agreement/
https://www.amazon.com/Reality-Based-Leadership-Restore-Workplace-Excuses/dp/0470613505
https://www.amazon.com/Reality-Based-Leadership-Restore-Workplace-Excuses/dp/0470613505
https://www.amazon.com/Reality-Based-Leadership-Restore-Workplace-Excuses/dp/0470613505
https://www.amazon.com/Reality-Based-Leadership-Restore-Workplace-Excuses/dp/0470613505
http://sloanreview.mit.edu/article/building-competitive-advantage-through-people/
http://www.computerworld.com
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MOST IT EXECUTIVES INHERIT an 
existing technology environment; 
Heather Gallagher gets to build 
her own every year. Gallagher is 
director of technology for Burning 
Man, an annual weeklong gather-
ing dedicated to community, art, 
self-expression and self-reliance in 
Nevada’s Black Rock Desert. Gal-
lagher and her team build, run and 
dismantle the IT infrastructure 
needed for Burning Man’s tempo-
rary metropolis, dubbed Black Rock 
City. Additionally, she oversees the 
Burning Man nonprofit organiza-
tion’s year-round IT needs, where a 
team of more than 20 full-time staff-

THE  Grıll

n  Current reading list: The 
Geek Gap: Why Business and 
Technology Professionals Don’t 
Understand Each Other and 
Why They Need Each Other to 
Survive, by Bill Pfleging and 

Minda Zetlin, and The Path of 
the Priestess: A Guidebook for 
Awakening the Divine Feminine, 
by Sharron Rose.

n  Outside interests: “I study 

yoga, philosophy, consciousness 
and ancient Celtic traditions.”

n  Next on your agenda: “I’ve 
been doing more public speak-
ing because I realize as a female 

leader in tech, I have a respon-
sibility to hopefully inspire girls 
to be technologists and encour-
age them to be a bigger version 
of themselves and take care of 
themselves as human beings.”

Burning Man’s tech 
director builds an 
infrastructure in the 
desert for 70,000 
attendees. 

Heather 
Gallagher

http://burningman.org/network/about-us/people/year-round-staff/#HeatherGallagherakaCameraGirl
https://www.amazon.com/Geek-Gap-Technology-Professionals-Understand/dp/1591024153
https://www.amazon.com/Geek-Gap-Technology-Professionals-Understand/dp/1591024153
https://www.amazon.com/Geek-Gap-Technology-Professionals-Understand/dp/1591024153
https://www.amazon.com/Geek-Gap-Technology-Professionals-Understand/dp/1591024153
https://www.amazon.com/Geek-Gap-Technology-Professionals-Understand/dp/1591024153
https://www.amazon.com/Geek-Gap-Technology-Professionals-Understand/dp/1591024153
https://www.amazon.com/Path-Priestess-Guidebook-Awakening-Feminine/dp/0892819642
https://www.amazon.com/Path-Priestess-Guidebook-Awakening-Feminine/dp/0892819642
https://www.amazon.com/Path-Priestess-Guidebook-Awakening-Feminine/dp/0892819642
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ers and contractors support the group’s commu-
nity- and art-focused efforts around the globe. 

Gallagher holds a bachelor’s degree in busi-
ness and computer information systems from 
James Madison University and a master’s in 
computer science from George Mason Univer-
sity. She’s also a photographer and originally 
came to Burning Man in 2003 to produce its 
annual print calendar (a job she still holds). 
She became technology director in 2004.

How does your job compare to other IT execu-
tive positions? People say, “Your job is so awe-
some.” I say, “Look, it’s 11 months of meetings 
and then it’s one month playing in the desert 
in the dirt.” We have budgets and spread-
sheets and processes and staffing reviews and 
goals. And my team generally goes through 
a planning exercise to map out the next 18 
months. It’s a business, and I have to be very 
pragmatic and sometimes conservative. 

I have just under 100 full-time employees 
and contractors who are in our office at any 
time, and at our event we have up to 7,000 
staff, many [of whom] are volunteers. We have 
70,000 participants and have easily a quarter-
million who consider themselves part of our 
community, and we have a global audience. 

We’re a nonprofit, and one that’s still get-
ting its legs under it, seeking grants and rais-
ing funds. We have to be responsible, and 

there are a lot of checks and balances with 
how we spend money, and a lot of processes. 
We use our resources very efficiently.

How do volunteers fit into your organization? 
Volunteerism is a huge part of our culture. 
They engage with us to offer support in 
many ways. But you have to know what proj-
ects they fit into. Some projects can afford a 
little bit more breathing room, maybe some 

of the back-burner projects. We always have 
projects we can’t get to immediately, so 
that’s where we use them. 

We have meetings where people who 
are on our different lists can show up and 
they’re part of conversations and they bring 
their expertise to the table. Or I’ll reach out 
and tap people in my community. We can 
say, “Can we have your help? If we set up a 
sandbox, can you code it or update it?” And 
they’re engaged enough that we’re not start-
ing from scratch. They blow us away with 
what they’re able to do and their dedication 
and their patience.

Can you describe your yearlong strategy? In-
terestingly enough, we spend a lot of our 
time convincing people they don’t need 
tech. Come on, folks — it’s a camping trip. 
Yet, the complexity of what we do contin-
ues to grow. [After our annual Burning Man 
event], we’ll spend part of the fall debriefing 
with all our customers. We had about 53 lo-
cations and hundreds and hundreds of staff 
people using the software and devices and 
office spaces we set up in the desert. So we 
talk with them about how the event went. 
We also kick off our tech committee process. 

Interestingly enough, we spend a lot of our time 
convincing people they don’t need tech. Come 
on, folks — it’s a camping trip. Yet, the 
complexity of what we do continues to grow.

http://www.computerworld.com
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T R E Y  R A T C L I F F

Every fall, I try to tickle the organization 
from top to bottom and find out what proj-
ects are going to be coming out that we need 
to apply tech resources to. We already have a 
Gantt chart with all our other projects. But 
we want to talk about the new things; we 
want to see what’s on the event horizon. 

What’s the technology landscape like for Black 
Rock City? We’ve never been in the business 
of providing connectivity for the participants. 
It would be a tremendous drain. But we are 
running a city, so we have extremely com-
plex operational needs. We have an airport, 
a hospital, there are government agencies 

out there. We build out a wireless microwave 
point-to-point network. We build a meticu-
lously complex wireless network. That’s my 
favorite part, going out there to put up tow-
ers. We distribute connectivity and equip-
ment to a lot of different offices, scanners, 
mobile devices. And now some of them have 
stand-alone software installed. But more and 
more we’re using a cloud-hosted solution and 
architecture. So we have people [working] 
on a device that’s offline and when they come 
near any of the internet locations it syncs up 
to a master database. We build the internet, 
the software and we give out the devices. It’s 
the full spectrum — from laying cables in the 
dirt to very sophisticated software.

Do you use custom or off-the-shelf systems? I 
don’t like solving problems someone else has 
already solved. So we do look to find off-the-
shelf solutions. But we have niche spaces, 
and no matter who we get in bed with, we 
end up doing some customization. We have 
a unique workforce, and we have a long list 
of things we want to do differently. We break 
pretty much every model. But at the same 
time, doing [everything custom] all the 
time, we’d need five times the staff I have. So 

The Burning Man Temple, a highlight of Black Rock City, temporary home to 70,000 people for a week each summer.

http://www.computerworld.com
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we have some custom-built, some off-the-
shelf. Some things come off-the-shelf that 
we move into and break. And many [sys-
tems] are now integrated with each other so 
we have that added complexity.

What do you look for in products and the ven-
dors you use? For software layers solutions, 
we try to build relations. We invite them out 
to the event. We want them to experience 
what we’re doing so they can see what our 
operations are like. For most of our hard-
ware layer, a lot are things that are available, 
fortunately. We’re building microwave net-
works in harsh environments, but people do 
that all over the world, so we’re just keep-
ing an eye on the equipment as it matures. 
There are people making relatively afford-
able radio devices that are configurable and 
pretty hardy. So we keep an eye out, and 
when something comes out that’s new, we 
get a few and try them out. 

Do you ever disconnect? I absolutely do. It’s one 
of my favorite things. Some of my favorite 
talks or conferences are leading stretches for 
500 people and encouraging people to take 
care of their bodies, to meditate, to develop 

their spiritual and emotional self. When I go 
off calm, I go way off calm. I’ve been touching 
computers since I was 9, and I’m now 45. It’s 
important to develop yourself as a human.

What technologies are on the horizon that 
will impact Burning Man? We’re now finally 
coming around to embrace and work with 
more geo technology, which some volun-
teers wanted us to get into a decade ago. We 
weren’t ready then, but it’s a natural next 
step for us. That would be for mapping and 
planning our city, tracking and coordinating 
different groups that need access to infor-
mation about what’s where. There’s not a 
Google Map for our city. 

For robotics, something like that will 
become more prevalent with the art and the 
creations that people bring out there. That’s 
where a lot of our true innovation is — in the 
community. 

We’re a large ship to steer, and change is 
expensive, but the community brings in-
novative things, so I’m excited to see what 
they’re going to bring. u

Interview by Computerworld contributing 
writer MARY K. PRATT (marykpratt@verizon.net).

We build the internet, 
the software and  
we give out the 
devices. It’s the 
full spectrum — 
from laying cables 
in the dirt to very 
sophisticated software.

http://www.computerworld.com/article/2597163/networking/laser-art-and-science-in-the--black-rock-desert.html
http://www.computerworld.com/article/2597163/networking/laser-art-and-science-in-the--black-rock-desert.html
mailto:marykpratt@verizon.net
http://www.computerworld.com
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With spending and hiring flat, 
CIOs seek efficiency  

in automation and outsourcing. 
Should IT workers  

be worried? BY JULIA KING
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transformation, deepening their 
commitment to big data and ana-
lytics, as well as cloud computing 
and software as a service (SaaS).

Overall, 78% of the 196 IT 
leaders who responded to the 
survey ranked their orga-
nizations as either keep-
ing pace with or well into 
the digital transforma-
tion process. Just 6% 
reported they’re ahead 
of the curve, while 11% said the 
process is not going well. 

That’s in keeping with find-
ings by research firm IDC, which 
predicts that, by the end of 2017, 

two-thirds of the CEOs of Global 
2000 companies will have digi-
tal transformation at the center 
of their corporate strategies. 

As customers demand more 
control, “companies must de-

liver deeper, more 
personalized experi-
ences through their 
products and services,” 
says Robert Parker, an 
analyst at IDC. 

“Delivering this capability 
will define the winners in the 
digital economy,” he says. “Of 
course, delivering on these 
promises requires a new oper-

ating model, one that’s en-
abled by new technologies 
— social, mobile, analytics 
and the cloud.”

While that all falls 
squarely into IT’s domain, it 
doesn’t necessarily translate to 
greater IT spending — and may 
not bode well for rank-and-file 
tech employees. According to 
survey results, most companies 
plan to keep both costs and head 
count in check throughout their 
digital journeys by increasing 
automation to enable self-ser-
vice IT. Tech staffing will gener-
ally remain flat or decrease at 
seven out of 10 organizations.

All Digital, All the Time
One of the companies that isn’t 
planning on a surge in hiring is 
Cushman & Wakefield, a com-
mercial real estate firm that 
manages 4 billion square feet of 
property and has 43,000 em-
ployees worldwide, about 600 
of them in IT. 

T ECH EXECUTIVES are optimistic as they head into 
2017. One of the biggest reasons for the hopeful 
outlook is the fact that business and IT are finally 
on the same page, with planned technology proj-
ects and overall strategic business goals closely 
aligned for the upcoming year.

Bolstering productivity and enhancing customer 
connections and services are two of next year’s top priorities for both busi-
ness and IT, according to the results of the Computerworld Forecast 2017 
survey. To hit those targets, enterprises will continue on the path to digital 

Any 
opportunity 
we have to 
DIGITIZE 

information,  
we will take.

ADAM STANLEY,  
GLOBAL CIO,  CUSHMAN  

& WAKEFIELD  

BY JULIA KING

IT Sharpens  
its Focus
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Global CIO Adam Stanley 
says, “2017 is all about growth,” 
but rather than hire additional 
staff, the plan is to better con-
nect existing employees world-
wide. “Connectivity is really 
what enables the power of a 
large company,” he says.

To that end, C&W is building 
a knowledge network that all 
employees can use “to access all 

tools and all data,” Stanley says. 
“We set a direction that, wher-
ever possible, we will be digital. 
Any opportunity we have to digi-
tize information, we will take.”

The company has already 
outsourced most of its IT devel-
opment work, and a significant 
amount of its services are SaaS 
or cloud. “So we’ve [already] 
made significant reductions in 
the IT team and internal sup-
port,” he notes.

Stanley reports that Cushman 
& Wakefield’s other main focus 
for 2017 is “big data” — though 
he says that phrase annoys him 
because simply gathering a lot 
of data doesn’t keep a company 
ahead of its competition. 

“The real point is to drive 
business value through strategic 
analytics,” he says. “We’re not 
following the masses to gather 
millions of lines of data to have 
it sit in a data warehouse. At the 
heart of our strategy is [gather-
ing targeted data] to develop 

answers to the questions that 
clients are asking.”

For example, C&W is selec-
tively tapping multiple sources of 
big data and using visualization 
technology to give customers a 
richer and more comprehensive 
view of properties. By combining 
things like transportation data, 
information about weather con-
ditions and flight patterns, rental 
rates of surrounding properties 
and details about other buildings 
in a neighborhood, Stanley says, 
“we can really paint a picture for 
clients of what is happening in 
a market. We want to create a 
one-stop shop for a client,” an ap-
proach that will replace the cur-
rent practice of showing people 
various worksheets and graphs. 

Better Care Through 
Digitization
At Cancer Treatment Centers of 
America (CTCA), which spe-
cializes in providing oncology 
patients with customized thera-

Hiring Slows Down
What changes,  

if any, do you 
expect in your IT 
employee head 

count in the next 
12 months?

2016 Forecast 
survey

2017 Forecast 
survey

n 

n

Source: Computerworld’s Forecast 2017 survey of 196 IT managers, directors and executives.

Increase DecreaseRemain  
the same

37%
29%

46%

56%
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pies based on their individual 
molecular makeup, gathering 
and integrating the right data 
can make the difference be-
tween life and death.

“This is something I think 
about on a daily basis as abso-
lutely critical to our mission,” 
says CIO Kristin Darby.

In CTCA’s approach to can-
cer care, precision medicine 
is based on specific molecular 
qualities of individual tumors. 
Gathering this highly detailed 
and specialized information 
and then integrating it with 
population information re-
quires a high level of data matu-
rity, and that will be a key focus 
for CTCA in 2017.

IT is a critical partner in 
CTCA’s approach to cancer 
treatment, and the tech team is 
in full alignment with the orga-
nization’s mission, Darby says. 
“This is because technology 
touches every function across 
the organization and [impacts] 

our patients directly,” she ex-
plains. “In oncology care, a lot 
of the advances around preci-
sion medicine are targeted ther-
apies made possible through 
technology.”

CTCA, like many organiza-
tions across all industry sec-
tors, will continue to digitize 
its business processes in 2017, 
using automation to remove 
many steps that are now per-
formed manually. Like many 
other CIOs, Darby fully expects 
this to generate a certain level 
of resistance among physicians 
and other trained caregivers. 

It can be difficult for people 
to keep pace with technology 
as systems continue to advance 
and rapidly grow more sophisti-
cated. “It can make people un-
comfortable to let technology 
take the lead [in clinical deci-
sion-making] and let technol-
ogy feed them the information 
they need,” she says.

A perfect example in on-

cology is human genome de-
sequencing. “That’s terabytes 
of data that no human or physi-
cian not trained as a data scien-
tist can process, synthesize and 
make sense of without technol-
ogy,” Darby says.

Learning to Be  
More Efficient
At Valdosta State University 
in Georgia, CIO Brian Hauga-
brook says revamping busi-
ness processes and automating 
where possible is absolutely es-
sential if IT hopes to keep pace 
with the academic community’s 
insatiable appetite for technol-
ogy services. 

Education methods are chang-
ing to become more IT-enabled. 
A growing trend toward compe-
tency-based education, which 
involves students progressing 
through courses at their own 
pace, means course content must 
be customized, digitized and 
integrated with other data from 

Technology 
touches EVERY 

FUNCTION 
across the 

organization and 
[impacts] our 

patients directly.
KRISTIN DARBY,  

CIO,  CANCER TREATMENT 
CENTERS OF AMERICA 
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instructors, academic advisers 
and university administrators.

“Competency education is all 
about continuous enrollment 
and making application, schol-
arship, registration and other 
data available on a continual 
basis,” Haugabrook says.

Citing an example of how 
IT strives to support Valdosta 
State’s educational mission, 

Haugabrook says his team iden-
tified and addressed two issues 
after tracking data from a VoIP 
system implemented in 2015. 
First, the analysis revealed that 
call volumes soared in August 
and January — peak admission 
periods. During those months, 
calls were frequently transferred 

from one office to another. Sec-
ond, call volumes dropped sig-
nificantly outside of those two 
months.

IT responded by setting up a 
centralized call center to han-
dle general inquiries that previ-
ously were handed off to differ-
ent departments. The result: a 
50% reduction in hold time. 

In 2017, IT plans to enable the 
call center to address a broader 
array of inquiries on topics such 
as housing, admissions and fi-
nancial aid by automating the 
integration of additional data 
from the campus ERP system 
into the call center system.

“We’re looking at having  
enterprise application teams 
coordinate with all depart-
ments to drive automation,” 
Haugabrook says. 

But during the same period, 
IT will be challenged by budget 
cuts and a reduction in staff size, 
which will be brought about 
through attrition, not layoffs. 

In response to those challeng-
es, “we’re learning to be more 
efficient,” Haugabrook says. 
“We’re using a lot of automated 
software to remotely control PCs 
and manage all lab and class-
room space. It’s the same thing 
with infrastructure. We’re doing 
automated updates, and we’re 
using better tools for data visual-
ization and analytics that enable 
us to work better and faster.”

Another big change is the 
creation of hybrid IT roles that 
combine job functions previ-
ously performed by two differ-
ent people.

The new role of integration 
specialist, for example, combines 
systems administration and pro-
gramming. People in this role 
need to understand how differ-
ent systems work and will be 
expected to map workflows be-
tween and/or across on-premises 
and cloud-based systems, Hauga-
brook explains. To get workers up 
to speed, IT will increase training, 

We’re learning to be more efficient. . . .  
We’re using better tools for DATA 

VISUALIZATION and ANALYTICS that 
enable us to work better and faster.

BRIAN HAUGABROOK, CIO,  VALDOSTA STATE UNIVERSITY
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focusing on skills and technolo-
gies that deal with integration.

Wanted: Hybrid IT Skills 
IDC’s Parker notes that having 
people work across functions is 
a key ingredient of a successful 
digital transformation strategy. 
Organizations that are the most 
ready to execute on such strate-
gies are those where business 

and IT functions and processes 
are less siloed, he says.

Like Haugabrook, CIO Eric 
Yablonka at the University of 
Chicago Medical Center will be 
focused on hybrid skills in 2017.

“We’re very interested in 
people who understand clinical 
processes and electronic medi-
cal records systems,” Yablonka 
says. Healthcare systems are 

changing more rapidly than 
technologies in other industries, 
he says. Dealing with that rapid 
pace of change will be one of his 
greatest challenges next year. 

“All industries go through 
these changes enabled by tech-
nology,” he says. “But the rate 
of change in healthcare is very 
steep. When Medicare was ad-
opted, or DRGs [digital-related 
groupings] — which is another 
way to pay for Medicare — you 
had a few years to work through 
the changes. Now, these chang-
es are happening in months.”

“If you like a large, complex 
challenge in a rapidly changing 
organization, it’s the right time 
to be in healthcare,” he says. 
“Personally, I couldn’t be more 
excited.”

Investing in Training
At the other end of the hiring 
spectrum, Noah Broadwater, 
CIO at Washington, D.C.-based 
Special Olympics, plans to 

bring several new IT profes-
sionals on board — but only for 
short-term engagements of one 
to three years. They will work 
on the organization’s biggest IT 
project, a new CRM system.

In 2017, the Special Olym-
pics winter games will be held 
in Austria, and the organization 
plans to implement a global, 
cloud-based CRM system that 
meets international privacy 
rules and maintains the person-
al data of athletes, donors and 

Tech Spending Cools Off
What changes do 

you expect in your 
organization’s  

IT budget in the 
next 12 months?

Source: Computerworld’s Forecast 2017 survey of 196 IT managers, directors and executives.
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If you like a 
large, complex 
challenge in a 

rapidly changing 
organization, 
it’s the right 
time to be in 

HEALTHCARE.
ERIC YABLONK A , CIO, 

UNIVERSITY OF CHICAGO 
MEDICAL CENTER
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other constituents from around 
the world. It’s the largest IT 
initiative the nonprofit has ever 
taken on, and it will position 
the organization to significantly 
expand marketing and fundrais-
ing operations in 2018, when 
Special Olympics celebrates its 
50th anniversary.

To increase retention of cur-
rent IT employees during this 
critical two-year period, Broad-
water will focus on staff train-
ing and development in 2017.

“The best way to maintain 
people is to give them better 
skill sets,” even if the new skills 
they acquire make them decide 
they need to go elsewhere, he 
says. “It doesn’t work to hold 
someone back. If you give them 
the opportunity to learn, they 
often want to stay where they 
learned.”

Special Olympics has created 
a new group dedicated exclu-
sively to staff development, fo-
cusing on offering IT employees 
training in leadership, manage-
ment, finance and legal skills.

“Technology is driving a lot 
of our strategic plan,” Broadwa-
ter says. “We understand that’s 
how things work. If you’re not 
using technology, you’re missing 
out. Technology is something to 
drive the mission forward.”

“I’m optimistic heading into 
2017 because we have some big 
projects, but also because we 
have found funding,” he adds. 
“We’re in the honeymoon phase 

for these projects. But I know 
that in 2018 and 2019, we’ll hit 
reality. Once we get past 2017, 
we’ll need to raise more money 
to keep projects going.”

Like IT budgets, optimism 
must be assessed annually. u

KING is a writer and editor  
in the Philadelphia area.

The best way  
to maintain 

people is to give 
them BETTER 

SKILL SETS.  
It doesn’t work 

to hold someone 
back. 

NOAH BROADWATER,  
CIO,  SPECIAL OLYMPICS

Digital Transformation  
Report Card
Letter grades respondents gave to their  
organizations’ digital transformation initiatives:

A We’re ahead  
of the curve: 6%

B We’re well into  
the process: 39%

C We’re keeping 
pace, despite some 

roadblocks: 39%

D The process isn’t  
going well: 11%

F We haven’t made  
any progress: 5%

Source: Computerworld’s Forecast 
2017 survey of 196 IT managers, 
directors and executives.
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W ITH DIGITAL 
transformation 
dominating the 
business agenda, 

IT pros are under pressure 

to create a modern-day tech 
foundation sturdy enough to 
drive that change as they head 
into 2017. What milestones 
are they aiming for in the year 
ahead? Where should they 
direct their limited resources?

According to Computer-
world’s Forecast 2017 survey, IT 
professionals will prioritize se-
curity, analytics, XaaS (a catch-
all term for any technology “as 
a service”), virtualization and 
mobile apps in the coming year. 

If you’re thinking of adding 
those technologies to your own 
2017 to-do list, you might be 
interested in these findings 
from our survey, along with 
real-world advice from other  
IT leaders.  

1 Security
High-profile corporate 
data breaches, politically 

charged cyberattacks like those 
against the Democratic Nation-

IT leaders plan to use these 
key technologies to deliver 

business results in 2017.  
BY BETH STACKPOLE

5 Tech Trends to 
 Double-Down 
 on Now
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Security has 
always been a 

top thought, but 
when it becomes 

FRONT PAGE 
NEWS, everyone 
is looking at it. 

ANDREW HO,  VP OF 
TECHNOLOGY,  GLOBAL 

STRATEGY GROUP  
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al Committee (DNC), and the 
October DDoS attack that took 
down much of the internet have 
kept security front and center 
this year, prompting many in IT 
to ramp up strategies and add 
layers to their lines of defense.

In Computerworld’s Forecast 
2017 survey, 47% of the 196 IT 
professionals polled said they 

plan to increase spending on se-
curity technology in 2017, and 
14% chose security as the most 
important technology project 
currently underway at their or-
ganizations. Moreover, 15% of 
those surveyed said they expect 
security to be their top leader-
ship challenge over the next 12 
months, and another 15% said 

they’re currently beta-testing 
enterprise security technolo-
gies. Even those not pursuing 
specific security initiatives have 
security on their minds: 19% of 
the respondents said their pri-
mary goal for their most impor-
tant project is “to meet security, 
privacy or compliance goals.”

At Global Strategy Group, a 

New York-based public affairs 
and political research firm, 
security is always a priority, but 
it’s at the very top of the list this 
election year. “As a firm that 
works with the DNC, security 
has always been a top thought, 
but when it becomes front page 
news, everyone is looking at 
it,” says Andrew Ho, the firm’s 

Budget Booms ...
Top 5 

categories 
where 

respondents 
said their 

companies plan 
to increase 

spending:

Security technologies

Data analytics

Application development,  
upgrades or replacement

Mobile applications

Software as a service (SaaS)

47%

38%

35%

33%

33%

Source: Computerworld’s 
Forecast 2017 survey 

of 196 IT managers, 
directors and executives.

 ... and Budget Busts
Top 5 

categories 
where 

respondents 
said their 

companies plan 
to decrease 

spending:

Hardware

Legacy systems modernization/replacement

Data center consolidation/ 
optimization/modernization

Storage

On-premises software

20%

17%

12%

13%

13%
Source: Computerworld’s 

Forecast 2017 survey 
of 196 IT managers, 

directors and executives.

http://www.computerworld.com


TECH FORECAST 2017   SPECIAL REPORT

22DECEMBER 2016 |  COM PUTERWORLD

vice president of technology. 
Global Strategy plans to tighten 
things up over the coming year 
with tools like single sign-on 
and multifactor authentication, 
but Ho says it’s really less about 
the technology and more about 
changing employee behavior.

“We’re definitely looking at 
new technology, but it’s 70% 
about the culture,” he says. “It’s 
about changing people’s be-
havior and thinking through 
the psychology of what really 
gets hacked. It’s not necessar-
ily about a stronger firewall, 
but about people realizing they 
can’t do things like use the same 
passwords for everything.”

Hiring more people to con-
front security challenges is an-
other common tactic. Of the 
Forecast survey respondents 
expecting to add new employees 
this year, 30% said the reason 
was to bolster security initia-
tives, with 26% of them saying 
they anticipate new hires in the 

areas of security, compliance 
and governance. They might 
have trouble finding qualified 
talent, however: One-quarter of 
the survey respondents with hir-
ing plans ranked security as the 
most difficult skill to hire for.

2 Analytics
As companies double-
down on their efforts to 

get closer to customers, data has 
taken on critical importance, 
with analytics serving as a 
springboard for success.

Organizations are stockpil-
ing data on web traffic, cus-
tomer preferences, buying 
behavior, real-world product 
performance and more, creat-
ing a potential gold mine of 
insights — if they adopt the 
right strategy and use the right 
analytics tools to make sense of 
everything they collect. Some 
38% of survey respondents said 
they plan to increase spending 

on data analytics (a category 
that includes big data, enter-
prise analytics, data mining 
and business intelligence tools) 
next year, and data analytics 
was No. 4 on the list of technol-
ogy projects that respondents 
cited as their organizations’ 
most important initiatives. 

Cloud Report Card
Letter grades respondents gave to their organizations’ cloud efforts  
in terms of returning business value:

A We’re getting excellent 
business value from  

our cloud efforts: 15%

B We’re getting good 
business value from  

our cloud efforts: 43%

C We’re gaining some 
business value, despite 

some roadblocks: 31%

D We’re gaining very little 
business value from  

our cloud efforts: 6%

F We have seen no 
returned business value 

from our cloud efforts: 5%

Source: Computerworld’s Forecast 
2017 survey of 196 IT managers, 
directors and executives.

Base: 154 respondents
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Moreover, 21% of respondents 
said their organizations are en-
gaged in a beta test of a big data 
project, and nearly 30% pegged 
big data/analytics as the disrup-
tive technology most likely to 
impact their organization over 
the next three to five years.

In Edmonton, Alberta, the city 
government has made analytics 
an organizational focus for 2016 
and 2017. The plan, currently 
underway, is to build a federat-
ed-style data warehouse linked 
to data marts, leveraging big data 
tools like Tableau for visualiza-
tion. “The goal is to break down 
barriers and let previously siloed 
information be available and 
useful to others to enable better 
decision-making,” says Bruce 
Rankin, service support lead 
for the municipal government’s 
Spatial Centre of Excellence. 

It’s a similar story at Global 
Strategy Group. Over its 20-year 
history, the firm has collected 
tons of data on elections, and 

it’s using analytics to identify 
trends, says Ho. The next step is 
to take open technologies like 
R, a programming language 
tuned for statistical computing, 
and visualization capabilities 
like Tableau and remake static 
PowerPoint presentations into 
something dynamic that can 
reflect trends in polling. “We 
want to put an iPad in front of 

a client, change a variable here 
or there, and see how the trends 
change,” he says. “It’s a practice 
we started this year.”

3 XaaS
Another year in and 
there’s no stopping the 

cloud computing juggernaut, 
especially as companies retool 

IT infrastructure for digital 
transformation.

The “as a service” trend con-
tinues to gain traction, with 
33% of survey respondents re-
porting that their organizations 
are planning to increase spend-
ing on software-as-a-service 
(SaaS) offerings next year, put-
ting SaaS at No. 5 on the list of 
respondents’ most important 
technology projects. At the 
same time, 24% of those polled 
said they intend to spend more 
on platform-as-a-service (PaaS) 
technologies and 27% said they 
will put more money toward 
infrastructure as a service (IaaS) 
in 2017. And finally, 29% of 
respondents said expect cloud 
or SaaS systems to be the dis-
ruptive technology that has the 
most impact on their business 
over the next three to five years.

As interest in hosted systems 
gains steam, 13% of the respon-
dents said they’re beta-testing 
SaaS offerings, while 12% are 

Testing the Waters
Top 5 technolo-

gies being  
beta-tested  
or piloted at  
respondents’ 

companies:

Big data/analytics

Desktop virtualization

Internet of things/M2M/telematics

Enterprise security

Collaboration tools

21%

16%

13%

15%

15%

Source: Computerworld’s 
Forecast 2017 survey 

of 196 IT managers, 
directors and executives.
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taking PaaS for a spin and 8% 
are piloting IaaS. With all of 
that cloud activity underway, IT 
leaders are looking to expand 
their teams’ skill sets: 26% of 
survey respondents who plan to 
increase head count in the next 
12 months said they intend to 
hire people with cloud and SaaS 
skills, putting cloud/SaaS exper-
tise at No. 5 on the list of skills 
they’re seeking.

Roche Bros., a 20-store Bos-
ton-area grocery chain, is mov-
ing as much of its infrastructure 
and applications as possible to 
the SaaS model, says John Laud-
erbach, the company’s vice pres-
ident of IT. Human resources ap-
plications, sign and tag printing 
systems, backup and recovery 
tools and even mainstream pro-
ductivity applications have all 
been moved to the cloud, help-
ing to reduce costs and provide 
better reliability and 24/7 avail-
ability, according to Lauderbach. 

“We are four people [in IT], 

so for us to manage servers, 
facilitate patches and do backup 
and recovery work is a lot,” he 
says. “There are people who do 
this for a living who can do it 
better than we can.”

4 Mobile Apps
As smartphones and 
tablets become standard 

fare for consumers and employees 
alike, IT groups are racing back 
to the drawing board to retool 
existing applications to be mo-
bile-friendly while creating new 
mobile apps to court customers 
and gain competitive advantage. 

In our Forecast 2017 survey, 
35% of those polled said they plan 
to increase spending on mobile 
systems next year. Nearly 10% 
said they’re beta-testing mobile 
apps, while 21% of those with 
hiring plans said they hope to add 
people with mobile application 
and device management skills.

Mott Community College in 

Flint, Mich., has a mobile app 
to facilitate student services, 
but it’s also in the process of re-
vamping its website to make it 
more mobile-friendly. Students 
want access to critical informa-
tion on their go-to mobile devic-
es, though they aren’t married 
to the idea of a single-purpose 
app, says CTO Cheryl Shelton.

“We decided to go with an 
adaptive web design because 
an app doesn’t fit our culture,” 
she says. “We decided to build 
a robust website and make that 
work for mobile instead of limit-
ing ourselves and wasting a lot of 
time keeping an app up to date.”

5 Virtualization
The march toward wholly 
virtualized IT environ-

ments rolls on. Companies are 
virtualizing more than just 
desktop systems these days and 
are beginning to expand their 
efforts to areas like servers, net-

We decided 
to go with an 

ADAPTIVE WEB 
DESIGN because 
[a mobile] app 
doesn’t fit our 

culture.
CHERYL SHELTON,  

CTO,  MOTT COMMUNITY 
COLLEGE
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works, storage and even mobile 
infrastructure.

Some form of virtualization 
will be on the docket for 29% of 
survey respondents in 2017, and 
of those who are planning hir-
ing increases next year, 18% said 
they will  be looking for people 
with expertise in virtualization. 

Desktop systems are still the 
most common targets of virtu-

alization initiatives — 16% of 
respondents to the Computer-
world Forecast 2017 survey said 
they currently have desktop 
virtualization beta tests under-
way. Storage is the second most 
common technology to be virtu-
alized, with 11% of respondents 
saying they’re beta-testing such 
systems, followed by server vir-
tualization (being beta-tested 
by 10% of those polled), mobile 
virtualization (8%) and network 
virtualization (7%).

Roche Bros. has already gone 
all-in with virtualization, using 
the technology for desktops, 
servers, networks and storage, 
says Lauderbach. “Everything we 
have is already virtual,” he says. 

Similarly, the Edmonton city 
government has been pursuing 
infrastructure virtualization 
projects for years, says Rankin. 
“Virtualization keeps going and 
growing, but it’s not at a point 
anymore where it’s strategic — 
it’s just what we do,” he says. 

The Year of the Customer 
IT leaders are adopting and 
applying these five technolo-
gies with specific business out-
comes in mind. One of the most 
important is customer satisfac-
tion. Nearly half (48%) of the 
respondents to the Computer-
world Forecast 2017 survey said 
improving customer satisfac-
tion or the customer experience 
was the most important busi-
ness priority for IT in the com-
ing 12 months. 

That makes sense to Global 
Strategy Group’s Ho, whose goals 
for 2017 include improving the 
customer experience. “IT is here 
to serve the business; our busi-
ness isn’t IT,” he says. “Customers 
and users are the ones that need 
to be happy and able to do their 
work well. The way that happens 
is that we make their experience 
as great as possible.” u

STACKPOLE is a frequent  
Computerworld contributor.

Top Projects
What is the single most important technology project  
that your IT department is working on right now?  
Here are the top five responses:

Security  
technologies 14%
Legacy systems 
modernizations/
replacement 10%
On-premises  
software 10%

Data  
analytics 7%
Software  
as a service (SaaS) 6%

Source: Computerworld’s Forecast 
2017 survey of 196 IT managers, 
directors and executives.
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D IGITAL transforma-
tion is sparking 
change on many 
fronts, which means 

IT professionals have a lot to 

tackle as they head into 2017. 
As part of this march toward 
IT-driven reinvention, tech 
leaders are keeping watch on 
several emerging technologies 
that they believe will be cata-
lysts for long-term innovation.

The 196 IT professionals par-
ticipating in Computerworld’s 
Forecast 2017 survey zeroed in 
on the internet of things (IoT), 
self-service IT, mobile pay-
ments, artificial intelligence 
and next-generation Wi-Fi as 
the five technologies that have 
the most potential to disrupt 
their businesses. 

Here’s a look at those emerg-
ing areas, with insight on how 
tech leaders are gearing up to 
respond in the year ahead.

1 IoT/M2M/Telematics
Pundits project that up-
wards of 26 billion devices 

will be connected to the IoT by 
2020, and that more than half of 

new business processes and sys-
tems will involve IoT function-
ality in some way by then. Cur-
rently, corporate IT shops seem 
to be taking a measured ap-
proach, pursuing pilot projects 
in lieu of full-out deployments 
— a strategy that seems prudent 
in light of incidents like the IoT-
driven DDoS attack in October 
that knocked out a significant 
portion of the internet.

In Computerworld’s Forecast 
2017 survey, 20% of the re-
spondents said elements of the 
infrastructure supporting the 
emerging ecosystem of inter-
connected devices — IoT tech-
nologies, machine-to-machine 
(M2M) systems and telematics 
— collectively constitute the 
No. 1 area of new spending. And 
another 20% said this category 
looms as the disruptive technol-
ogy most likely to impact their 
organizations over the next 
three to five years. 

That said, only 13% of the 

Savvy tech execs are 
keeping these cutting- 

edge developments  
on their radar screens.  

BY BETH STACKPOLE

5 Disruptive 
 Technologies 
 to Track in 2017
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respondents said that they’re 
currently beta-testing or pilot-
ing IoT projects, though 24% 
either have projects underway 
or expect to launch one in 2017.

Even before the DDoS inci-
dent, Douglas Davis, informa-
tion systems coordinator at 
Monical’s Pizza, said he had 
serious reservations about the 
security implications of IoT 

technologies. In particular, he 
worries about the possibility of 
tampering with freezers and 
ovens, which are critical for 
day-to-day operations and sales 
at the Bradley, Ill.-based compa-
ny’s 60-plus pizza shops, located 
in several Midwestern college 
towns. “When you talk about 
IoT, I’m a firm believer that the 
more things you connect to the 

internet, the more things can be 
messed with,” he says.

Security issues aside, the 
benefits of IoT are still nebu-
lous, says John Lauderbach, 
vice president of IT at Boston 
supermarket chain Roche Bros. 
Lauderbach says he sees huge 
potential in the idea of leverag-
ing sensors to monitor every-
thing from how long shoppers 
linger at a particular display to 
the impact of greenhouse gases 
on operations — eventually. 
“I don’t know too many doing 
anything with IoT yet, but it’s 
certainly coming,” he says. “It 
will help us be less reactive and 
more proactive.”

2 Self-Service IT
Business users, empow-
ered by easy-to-deploy 

cloud services and easy-to-use 
consumer technologies, are 
marching to the beat of their own 
drum, increasingly mustering 

control over technology deploy-
ments without oversight from IT.

Instead of fighting such ef-
forts, IT groups should look at 
the rise of so-called shadow 
IT as an opportunity to offload 
some mundane work so they 
can focus on more strategic 
initiatives. Deploying tools that 
help business users help them-
selves can free up IT staffers to 
work on other things. 

Some 22% of the respon-
dents to our Forecast 2017 sur-
vey said self-service IT was the 
most disruptive technology for 
their business, an indication 
that IT organizations are start-
ing to catch on and factor self-
service IT capabilities into their 
long-term plans. 

At the Washington State De-
partment of Corrections, self-
service capabilities have im-
proved the 185-person IT staff’s 
ability to effectively cover all of 
the support needs of the agen-
cy’s 9,500 corrections officers, 

Ready, Set, Disrupt
What disruptive 

technology is 
most likely to 

impact your 
organization in 
the next 3 to 5 

years? Here are 
the top 5:

Big data/analytics

Cloud/SaaS

Internet of things/M2M

Self-service IT

Mobile payments

30%

29%

20%

22%

20%
Source: Computerworld’s 

Forecast 2017 survey 
of 196 IT managers, 

directors and executives.
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staffers, contractors and volun-
teers. The IT help desk is now 
able to handle all of the calls it 
receives — somewhere between 
400 and 600 daily, the majority 
related to password resets and 
account access — thanks to a ser-
vice management platform and 
a knowledge base portal that 
enable users to resolve common 
issues on their own, according 
to systems and applications su-
pervisor Michelle Greene. 

The reconfigured self-service 
portal accepts emails from us-
ers, automatically inserts default 
topics in the subject line (such 
as “Reset my password in SAP-
GUI”) and replies with relevant 
data from the knowledge base. 
“It provides an instant conve-
nience as well as coverage dur-
ing the 24-hours-a-day/seven-
days-a-week schedule kept by 
correctional staff,” says Greene. 
“This improves the overall pro-
ductivity of our IT staff as cus-
tomers can help themselves, 

while freeing up IT profession-
als to tackle more complex is-
sues affecting public safety.” 

3 Mobile Payments
As the smartphone 
morphs from a communi-

cations tool into a lifestyle device, 
companies that sell things to 
people are starting to embrace 
mobile payments as a prerequi-
site for doing business, especial-
ly if they’re courting millennials 
and consumers in urban areas.

According to research from 
the Pew Charitable Trusts, 
nearly seven in 10 U.S. adults 
own smartphones, and owning 
a smartphone is the most com-
mon catalyst for adopting some 
form of mobile payment. Of 
people already using a mobile 
payment tool, 72% are millen-
nials or Gen Xers, and most are 
more likely to live in metropoli-
tan areas, have bank accounts 
and be college-educated, ac-

cording to the Pew research. 
Younger people see value in 
mobile payments for a variety 
of reasons, from convenience to 
their desire to cash in on incen-
tives and rewards offers.

For organizations selling 
products to that demographic, 
mobile payment tools have 
inched up on the IT project pri-
ority list. In the Computerworld 
Forecast 2017 survey, 20% of 
the respondents cited mobile 
payments as the most disrup-
tive technology on their dockets 
moving forward.

Monicals Pizza has already 
adopted mobile payments, driv-
en by demand from its college 
student customers. In addition 
to letting customers use a num-
ber of mobile payment options, 
including Apple Pay and Google 
Wallet, the chain is also inves-
tigating using mobile apps to 
help customers manage gift 
cards and to drive sales to indi-
vidual stores with e-incentives.

You have to be 
able to take the 
guest’s payment 
in WHATEVER 

FORM they wish 
to offer it.

DOUGLAS DAVIS, 
INFORMATION SYSTEMS 

COORDINATOR,  
MONICAL’S  PIZZA
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“The reality is you have to be 
able to take the guest’s payment 
in whatever form they wish to 
offer it,” says Davis. “In our case, 
being in so many college towns, 
we have to accept mobile pay.”

4 Artificial 
Intelligence
Once the stuff of sum-

mer blockbuster movies and sci-

ence fiction novels, artificial in-
telligence and knowledge-based 
systems are creeping into the 
enterprise courtesy of emerging 
technologies like the IoT and big 
data, and they’re popularized by 
high-profile initiatives like some 
of the projects IBM has under-
taken with its Watson platform.  

A recent study by Stanford 
University took a look at how 
A.I. and smart technologies will 

impact life in 2030 across eight 
categories, from employment to 
healthcare and transportation. 
Among its conclusions: A.I. will 
drive advances in autonomous 
vehicles and aerial delivery 
drones that will change both 
travel and city living; in health-
care, smart sensors will serve 
as lifelines for patients, helping 
to monitor vital signs and col-
lect data about blood pressure, 
glucose levels and much more. 
Accordingly, in the Computer-
world Forecast 2017 survey, 19% 
of respondents said they viewed 
A.I. and knowledge-based sys-
tems as the most disruptive 
technology on the horizon over 
the next few years.

In the business sector, com-
panies are exploring how to fold 
A.I. and machine learning into 
mainstream enterprise and au-
tomation applications — mostly 
through the use of predictive 
analytics. It’s still early days, 
however, despite the poten-

tial for A.I. to raise the bar and 
bring efficiencies to customer 
service, business operations 
and even cybersecurity. 

At Roche Bros., Lauderbach 
says the supermarket chain has 
no specific near-term plans for  
A.I., but he sees huge potential 
for the technology to transform 
the company’s operations. He 
says A.I. could be tapped to op-
timize and reduce myriad costs 
related to network bandwidth 
or energy use and, when used 
in concert with robots, it could 
improve mundane tasks like 
checking prices and verifying 
compliance with vendors’ pla-

[There] are 
really boring 

tasks that robots 
can do famously. 
[A.I. IS] COMING. 

JOHN LAUDERBACH,  
VP OF IT,  ROCHE BROS.

Investing in Future Tech
Top 5 categories that respondents identified  
as new areas of spending:

Internet of things/ 
M2M/telematics 20%
Hybrid cloud  
computing 17%
Platform as a  
service (PaaS) 15%

High-performance  
computing (HPC) 14%
Infrastructure  
as a service (IaaS) 13%
Source: Computerworld’s Forecast 2017 survey  
of 196 IT managers, directors and executives.
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nograms — schematic represen-
tations of how shelves should 
be stocked. “These are really 
boring tasks that robots can do 
famously,” he says. “It’s coming.”

5 Next-Generation  
Wi-Fi
The vision for a con-

nected universe of smart homes, 
wearables, cars and everything 
in between has set the stage for a 
new iteration of Wi-Fi technol-
ogy, one that’s specifically de-
signed to support the low-pow-
er, long-range requirements of 
IoT applications.

An emerging wireless pro-
tocol known as Wi-Fi HaLow, 
which is based on the still devel-
oping IEEE 802.11ah standard 
and is championed by the Wi-Fi 
Alliance, promises to double the 
range of standard Wi-Fi connec-
tions and leverage the 900MHz 
part of the spectrum to break 
through obstacles like walls and 

cover long distances to deliver 
power-efficient connectivity. In 
addition to featuring numerous 
security and interoperability 
enhancements, HaLow is also 
said to be capable of supporting 
thousands of devices per access 
point, making it easier for mu-
nicipal officials, businesses and 
individuals to track all the pos-
sible connected endpoints.

Although Wi-Fi HaLow is still 
in its infancy and certified prod-
ucts are not expected until 2018, 
IT organizations are already feel-
ing the heat to get next-genera-
tion Wi-Fi road maps in place. In 
the Computerworld Forecast 2017 
survey, 18% of the respondents 
cited next-generation Wi-Fi as 
the most disruptive technology 
they will have to deal with over 
the next three to five years.

Mott Community College 
(MCC), in Flint, Mich., plans to 
ease its way into the new tech-
nology one step at a time. The 
college just completed an up-

grade to its existing Wi-Fi net-
work, integrating beacons and 
Google maps to support a new 
interactive campus map appli-
cation, and more upgrades are 
on the horizon. Campus safety 
will be a priority next year and 
beyond, and future iterations 
of Wi-Fi will play a role in ef-
forts to improve safety. “With 
all of the school shootings going 

on everywhere, we’re upgrad-
ing and improving our security 
cameras . . . and Wi-Fi is tied 
to that,” says Cheryl Shelton, 
MCC’s CTO. “We’re spending a 
lot of time on campus safety.” u

STACKPOLE, a frequent Computer-
world contributor, has reported on 
business and technology for more 
than 20 years. 

In the next 12 
months, do 

you anticipate 
launching an  

IoT project?

Source: Computerworld’s 
Forecast 2017 survey 

of 196 IT managers, 
directors and executives.

No

56%

Yes

12%

Don’t know

20%

We currently 
have an 
IoT project 
under way

12%

Internet of Things
A Mixed Bag for the 
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S COTT ZULPO is facing 
stiff competition.

He’s adding a senior 
project manager, a net-

work analyst and a help desk 
worker to his 55-member IT staff 
at BCU, a Vernon Hills, Ill.-based 
credit union where he is vice 
president of IT. He plans to add 

even more people in 2017 to keep 
up with an increasing demand 
for tech-driven innovations.

“The challenge is twofold 
— first finding talent, and then 
determining if that talent has 
the skills, experience and per-
sonality to thrive in the posi-
tion,” says Zulpo, who’s mindful 
that “the cost and impact of not 
hiring an ‘A’ player is huge.”

Zulpo has his work cut out for 
him. He’s hiring at time when 
few IT professionals are out of 
work, so competition for tech tal-
ent is fierce. The unemployment 
rate for tech workers is about 2%, 
according to recent data from the 
U.S. Bureau of Labor Statistics. Programmers, support techs and security pros, rejoice.  

Your skills are bankable assets. BY MARY K. PRATT

10 Hottest 
 Tech Skills 
 for 2017

The cost and 
impact of not 
hiring an ‘A’ 

PLAYER is huge. 
SCOTT ZULPO,  
VP OF IT,  BCU  
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Moreover, Zulpo is seeking 
the same skills that many of 
his fellow IT leaders also need. 
Computerworld’s Forecast 2017 
survey of 196 IT professionals 
found that both project man-
agement and technical support 

were among the top 10 most 
sought-after skills among sur-
vey respondents who said they 
plan on adding head count in 
the new year.

“The IT labor market is still 
very hot. The candidate is very 

much in the driver’s seat,” says 
Jason Hayman, market research 
manager for IT staffing firm 
TEKsystems. 

Hayman points to a govern-
ment report that estimates that 
500,000 to 1 million IT jobs go 
unfilled every year, but notes 
that some analysts say the fig-
ure is closer to 2 million. He 
says there’s a classic supply-and-
demand scenario working here, 
with demand for talent far ex-
ceeding supply. “The takeaway 
is there aren’t enough of these 
workers,” he says.

Here’s as look at the top 10 
most in-demand tech skills, as 
determined by the 29% of re-
spondents to Computerworld’s 
Forecast 2017 survey who said 
they plan to increase head 
count in the next 12 months. 

If you’re a manager looking 
to hire people with these skills, 
be prepared — it could take a 
while to find the right person. 
If you’re an IT pro in possession 

of these skills, congratulations: 
Your services are in demand. If 
you intend to refresh your tech 
skills for 2017, start taking notes 
— this is where the action will 
be in the upcoming year.  

1 Programming/
Application 
Development

n 35% of respondents with 
hiring plans said they will be 
seeking people with this skill in 
the next 12 months.

Developers and programmers 
continue to be leading players in 
the IT world, with hiring manag-
ers citing programing and appli-
cation development as the top 
skills they will be seeking in the 
upcoming year.

“Companies are still develop-
ing software and applications,” 
says Jack Cullen, president of 
IT staffing firm Modis. Com-
panies need tech pros who can 

Hot Skills
Top 10 skills respondents plan to hire for in the next 12 months:

Programming/application  
development 35%

Help desk/ 
tech support 35%

Security/compliance/
governance 26%

Cloud/SaaS 26%

Business intelligence/ 
analytics 26%

Web development 26%

Database  
administration 25%

Project management 25%

Big data 25%

Mobile applications  
and device  
management 21%

Base: 57 respondents who expect 
to increase IT head count in the 
next 12 months.

Source: Computerworld’s Forecast 2017 
survey of 196 IT managers, directors 
and executives.
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customize off-the-shelf ap-
plications, work on APIs and 
integration points, and even 
develop proprietary software — 
yes, that’s still happening, even 
in the age of software as a ser-
vice (SaaS). Systems need to be 
maintained and updated, which 
further sustains the need for 
developers and programmers.

Because of the strong de-
mand for these specialists, 
organizations have to pay top 
dollar to attract talent. In fact, 
Cullen says he sees employers 
trying to entice top candidates 
to leave their current positions 
by making them offers that 
exceed their current salaries by 
upwards of 15%.

2 Help Desk/Technical 
Support 
n 35% of respondents 

with hiring plans said they will be 
seeking people with this skill in 
the next 12 months.

BCU’s Zulpo is looking for a new 
service desk manager to replace 
someone who recently left. He 
says he knows he’s competing 
with many other employers 
as he tries to recruit help desk 
talent, but he still has high stan-
dards for this hire.

“We’re looking for someone 
who not only can handle tickets 
coming in but can help us bring 
in best practices, policies and 
procedures,” Zulpo says.

Help desk staff remains in 
high demand because technol-
ogy is so pervasive, says Rafi 
Khan, the former CIO at River-
side Community Care and now 
a senior consultant at Open 
Minds, a health and human ser-
vices management consultancy. 

That’s also why it’s critical to 
find the right people for these 
jobs. Even though support tech-
nician is sometimes seen as an 
entry-level position, Khan says 
companies often require candi-
dates to have broad knowledge 

about different hardware and 
software systems so they can 
handle requests from all over 
the organization.

IT staffing firm Robert Half 
Technology lists help desk and 
desktop support professionals 
(especially Tier 2 and Tier 3 per-
sonnel) among the most in-de-
mand tech workers for 2017. It 
says annual salaries range from 
$36,000 to $51,750 for Tier 1 
workers, and from $60,000 to 
$80,500 for Tier 3 professionals.

3 Security/Compliance/
Governance 
n 26% of respondents 

with hiring plans said they will be 
seeking people with this skill in 
the next 12 months.

As manager of information man-
agement systems at the Central 
Pension Fund, Gregory Drauch 
oversees nine people who 
support 70 employees at the 

Washington, D.C., nonprofit 
organization. He says he’s now 
assessing what skills he needs 
for the upcoming year but al-
ready expects to add security 
competencies to the mix.

“Security is an ever-evolving 
threat, and it takes work to 
make sure your own skills are 
up to date,” he says.

As an IT leader at a small 
organization with a small tech 
team, Drauch sees the need for 
all IT staffers to have security 
proficiencies so that infrastruc-
ture and data security become 
routine parts of everyone’s du-
ties. “If it’s not built in from the 
start, security is much more  
difficult to incorporate effec-
tively,” he says.

Drauch plans to hire a con-
sultant to help him strengthen 
the organization’s security 
posture and engage a managed 
security service provider for 
penetration testing. He hopes 
to use both to train existing 
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team members in current best 
practices and security technolo-
gies — because the high salary 
that a full-time security profes-
sional commands in the cur-
rent market is a stretch for an 
organization of Central Pension 
Fund’s size.

Karsten Scherer, the global 
analyst relations lead at TEK-
systems, says even companies 
that are able to pay top dollar 
have trouble finding seasoned 
security professionals, particu-
larly individuals with recog-
nized credentials such as the 
Certified Information Systems 
Security Professional (CISSP). 
“There are far fewer people in 
the market than there are jobs 
for them,” he says.

4 Cloud/SaaS
n 26% of respondents 
with hiring plans said 

they will be seeking people with 
this skill in the next 12 months.

Peter Danchak has been in IT 
for more than 25 years, the past 
16 at Data Recognition Corp. 
(DRC), where he’s now a systems 
administrator. Over the years, 
he has seen several companies, 
including his own, migrate 
more and more infrastructure 
to the cloud.

Danchak now works mostly 
with cloud technologies, sup-
porting integration and engi-
neering the architecture needed 
for a cloud environment. He says 
he gained the necessary skills 

through independent study and 
company-sponsored training — 
and those skills have been wel-
come additions to his résumé.

“The cloud environment 
is growing so fast; it’s creat-
ing many new opportunities 
for businesses and workers,” 
Danchak says.

There’s no single skill asso-
ciated with cloud computing 
or SaaS; rather, companies are 
looking for a range of experi-
ences and skills in candidates 
for cloud-related positions, 
says Sean Dowling, a partner at 
staffing firm WinterWyman and 
manager of recruiting strategy 
in the firm’s technology con-
tract staffing division. 

“Cloud architects, software 
engineers with cloud or AWS 
[Amazon Web Services] experi-
ence, DevOps engineers — you 
see [ads for those people] all day 
long,” he says, noting that help-
wanted posts for system admin-
istrators and network engineers 

who have cloud experience are 
also plentiful.

5 Business 
Intelligence/Analytics
n 26% of respondents 

with hiring plans said they will be 
seeking people with this skill in 
the next 12 months.

As manager of data analytics for 
North Carolina healthcare sys-
tem Mission Health, Arun Muru-
gesan has seen his team grow 
from two people to 35 in just a 
few years. He expects to hire 15 
to 20 people in the next couple 
of years as his organization 
seeks to gain greater insights 
from the data it collects.

“There has been a huge surge in 
[the number of] people harness-
ing the power of data,” he says.

Healthcare companies have 
put a particularly high premi-
um on BI and analytics skills, 
but the insurance and financial 

The cloud 
environment 

is growing 
SO FAST; 

it’s creating 
many new 

opportunities. 
PETER DANCHAK,  

SYSTEMS ADMINISTRATOR, 
DATA RECOGNITION CORP.
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services industries, the retail 
sector and other industries are 
also driving demand for these 
specialists.

“Companies want to mine 
their data to gain a competitive 
advantage,” says John Reed, se-
nior executive director of Rob-
ert Half Technology, explaining 
that companies need tech pros 
who can turn data into insights 
that senior leaders can use to 
understand buying patterns and 
industry trends and ultimately 
drive business strategy.

Top candidates for BI and 
analytics jobs often have math, 
engineering and statistical 
backgrounds, Reed says. They 
know how to use specific BI 
tools and are skilled in data-
related programming languages 
such as SQL. They’re also 
business-savvy and are able to 
mine the data to show ways to 
improve revenue or cut costs or 
otherwise deliver competitive 
advantages.

6 Web Development 
n 26% of respondents 
with hiring plans said 

they will be seeking people with 
this skill in the next 12 months.

The internet is the vehicle that 
organizations use to connect em-
ployees, clients, partners and cus-
tomers, so it’s not surprising that 
the job of web developer remains 
a staple in the IT team, and that 
talented web developers con-
tinue to be in demand even as 
companies add social and mobile 
platforms to their portfolios. 

WinterWyman’s Dowling says 
companies are hiring both full-
time web developers and con-
tractors at a fast clip. Employers 
are particularly interested in 
technologists skilled in front-end 
development, so they’re search-
ing for people with HTML, CSS 
and JavaScript expertise.

“The website is your store-
front; you need a slick inter-

face that supports content and 
connects with other systems,” 
Dowling says.

Companies are continually 
updating and innovating in this 
area, Dowling says, and that’s one 
of the big reasons why web devel-
opment expertise is among the 
top 10 most sought-after skills.

According to recent statistics 
from the Bureau of Labor Statis-

tics, demand for web developers 
will grow significantly faster than 
demand for other tech profes-
sionals. According to BLS esti-
mates, by 2024 the number of 
web development jobs is likely to 
have grown 27% from 2014 lev-
els, translating into 148,500 addi-
tional jobs. The average projected 
rate of growth for all IT jobs in 
that same time frame is 12%.

Hard to Hire
Which skills 

will be most 
difficult to hire 

for in 2017? 
Here are the 

top 5:

Source: Computerworld’s 
Forecast 2017 survey 

of 196 IT managers, 
directors and executives.

Security

Programming/application development

Project management

Business intelligence/analytics

Help desk/technical support
Base: 57 respondents 

who expect to increase 
IT head count in the  

next 12 months.

25%

16%

5%

14%

7%
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7 Database 
Administration 
n 25% of respondents 

with hiring plans said they will be 
seeking people with this skill in 
the next 12 months.

Database administration “is a 
skill set that is not going away,” 
says Kitty Brandtner, who con-
nects Chicago-area companies 
with IT talent through her role at 
recruiting firm LaSalle Network. 
Case in point: Brandtner says 
there’s not a month where her 
firm doesn’t see demand for SQL 
programmers and other skills re-
lated to database administration. 

According to most recent 
statistics from the BLS, it’s a 
good time to be — or become 
— a database administrator 
(DBA). The agency has pegged 
the rate of growth in employ-
ment opportunities for these 
professionals at 11% from 2014 
to 2024 — a pace that would add 

an additional 13,400 jobs. 
Employers expect top DBAs 

to have a range of skills. Profi-
ciency in data modeling and da-
tabase design rank high, as does 
the ability to ensure database 
performance and data integrity, 
recruiters say.

DBAs also need to under-
stand the user experience to 
ensure that data is of good qual-
ity from the time it is input, 
says Michelle Beveridge, CIO 
at Intrepid Group, an adventure 
travel company. Beveridge has 
one database administrator on 
staff and may hire another in a 
year or so. She says based on the 
market for this position, she’s 
already expecting a challenge.

“It’s hard to find DBAs  
who can put themselves in the 
shoes of the user as a means to 
improving data quality,” Bev-
eridge says. “Many DBAs think 
in terms of data rules, manda-
tory input requirements and 
data structures rather than 

close examination of the busi-
ness processes behind the data 
collection.”

8 Project 
Management
n 25% of respondents 

with hiring plans said they will be 
seeking people with this skill in 
the next 12 months.

Over the past 18 months, BCU’s 
Zulpo set up a project manage-
ment office with a half-dozen 
professionals to shepherd the 
credit union’s growing number 
of projects. He says he’s now 
looking to add one more pro-
fessional to his staff to keep up 
with the volume of work.

His expectations for this can-
didate are high: He’s looking for 
someone with a Project Man-
agement Professional (PMP) 
certification, a master’s degree 
and a track record of success-
fully managing projects, as well 

as the ability to collaborate with 
various business partners and 
juggle multiple projects.

“This is a highly visible per-
son,” Zulpo says, and given his 
lengthy list of desired qualities, 
he knows he might need three 
to six months to fill the posi-
tion. But a lengthy search is 
worth the trouble because hir-
ing that wrong person would 
be costly — though he acknowl-
edges that “that applies to all 
our positions across IT.” 

Zulpo’s comments mirror 
what other hiring managers are 
saying about project manage-
ment, according to TEKsystems’ 
Hayman. They expect candi-
dates to have certifications and 
solid experience. Moreover, 
candidates must show they 
understand the technical and 
functional elements of the role 
and that they can communicate 
with people and lead teams. 
And on top of that they must be 
good cultural fits, too.

http://www.computerworld.com
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9 Big Data
n 25% of respondents 
with hiring plans said 

they will be seeking people with 
this skill in the next 12 months.

Companies are inundated with 
information harvested from vari-
ous sources, and they need expe-
rienced people to extract in-
sights and value from the wealth 
of structured and unstructured 
data they have amassed, says 
Matt Leighton, director of re-
cruiting for Mondo.

Leighton says companies 
want big data pros who are able 
to build out current data sets 
and have experience in specific 
technologies such as Hadoop 
and Oracle. They’re also look-
ing for engineers and architects 
who know big-data-oriented 
computer languages, such as 
Scala. And they want people 
with experience in specific 
industries, because industry 

experience helps big data pro-
fessionals derive insights and 
value from the firehose of data.

10 Mobile 
Applications 
and Device 

Management
n 21% of respondents with 
hiring plans said they will be 
seeking people with this skill in 
the next 12 months.

Several years into the mobile rev-
olution, mobile initiatives are still 
top of mind for IT leaders and 
their companies: Expertise in 
mobile apps and mobile device 
management are still among the 
10 most sought-after IT skills, 
and 35% of the respondents to 
Computerworld’s Forecast survey 
said they plan to increase spend-
ing on mobile applications in 
2017, making mobile the No. 2 
spending priority for the year. 

Reltio, a data management 

firm in Redwood Shores, Calif., 
doesn’t deploy its own mobile 
apps, yet managers still need 
staffers who understand mobile, 
says Ramon Chen, who over-
sees personnel and recruiting 
as chief marketing officer and 
head of product management.

“We want our existing plat-
form and applications to deploy 
in a browser-responsive man-
ner, meaning the same code 
knows when it’s running on mo-
bile and that it should display 
in a mobile-friendly way,” he 
says. And for that to happen, he 
needs IT employees with mobile 
app development know-how. 

Reltio currently doesn’t have 
mobile-only job titles. Instead, 
it expects all of its developers 
to have mobile skills as part of 
their repertoires. Chen is, how-
ever, currently seeking two spe-
cialists — a user interface (UI) 
designer and a senior UI design-
er — to help the company carry 
out its strategy of delivering on 

mobile and, more specifically, to 
help create the best user inter-
faces and user experiences.

“We want someone who 
doesn’t just design [the mobile 
app] but also manages it once 
it’s built and in use,” he says. 
“These people need to be cus-
tomer-facing, too, to be able to 
get feedback about what [users] 
like and don’t like.”

Chen’s approach to hiring for 
these positions, and for mobile 
skills overall, mirrors the strate-
gies of other IT leaders. He says 
he wants candidates with the re-
quired skills, but he also wants 
people who fit culturally. Yes, 
he concedes, it’s tough to land 
people like that in a job market 
where competition for mobile 
talent is fierce. But he’s willing 
to take upwards of three months 
to find the right individuals. u

PRATT is a Computerworld con-
tributing writer. You can contact 
her at marykpratt@verizon.net.
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THE YEARLY TESTING of our 
incident response protocol was 
on my radar for later this year, 
but circumstances moved it 
up on the agenda and turned 

it from a tabletop 
exercise to a real-
world crisis. 

What precipi-
tated the crisis was the Oct. 21 
distributed denial-of-service at-
tack against DNS provider Dyn. 
Calls started coming in around 
8:30 a.m. Eastern time, just as 
our East Coast customers were 

arriving to work and attempt-
ing to log in to my company’s 
cloud-based software-as-a-ser-
vice applications. By 9:30, more 
than 200 calls had been logged. 
That’s when I got involved. 

After a hastily arranged tele-
conference among the heads of 
various departments, we decid-
ed on several courses of action, 
but it was frustrating to know 
that we were being severely 
affected by something entirely 
out of our control, and that no 
immediate fix was available.

No Secondary Provider
A top priority was to deal with 
a crucial shortcoming in our di-
saster recovery plan — one that 
we probably would have been 
able to identify and address at 
our leisure if this were only an 
exercise: We had no secondary 
DNS provider. Now we needed 
one fast, but DNS is a some-
what tricky service. It’s no triv-
ial matter to point to another 

provider, let alone configure a 
secondary. Things such as DNS 
caching and time-to-live (TTL) 
settings are out of our control 
and make switching to another 
DNS provider anything but 
quick. 

TTL is a method for limiting 
the life span of data in systems 
and networks in order to im-
prove performance. When the 
preset TTL expires, data is dis-

Security Manager’s  Journal
The DDoS attack against DNS provider Dyn  
finds our manager without a backup plan. 

Just a Test? If Only!

Trouble 
Ticket

At issue: The 
company’s DNS 

service goes down when 
the provider is hit by 
a DDoS attack — and 
there’s no backup.

Action plan: Make 
arrangements with 

a second provider, and 
hold customers’ hands 
until the switchover is 
complete.

FIND FULL COVERAGE of IT 
security at computerworld.com/

category/security
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carded, forcing a data refresh. 
That would be necessary so that 
our customers’ systems would 
see the new DNS provider that 
they would need to point to. 
But we only have control of 
our local TTL, not the TTL of 
our DNS service provider. And 
typically, TTL is set at 24 or 48 
hours. 

Nonetheless, we had to do 
something, and since we have 
invested fairly significantly in 
Amazon Web Services for some 
development infrastructure, 
we turned to Amazon’s DNS 
service, Route 53. We first had 
to take all the DNS records 
that we had been “advertising” 
to Dyn and copy them to the 
Route 53 configuration. We 
then advertised in our local 
DNS configurations that Route 
53 would be our primary DNS 
going forward. 

Then we had to wait for cach-
es to get flushed and the TTLs to 
expire. Fortunately, calls started 

to dwindle within a couple of 
hours of making the switch, 
and by the end of the day, every-
thing seemed to be stabilized. 

Customer Outreach
While the DNS switchover was 
in progress, we took other steps 
to address customers’ concerns. 
The attack was getting plenty 
of attention in the news, but we 
couldn’t assume that our cus-
tomers would realize that our 
problems were the result of an 
attack against a totally different 
company. We had to reassure 
them that our company wasn’t 
under attack, that none of their 
data was at risk and that we 
were in the process of modify-
ing our infrastructure to ensure 
that this type of attack couldn’t 
hurt us again.

Thanks to the efforts of our 
customer support team, we 
now have a standard email 
response that we can send to 
customers in the event of some 

future DDoS attack, as well as 
useful fodder for the company’s 
status page and an FAQ that 
answers questions about these 
types of attacks. 

As for the operations team, 
it will be busy figuring out how 
to configure two DNS service 
providers, how to sync data 
between them and how to deal 
with other idiosyncrasies arising 
from having much-needed re-
dundancy in our DNS service. 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.

We had no secondary DNS 
provider. Now we needed one 
fast, but DNS is a somewhat 
tricky service. 
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CHECK OUT SHARKY’S BLOG, browse the Sharkives and sign up for home delivery.

an internet connection. 
Rather than take one of the 
empty desks or ask for a 
patch cable for her laptop, 
she proceeded to sit next 
to our server, remove the 
cable from the back of 
the running machine and 
plug her laptop. And when 

she was done, returning 
the cable to its happy 
home was apparently 
too much of a technical 
challenge for her. It was 
our own fault, really. The 
server now sits in a locked 
room, behind barbed wire, 
with the traditional ‘Das 

Well, Let’s Face It — Nobody 
Else Was Using It! 
THIS SMALL TEAM OF AUDITORS arrives at work one 
morning to find that their server — which has been running 
for several months without a hiccup — has suddenly gone 
incommunicado. “We investigated and soon determined it had 
been offline since the previous afternoon,” reports a pilot fish 
on the team. “Come to find out that another worker — a field 
supervisor! — came into our office to do work and needed 

http://www.mayforth.com/
http://www.computerworld.com/blog/shark-tank/
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I went to talk to the boss about all the things a PC could 
do for each store. His reaction: ‘PCs? Over my dead body!’ 

Blinkenlights are nicht fur 
Gefingerpoken’ warning 
sign.”

What’s in a Name?
Flashback to the early 
1990s, when this regional 
retail chain is beginning 
to consider in-store use of 
PCs. “I went to talk to the 
boss about all the things 
a PC could do for each 
store,” says an IT pilot 
fish working there. “His 
reaction: ‘PCs? Over my 
dead body!’ At the time, 
our shelf signs were made 
by each store’s manager 
with some pre-printed sign 

stock and a Sharpie — or 
crayons, or whatever was 
close at hand. Knowing 
we could do a better job 
with a PC and a laser 
printer, we developed a 
stealth project to make 
this happen. We installed 
the system at one store 
and invited the boss to see 
the shelf signs we made 
with our new ‘sign kit.’ He 
loved it — and we never 
mentioned that it was the 
PC he had nixed. Today 
the stores have 10 PCs 
each and couldn’t function 
without them — and the 
boss is now a convert.”

So, We Have 
Options?
At this government facil-
ity, the latest buzzword is 
a federal initiative called 
the National Cybersecurity 
Workforce Framework. 
How big a deal is it? “The 
boss called a meeting to 
discuss what these new 
requirements will mean 
for us,” says an IT pilot fish 
on the scene. “According 
to the person giving us the 
briefing, all IT folks will be 
automatically subject to 
the new rules. The briefer 
went into great detail on 
all the new requirements: 

Industry certifications are 
now required for everyone. 
And for the senior IT folks, 
they’re really hard certifi-
cations. And anyone who 
does not get the required 
hard certifications can be 
fired. When the briefer 
finished, the boss took the 
microphone — to let us 
know that it was also Sui-
cide Awareness Month.” u

GOT USERS? BOSSES? CATAS-

TROPHES? Send your true 
tales of IT life to sharky@
computerworld.com. 
You’ll get a stylish Shark 
shirt for each one I use. 
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The Hottest Skill Is Hot Forever
SINCE YOU’RE READING Com-
puterworld’s forecast report, I 
assume you’re looking for infor-
mation that can help guide your 
career. That may not be your 
only focus — the Computerworld 
Forecast 2017 survey uncovered 
valuable information for those 
seeking insights about our in-
dustry and organizations, too. 

But I’m betting you’re think-
ing about your job to some ex-
tent. And with that in mind, it’s 
well worth considering the best 
way to look at the survey results 
from a career perspective.

When it comes to the way 
the Forecast 2017 data reflects 
trends in the IT job market, the 
most misunderstood question 
in the survey may be this one: 
“What is the single most im-
portant technology project that 
your IT department is working 
on right now?” It’s easy to look 
at the priority list as a guide to 
the technologies you should 
learn in order to position your-
self for the future. But the an-
swers to that question don’t re-
flect what people think will be 
most important in the years to 

come. In fact, they are a guide 
to what people thought was im-
portant last year. Projects don’t 
spin up overnight. It takes time 
to plan and budget for big initia-
tives. So the answers represent 
the follow-through on old as-
sumptions and priorities rather 
than a guide to new ones.

It’s also instructive to exam-
ine how much the responses 
to that question change year to 
year. New technologies appear 
and others fade. Some remain 
relatively stable for long peri-
ods, and others come and go 

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.
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seemingly overnight. Some of 
the projects listed appear to be 
the result of long, careful plan-
ning, but the top ones seem like 
reactions to last year’s hair-on-
fire crises in areas such as secu-
rity and customer satisfaction.

Enduring Goals
The mutability of responses to 
that question makes another 
question doubly interesting: 
“What is the primary goal of 
your organization’s most im-
portant technology project?” 
Though projects shift from 
year to year, the goals that the 
projects seek to achieve are 

rather stable. Between last year 
and this year, the top answer 
changed (“meeting security 
goals” replaced “improving ex-
pected service levels”), but there 
was little movement below. 

So, if you’re looking for ideas 
about what will matter in the 
future, what’s hot this year isn’t 
nearly as informative as the is-
sues that organizations seek to 
address year after year. Those 
reveal the long-term concerns 
of our business partners and 
tell us a lot about the ongoing 
conditions under which they 
(and we) work. In other words, 
turn your attention to certain 
technologies not because they 
are hot but because they have 
the potential, for example, to 
increase productivity, gener-
ate new revenue streams or 
increase existing ones, or main-
tain or improve service levels.

And nearly all priorities 
come down to the fact that, just 

as we are under constant pres-
sure to satisfy our stakehold-
ers, our stakeholders are under 
constant pressure to feed the 
bottom line.

As always, I think that if you 
want to perform exceptionally, 
you must consider the emo-
tional factor in the workplace. 
You need to realize that your 
business partners are feeling 
overwhelmed. They live with 
unyielding, relentless pressure. 
Not only do they need to keep 
up with their day-to-day work-
load, running their operational 
groups; they’re also expected 
to continually increase the 
amount of work they can do (or 
increase the revenue that their 
work can generate).

Help Ease the Burden
And this is my advice for ad-
vancing in your career: To be 
valued and sought after as a 
leader and/or contributor, re-

If you’re wondering what will 
matter in the future, what’s hot 
this year isn’t as informative 
as the issues that organizations 
address year after year.
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gardless of the technology used 
or the objective pursued, focus 
on building your ability to help 
people who feel overwhelmed. 

This is something that we, as 
geeks, are not naturally good at. 
We want partners who are:

n  Engaged and thoughtful rather 
than scattered and distracted.

n  Articulate and specific about 
their needs rather than hur-
ried and fuzzy.

n  Patient enough for us to do the 
job right rather than exasper-
ated by analysis and planning.

n  Calm and logical rather than 
emotional and volatile.

But even if our business part-
ners are by nature people with 
whom we would love to work, 
the conditions under which 
they work usually prevent them 
from feeling and behaving as 
we would like. They are scared, 
exhausted and distracted by the 

volume and urgency of incom-
ing information and demands.

What they want most is to 
work with people who can al-
leviate their pain. Instead, IT 
is often perceived (unfairly, 
IMHO) as adding to their diffi-
culties. They think we demand 
too much of them, ask too many 
questions, request explicit in-
formation that we should al-
ready know, or seek answers 
that they simply don’t have.

To work with overwhelmed 
people, cultivate your ability to 
do the following:

n  Communicate your under-
standing of their sense of  
urgency.

n  Project an image of compe-
tence without arrogance.

n  Convey a personal commit-
ment to being helpful.

n  Remain calm and focused  
regardless of the state  
others are in.

n  Ensure that specific requests 
match real priorities.

n  Confirm assumed answers to 
questions rather than asking 
too many.

To build a satisfying career, 
focus on building your ability to 
make the people around you feel 
important and cared for. Your IT 
skills are important, but the bul-
let points on your résumé aren’t 
what get you new opportunities. 
People will want to work with 
you again, or refer you to their 
friends, because of how you 
made them feel. And most of 
the people we work with already 
feel overwhelmed. u

To be valued and sought after as 
a leader and/or contributor, focus 
on building your ability to help 
people who feel overwhelmed.
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