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ACHIEVING 
BUSINESS AGILITY
How to Build a Digitally Resilient Enterprise



It has been a long three years, hasn’t it? At the risk of repeating the cliché, the COVID-19 pandemic 

changed everything—the way we work, the way we educate, the way we shop, the way we access 

healthcare. Not all the changes have been negative either. I love online shopping with contactless 

pickup, and I may never set foot in a grocery store again if I can help it. Banking, insurance, even 

routine healthcare visits and talk therapy sessions are no longer bookended by grueling commutes. 

Virtual school didn’t work out for my family, but I know some families who continue to take advantage 

of online/digital education and whose kids are thriving. Overall, we’ve managed to muddle through 

these last few years because of technology.

But that’s not the only reason. Much comes down to resilience. Human beings’ capacity for resilience—

that ability to go through a massive change, adjust, adapt and bounce back. Enabled by technology, 

businesses can do the same thing. And they are—at least those savvy enough to understand that 

they need to meld technological advances with input from their customers to guide the creation 

and successful execution of stellar digital experiences. Let’s face it; businesses that continued to 

double down on legacy technologies, processes and workflows weren’t able to roll with the punches 

the pandemic threw. They crumbled. Those willing to absorb the impact, examine the aftermath and 

chart a new path forward are in a much better position to keep growing and succeed. And that’s what 

resilience is all about.

Charting a 
New Path Forward

Sharon Florentine
Contributing Editor

EDITOR'S LETTER
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SECTION 01

To create and then maintain a competitive advantage, organizations 
must build a digitally resilient enterprise, modernize their business 

and embrace transformation.

the 
change 

agent
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Building a Digitally 
Resilient Enterprise
A global pandemic. Rising inflation. Regional conflict. Supply chain disruption. 

Rest assured these won’t be the last disruptions businesses face. The digital economy that 

delivers goods and services around the globe puts more pressure on organizations than 

ever before. Disruptions in the flow of goods and services cost businesses time, revenue and 

customer loyalty. The brands that build a digitally resilient enterprise and can ride out the 

ebbs and flows of the market are poised to capitalize on disruption.

Building digital resiliency goes beyond using technology to maintain or restore business 

continuity. It’s the ability of an organization to evaluate changing market conditions, apply 

decision intelligence, fully leverage its digital capabilities and quickly pivot the business to 

capitalize on the new environment.

In short, disruption can be viewed as a threat or an opportunity. When the COVID-19 pandemic 

struck, companies that had invested in digital transformation initiatives were not only better 

prepared—they had an edge over their competition. Take, for example, Sentara Healthcare, a 

nonprofit hospital and integrated health system. In the early weeks of the pandemic, Sentara’s 

hospitals, outpatient care centers and administrative offices were inundated with requests 

for COVID-19 information. Their healthcare providers were pulled away from providing care to 

screen patient phone calls and direct people to the most appropriate source of information. 

Sentara pushed for a digital solution. The result: An innovative digital healthcare experience 

centered around the deployment of a coronavirus chatbot assessment tool to manage the 

increased requests for information from concerned citizens.

1

https://www.teksystems.com/en/insights/version-next-now/2022/data-intelligence-issue
https://www.teksystems.com/en/insights/state-of-digital-transformation-2022#scope-of-digital-transformation
https://www.teksystems.com/en/insights/success-stories/sentara-healthcare-success-during-covid19


SECTION 01 Cultivating digital resilience and modernizing the business means upgrading legacy technology. 

That’s no easy feat. Legacy technologies and systems are deeply embedded into the day-to-day 

processes and workflows critical to running the business. There’s a lot to untangle. But it doesn’t 

need to be so overwhelming that it leads to indecision. In fact, organizations that fail to take 

action exacerbate the problems caused by technical debt, such as:

•	 User experience: Customers and employees expect seamless, personalized experiences with 

every interaction. Legacy systems hinder the organization’s ability to deliver these exceptional 

digital experiences.

•	 Costs: It can be difficult to account for the added costs of maintaining legacy systems. Some 

of the costs that get overlooked include the need for more specialized staff—particularly 

those with experience in dwindling skills like COBOL—to troubleshoot technical issues and the 

constant need to patch security vulnerabilities.

•	 Missed opportunities: Siloed systems prevent organizations from harnessing the true power 

of their data with AI and machine learning. Also, legacy technology lives in silos and invariably 

causes downtime. Customers who can’t make a purchase go elsewhere. 

These challenges inhibit business agility and weaken the company’s ability to respond to 

shifting markets and changing buyer behaviors. To create and then maintain a competitive 

advantage, organizations must build a digitally resilient enterprise, modernize their business 

and embrace transformation.

87%
of digital leaders say that their organization’s 
ability to compete in the market is greatly 
dependent on the flexibility of their technology 
architecture.1
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https://www.teksystems.com/en/insights/article/technical-devops-cicd
https://www.teksystems.com/en/insights/version-next-now/2020/digital-issue


Snowflake’s Freddy Guard discusses how data enables digital resiliency 
and what organizations can do to future-proof their operations and 

prepare themselves for the next disruption.

market 
perspective

SECTION 02
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How does Snowflake enable organizations to become more digitally resilient?

For any company on a digital transformation journey using data analytics, 

the number one challenge we hear about is data silos, which means disparate 

systems are housing different data sets for specific functional needs. Legacy 

systems prevent the organization from securely sharing data across different 

areas of the business or sharing with external partners. But from an analytics 

perspective, you must be able to mobilize that data at scale. The top mission 

for Snowflake is to mobilize data so you can run all your workloads on a single 

platform. If you think about the data ecosystem, the volume of data is enormous; 

you don’t even know some of the sources of data that might be coming online. 

Snowflake’s platform enables you to build a modern data ecosystem, where you 

can share data securely on a single, flexible platform.

What are some of the ways that Snowflake’s Cloud Data Platform helps 
organizations break down data silos?

Most global enterprises have a multicloud strategy, meaning they leverage 

different cloud platforms for different workloads. Snowflake is cloud agnostic. 

So as long as you’re using Snowflake, you can leverage all of your different cloud 

platforms and share data across your organization. Some organization might be 

dealing with hundreds of suppliers, all with different cloud platforms. When they 

share data, it’s a very manual process to extract data from one source, clean 

it and then pipe it into another party’s cloud. With Snowflake, it’s all seamless. 

An organization can instantly share secure data with supply chain partners and 

other business partners regardless of their cloud platform.

Data Enabled Resiliency

2

“Organizations are more open than ever to sharing data 
because they understand they’re better together versus 
trying to go it alone.”

Freddy Guard
Head of Industry GTM, Snowflake



SECTION 02

What are some of the first steps organizations should take to become more 
digitally resilient?

It really goes beyond just technology. First, start with a sound data 

strategy. Clearly define what you’re trying to achieve and secure senior-

level sponsorship. These journeys aren’t easy to undertake, not because 

of the technology but because of the people and managing change. You 

need senior-level buy-in to drive that change. Secondly, from a technology 

perspective, think about your most robust technology stack. We don’t 

know what data sets are coming down the line in the future. Do you have 

a robust and flexible technology stack that can adapt to those data sets? 

Finally, there must be collaboration between the business and IT. The 

business needs to see value rather quickly along the journey. It can’t be 12 

or 18 months before they’re able to realize value.

The ability to securely access data is critical in the event of a business disruption. 
What can organizations do to future-proof their operations and prepare 
themselves for the next disruption?

Security is a top priority. You must be very secure in terms of how you’re 

dealing with the data sets. A global organization must consider things like 

the General Data Protection Regulation (GDPR) and ensure they handle 

data in a responsible manner. The organization must be very strong from 

a cybersecurity perspective, thinking about not only today but preparing 

for tomorrow. On the business side, no one imagined they’d be looking at 

pandemic data or the scale of supply chain data or data related to the 

geopolitical events in eastern Europe. These examples all point to the fact 

that global events that we haven’t anticipated will happen. Companies 

must figure out a better way to leverage data sets that goes beyond their 

four walls. How do you leverage data from your partners? How do you use 

third-party data and how do you get ready access to that data? An 

open ecosystem from a data-sharing perspective is key. Organizations 

are more open than ever to sharing data because they understand 

they’re better together versus trying to go it alone. 
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TEKsystems leaders Tom Bondi, Brandon Carroll and Jay Mozo 
share how building agility and shaping mindsets offer the key to 

successfully modernizing the business.

our 
perspective

SECTION 03



There are countless examples similar to Sentara’s of how the pandemic accelerated business 

process modernization and digital transformation efforts. A digital transformation strategy 

requires a clear roadmap. The companies that followed their plan created flexibility and 

resiliency so they could innovate and thrive through disruption. But, obviously, it’s not quite that 

simple—otherwise, every company could simply follow a plan and build digital resiliency. What is 

it that’s stopping them?

To start with, business modernization is a massive undertaking. The definition alone can give 

one pause. According to Gartner, modernization efforts address the migration of legacy to new 

applications or platforms, including the integration of new functionality to provide the latest 

functional innovations to the business. Modernization options include replatforming, rehosting, 

recoding, rearchitecting, reengineering, interoperability, replacement and retirement, as well as 

changes to the application architecture to clarify which option should be selected.2

The thought of modernizing the business tends to get very big, very quickly. The scope and 

scale aren’t something every company wants to tackle head-on. Organizations are aware of the 

need to modernize, but they don’t always know how to start or where to focus their attention. 

There isn’t a one-size-fits-all approach, but the most successful roadmaps include a focus on 

building agility and shaping mindsets. 

Orchestrating for Agility

3
“The biggest enabler for business 
agility is data agility. The biggest 
enabler for data agility is security.”

Jay Mozo
Director, TEKsystems
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https://www.teksystems.com/en/insights/state-of-digital-transformation-2022
https://www.teksystems.com/en/business-modernization


SECTION 03 Modernize Mindsets
As organizations navigate their business modernization journey, they must continually evaluate 

progress and course-correct as needed. It’s critical to keep in mind that the ultimate goal of business 

modernization isn’t to simply revamp processes or replace legacy technology. That might be an 

outcome, but it can’t be the ultimate goal. To create a digitally resilient enterprise, the organization 

must think through how they evolve and optimize the business. Modernizing the technology and 

rethinking processes are key components, but they must not lose sight of how they modernize 

mindsets and equip their people to transform. Achieving modernization across all three areas—people, 

process and technology—creates a holistic, continuous transformation mindset that will future-proof 

the organization.

Shaping mindsets and fundamentally shifting the culture are critical to achieving digital resiliency. The 

organization must train itself to think differently. If your employees’ perspective is rooted in legacy 

systems, outdated ways of working and traditional behaviors, you’ll never fully transform the business. 

Employee mindset can’t be boxed in by the limited capabilities of your legacy systems. You must shift 

their mindsets and reimagine how your company tackles business problems to delight customers and 

achieve a competitive advantage. Ultimately, evolving the mindset of the organization must come from 

the top.

“We’re at a point in the maturity curve where companies 
realize they need to be more forward looking about the 
unknown unknowns and must plan appropriately around 
that data set.”

Tom Bondi
Executive Director,

TEKsystems
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Agility Required
The key to modernizing the business and building digital resiliency starts with agility. The first step in 

achieving agility begins with leveraging data. That doesn’t sound revolutionary; organizations have 

been pulling in large amounts of data for decades. The key is that in the past, they weren’t really doing 

anything with it. Yes, their data teams could extract data from their database and create complex tables 

or charts, but they weren’t consistently applying AI and machine learning to generate actionable insights 

that optimized the decision-making process. They weren’t able to use data to sense and respond to 

changes in the market or truly understand what their customers want.

Take, for instance, the insurance industry, which has historically been predicated on brick-and-mortar 

storefronts—the traditional agent-on-the-corner models. Today, insurance firms use data to give them 

insight into improving the customer experience. The data they gather shows them how their customers’ 

buying behaviors—particularly millennial behaviors—changed. Customers want a digital experience. They 

want the ability to purchase insurance, modify coverage or submit a claim online. So, industry leaders 

pivoted the business to meet their customers where they are with digital solutions. They’ve created 

apps where customers can pay their bill or change coverage using their mobile device. In the event of an 

accident, customers can use their mobile devices to submit photos, expediting the claim process. 

The insurance industry didn’t modernize the business overnight. Industry leaders looked at 

modernization as a journey. They built a foundation for business agility. They found partners who 

collaborated with them to design a roadmap that executed the vision and delivered real business value.



Business modernization must be a strategic, business-led initiative. IT is a key driver, certainly, but 

none of this works without a top-down approach that’s driven by the C-suite. Communications 

from leadership must clearly articulate the vision to encourage adoption. Leadership must model 

behaviors that demonstrate the mindset shift. And employees must be provided tools and training 

so they can hone their skills in a digitally resilient environment.

Every company, regardless of industry, is asking themselves how to do things better for their 

customer. How do they engage? How do they create better experiences? In other words, how well 

does the organization sense and respond to their customers’ worlds? Modernizing the business 

will enable digital resiliency and future-proof the organization with a continuous transformation 

mindset that will enable the business to thrive through the next disruption.

“As you apply more data analytics, AI and machine learning 
through your modernization efforts, you can see more of 
what’s coming next, and then sense and react accordingly. 
That’s really what business modernization is all about.”

Brandon Carroll
Executive Director, TEKsystems

SECTION 03

Identify the right people early: Having the right stakeholders will 

help properly establish the business problem(s) and clearly define 

the expected improvements in business performance.

Lead from the top: Modernization efforts must be a strategic, 

business-led initiative. Your IT department is a key player, yes, but 

the transformation must be embraced and driven by the C-suite.

Dispel notions of IT as a cost center: IT isn’t just about keeping 

the lights on. IT must harness technology to power the business 

and delight customers. Ensure your IT department is enabling 

the business to scale and grow and that they’re delivering superb 

customer experiences.

Engage a trusted partner: Your technology partner should quickly 

hone in on the business problem you need to solve. They should 

harvest your experience, knowledge and wisdom about your 

customers, and then apply technology to move you to the next 

level in your performance.

Plan for the unknown unknowns: Evaluate the lessons learned 

during the pandemic. Put the data you collected to use by 

applying predictive analytics to foresee and anticipate future 

events so your business can respond.

TEKsystems’ Tips
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Real-World Application: 
Best Western Best Western 
Hotels & ResortsHotels & Resorts
To keep pace with consumer expectations, Best Western Hotels & Resorts 

is on a mission to delight guests with personalized experiences. The 

company is focused on developing innovative and engaging experiences 

across their digital platforms for the guests visiting its more than 4,700 

properties worldwide. To get there, they must enhance their ability to 

quickly respond to changing customer and market conditions.

Best Western is making the cloud a cornerstone of their digital 

transformation, designed to delight guests, develop agile ways of 

working and create new value for guests, hotel owners and employees. 

The hotel company is identifying additional ways to use analytics and 

machine-learning solutions across its entire business. They’ve deployed 

machine-learning tools that deliver predictive models to unlock key 

insights within guest booking patterns to offer more personalized 

recommendations to guests.3

A cross-functional approach to collaboration is critical to successfully 

deliver these omnichannel experiences to guests. The work includes a 

holistic approach to data design, restructuring, collection and storage, as 

well as marketing, technology and communications to ensure that there 

are no silos during digital transformation. One such initiative embraces 

digital transformation to reengage Best Western Rewards members 

through a Pay With Points program. The vast majority of loyalty members 

do not have enough points in their account for a full room night. This 

program allows guests to pay partially for room nights with the points 

they have accumulated. The Pay With Points program not only helps Best 

Western Rewards remain competitive but ensures their members remain 

loyal to the brand.

All information shared herein was accessed from public sources as indicated.
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https://www.teksystems.com/en/insights/success-stories/best-western-application-development-transformation
https://www.teksystems.com/en/insights/state-of-digital-transformation-2022
https://www.teksystems.com/en/insights/state-of-digital-transformation-2022
https://lodgingmagazine.com/best-western-celebrates-75-years-begins-new-era-of-leadership-at-north-american-convention/


The views and opinions expressed in this publication 
are those of the authors and do not necessarily reflect 
the views of TEKsystems, Inc. or its related entities.

TEKsystems Business 
Modernization Portfolio

•	 Delivering expertise in modern cloud analytics, 
data modernization service, AI and machine 
learning, master data management, data 
governance and quality, real-time analytics and 
IoT across 300+ customers, including 20% of 
the Fortune 100 

•	 2,000+ data analytics engagements completed 

•	 	2K+ global data analytics workforce 	

•	 Proprietary tools to accelerate timelines 
and deliver results with a million+ lines of 
code of TEKsystems IP leveraged covering 
55+ accelerators across AI, conversational 
platform, data engineering, data visualization 
and cloud analytics.

•	 As a Microsoft Gold-Certified Partner, we 
bring qualified expertise and deep experience 
to help you maximize ROI and achieve real 
value. From discovery and design to adoption 
and improvement—we’ll tailor our solutions to 
meet your needs and help you stay ahead of 
what’s next. 

•	 1Strategy, a TEKsystems Global Services 
company, is an AWS Premier Consulting Partner 
offering consulting services focused exclusively 
on AWS solutions. 1Strategy is a Machine 
Learning Consulting Partner and has earned 
multiple AWS competencies, including DevOps, 
Migration, Data & Analytics and Security. 

•	 Leveraging our Machine Learning Partner 
Specialization in the Google Cloud Partner 
Specialization Program, we’ll help your data 
insights come into focus, unlocking smarter 
innovation and digital transformation.  

•	 As a Snowflake Elite Partner, we have the 
proven skills and experience to help you 
leverage Snowflake’s innovative technology 
and achieve data-driven results. 

•	 As a Tableau Premier Partner, you’ll benefit from 
our 30+ data and analytics accelerators and a 
library of BI platform capabilities, processes and 
proven frameworks that are agile, repeatable 
and scalable across a Tableau environment.

Meet Our Contributors

Brandon Carroll
Executive Director, TEKsystems

Brandon is a results-focused management professional offering 15+ years of senior-
level business development and operational leadership for startup corporations and 
mature, rapidly expanding global operations. He possesses the recognized ability 
to incorporate innovative management techniques, processes and procedures to 
enhance business practices, increase productivity and boost revenues. He has a talent 
for forging strong relationships with key decision-makers, corporate executives, 
channel partners and employees.

Jay Mozo
Director, TEKsystems

With over 20 years of experience in the tech industry, Jay has spent most of his career 
mastering cloud and DevOps. Before TEKsystems, he founded a small IT firm and also 
worked as the lead architect at State Farm. More recently, Jay was a leader at AWS’s 
professional services organization and helped build out their DevOps practice. Jay is 
passionate about cloud, DevOps, business modernization and helping customers get 
delivery done faster and more efficiently.

Tom Bondi
Executive Director, TEKsystems

https://www.teksystems.com/en/about-us/partnerships/microsoft
https://www.teksystems.com/en/about-us/partnerships/aws
https://www.teksystems.com/en/about-us/partnerships/google-cloud/machine-learning
https://www.teksystems.com/en/about-us/partnerships/google-cloud/machine-learning
https://www.teksystems.com/en/about-us/partnerships/snowflake
https://www.teksystems.com/en/about-us/partnerships/tableau
https://www.linkedin.com/in/brandon-carroll-626b3b22/
https://www.linkedin.com/in/tbondi/
https://www.linkedin.com/in/jay-mozo-9487351/
https://www.linkedin.com/in/tbondi/
https://www.linkedin.com/in/tbondi/
https://www.linkedin.com/in/tbondi/
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Sources

Sharon Florentine, Contributing Editor

Sharon Florentine is the contributing editor for Version Next, Now, TEKsystems’ quarterly 
publication. She is an award-winning independent writer and editor with more than 20 years of 
experience in the tech industry. Her work has appeared in Computerworld, PC Magazine, CRN and 
eWEEK, among others, and she is a passionate advocate for equity, diversity and inclusion in tech 
and beyond. Most recently, Sharon was a senior writer for CIO.com, where she covered software 
development, Agile, IT careers, learning and development, and DE&I. She lives near Philadelphia.

Listen Now

Don’t miss TEKsystems leaders, on The Agile Brand podcast. In a three-part series, host, author and 
business expert, Greg Kihlström, sits down with leaders from TEKsystems to discuss how to build a more 
digitally resilient enterprise.

About TEKsystems®

We’re TEKsystems. We accelerate business transformation for our customers. We bring real-world 
expertise to solve complex technology, business and talent challenges—across the globe. We’re a team 
of 80,000 strong, working with over 6,000 customers, including 80% of the Fortune 500 across North 
America, Europe and Asia, who partner with us for our scale, full-stack capabilities and speed. We’re 
strategic thinkers, hands-on collaborators, helping customers capitalize on change. We’re building 
tomorrow by delivering business outcomes and driving positive impacts in our global communities. 
TEKsystems is an Allegis Group company. 

Be in the Know

Check out previous issues and know what’s next Version Next, Now

Follow Us

https://www.teksystems.com/en/insights/state-of-digital-transformation-2022
https://www.gartner.com/en/information-technology/glossary/application-modernization-services
https://www.hotelmanagement.net/tech/best-western-hotels-and-resorts-move-to-aws
https://www.linkedin.com/in/sharon-florentine/
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