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“Enhancing the customer experience is transforming the way we do
business.”
Kathleen McEntee, President
Kathleen McEntee and Associates, Ltd.
www.KMcEnteeAssoc.com
Enhancing the customer experience is transforming the way we do
business. And, ‘customer’ includes prospects.
Engaging early, dynamically interacting and exceeding expectations
will be the drivers in 2018. Technology will be key in sending the right
message at each touchpoint from initial engagement through delivery.
Videos to personalize the touch, animations to educate and
diﬀerentiate, and social media to establish thought leadership will
become part of the marketing mix for successful, customer-centric
companies.
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“A higher demand for new products and technologies should emerge...”
Constantine “Gus” Marantidis, Partner
Lewis Roca Rothgerber Christie
www.lrrc.com
In 2017, we saw an increase in research and development and saw an
increase in our clients’ demand for protecting their innovations in
order to gain exclusivity and thus, business advantage.
Economic indicators are pointing to an increase in growth in 2018.
Consumer conﬁdence is forecast to increase resulting in increased
consumer spending. A higher demand for new products and
technologies should emerge. Expect to see a more competitive
environment resulting in an increase in research and development
and improvements in manufacturing processes, automation and
product design.
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“Another year of growth and increased proﬁts...”
Andy Anderson, Partner
B2B CFO
www.AndyAndersonCFO.com
Working with my clients, 2018 will be another year of growth and
increased proﬁts for companies that have a plan for the year.
One large hurdle that will continue into 2018 will be ﬁnding qualiﬁed
people who have the necessary skillsets to contribute to company
proﬁtability. With California’s new employment laws that begun on
January 1st, it will be harder to ﬁnd and identify qualiﬁed people.
Employers will need to plan how to provide the necessary training to
ﬁll in the gaps in skill sets of employees to make them as productive
as possible.
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“Constant feedback will now replace the once-a-year performance
review...”
Lynn Hounsley, President & CEO
Integrity HR Inc.
www.integrityhrinc.com
Of course, businesses will have their fair share of new Employment
laws to comply with in 2018, including, “ban the box,” salary history
inquiries, new parental leave and trying to ﬁgure out how to train
manager and supervisors from creating a hostile work environment
and preventing sexual harassment.
If I look into my imaginary crystal ball, I see a couple of predictions for
2018:
Increase in Employment Litigation – Businesses don’t always have
the time to worry about how the new recreational marijuana law will
aﬀect their business and which leave of absence laws apply to which
size company, including the new laws for 2018 listed above.
Reinventing Performance Reviews - Performance consulting is being
used to help people become better by providing regular and
constructive feedback based on their performance. While it is very
easy to give feedback to improve an average or below average
performer, it is equally as hard to help an outstanding performer
become better. Constant feedback will now replace the once-a-year
performance review in most organizations. Research has also shown
that employees are preferring on-the-spot feedback and recognition
over formal yearly reviews.
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“Successful business owners will need to ﬁnd a simple way to ﬁnd and
integrate various workforce streams.”
Bruce W. Dougan; SPHR, SHRM-SCP, Managing Director & OD Practice Lead
Group50 Consulting
www.Group50.com
Most middle market companies have leaned themselves to the point
where they only can cover day to day operations. Resources for
special projects, expansions, acquisitions, etc. must be outsourced.
The workforce of the future (starting in 2018) will consist of
employees, temps and contractors. Intuit’s 2020 report, listed 20 fast
approaching trends, and the three key workforce trends include:
a. The number of contingent employees will increase worldwide. In the
U.S. alone, contingent workers will exceed 40 percent of the workforce by
2020.
b. Small businesses will need to develop their own collaborative networks
of contingent workers, minimizing ﬁxed labor costs and expanding the
available talent pool
c. Baby Boomers gray, but they don’t slow down. They opt out of
traditional retirement and choose work as a lifestyle… Unretirement and
active engagement best describe their lifestyle choices as they continue to
work part or full-time in their current professions or opt to start new
careers.
Successful business owners will need to ﬁnd a simple way to ﬁnd and
integrate the various workforce streams. They simply can’t be
expected to ﬁnd temp, interim, consultants, and regular employees
while still managing their business. The most eﬀective way to deal
with this is to identify a consulting partner who can provide SME
resources across all functional areas on demand for any project or
short-term need as it arises. The partner you chose needs to be
compatible with your culture, trusted, and known in your
organization. This helps reduce costs, lead times, is easier for your
people to accept the resource, makes the learning curve much
quicker and eliminates the need to ﬁnd another ﬁrm or negotiate
another contract.
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“Various unique recognition programs are being developed to ensure
top talent stays in place.”
Ron Penland, CEO/Owner
Executive Forums - Inland Empire
www.executiveforumsie.com
Each month, I work with 30+ CEOs. Their major challenge continues
to be ﬁnding talent. This has been a major issue for the past ﬁve years
and will continue to get more diﬃcult as growth in business
continues in the Inland Empire.
CEOs are spending time & money acquiring talent, and are now
implementing onboarding programs to keep the talent they so
desperately needed for their company. Various unique recognition
programs are being developed to ensure top talent stays in place.
This upcoming year we will continue to see limited availability of
qualiﬁed talent.
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“Companies will need to explore methods to get better results from
existing employees by implementing training and eﬃciency programs...”
Marty Kaufman, President
Accent Computer Solutions, Inc.
www.TeamAccent.com
The economic outlook for business growth will continue throughout
2018.
We have a boom in construction, which drives many other industries
to unexpected sales and proﬁt opportunities. The manufacturing
sector has also seen a boost as the stock market continues to rise,
and businesses look for ways to improve eﬃciency with technology,
such as robots and information technology systems.
The current low unemployment rate is making it very diﬃcult to ﬁnd
good talent, especially technology talent. Companies will need to
explore methods to get better results from the existing employees by
implementing training and eﬃciency programs, and alternatives to
hiring staﬀ.
Expect more security breaches in 2018. IT departments and security
experts must up their game on proactive measures. Ransomware is
becoming super sophisticated, requiring backups and general security
measures to be revisited. The medical industry will come under attack
more than in 2017. As of December 2017, personal health
information is the most valuable data on the dark web.
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“The art of conversation is disappearing in our shortcut culture of
email and emojis.”
Janet Larsen Palmer, Ph.D., Co-Founder and CEO
Communication Excellence Institute
www.talk2cei.com
I remember being fascinated by a best-seller book published in the
early ‘80s called Megatrends by John Naisbitt. Here, Naisbitt predicted
that as we become more digitally sophisticated, we would seek more
personal relationships. He called his paradoxical prediction “High
Tech/High Touch.” Of course, this was before we all had laptops,
smartphones, and even digital watches. Turns out, Naisbitt was
spot-on.
As we rely more on technology, we also use that same technology to
connect more with people. Who would have predicted that we’d seek
hundreds of Facebook “Likes,” collect thousands of Connections on
LinkedIn, spend hours texting each other, and get our news
practically the moment it happens? Digital speed has replaced
thoughtful discernment, leading to the blurring of fake and real.
People long for ways to read “past” words, leading to a hunger for
understanding body language and tone of voice. Patience is a lost art
as we expect Amazonian delivery from every source. Customers want
a relationship even with their vendors, leading to the “customer
experience” as the standard of excellence. Internal communication in
companies is instantaneous and transparent, as employees expect
more openness from their leaders and hold them to higher codes of
personal conduct. The art of conversation is disappearing in our
shortcut culture of email and emojis. In the world of fast connections,
taking time for good manners is almost nonexistent.
In 2018 and beyond, let us embrace the nimbleness that technology
has given us, but not lose sight of the human kindness that binds us.
Take time to unplug every once in a while and have a delightful
conversation.
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“2018’s demand will far outpace the recent past...”
Lisa Anderson, President
LMA Consulting Group, Inc.
www.lma-consultinggroup.com
Manufacturers and distributors will be focused on automation and
leveraging technologies to achieve scalable and proﬁtable growth.
There is already a sharp uptick in executives calling to evaluate and
select the best ERP, CRM, e-commerce and business analytics
systems to support their business growth and provide a superior
customer experience. 2018’s demand will far outpace the recent past
and remind us of Y2K as the use of robotics, machine learning/ IoT
(Internet of Things) and predictive analytics surge and create even
larger skills gaps for highly-skilled supply chain resources. Those
companies who get ahead of this curve will have a strategic
advantage!

10 “Fast is no longer good enough...”

Corey Kaufman, Director of Client Development
Accent Computer Solutions, Inc.
www.TeamAccent.com
Business today is no longer about who has the lowest prices; it’s
about who delivers the best client experience. To stay ahead of the
competition in 2018, businesses will need to emphasize customer
service in every interaction.
As technology and customer service have evolved, the market has
grown accustomed to getting what they want, when they want it. In
2018, fast is no longer good enough. The most successful companies
that will be those that can deliver beyond customer expectations, and
deliver quality goods and services at lightening speed.
Security will also continue to be a hot topic in 2018. We can expect
to see the number of cyber security threats continue to trend up, so
business leaders should take a close look at their security measures.
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“Companies will continue the trend of replacing manual labor with
technology and automation.”
Eric Roark, CPA, CEO & President
Roark Financial Solutions, Inc.
www.roarkfs.com
With increases in business and consumer conﬁdence, stores of
reasonably priced available capital, and a continually building
economic momentum, 2018 will be an even stronger year than
2017!!!
Companies will continue the trend of replacing manual labor with
technology and automation. Ecommerce will continue to reshape the
way products are delivered to consumers with food and grocery ripe
for changes; the Internet of Things (IoT) will gain popularity as
manufacturers continue the automation trend; Robotic Process
Engineering and Artiﬁcial Intelligence, while early, will continue their
maturation in automating white collar jobs. With unemployment rates
at a 16 year low, the war for talent will signiﬁcantly increase in the
upcoming year, and employers should prepare/revisit strategies on
how they attract and retain top talent.
On the heels of the war for talent, companies will need to adopt
major accounting changes including revenue recognition, preparing
for the eﬀects of changes in lease accounting, and enacting tax
strategies related to the passing of Tax Reform by the Federal
government. I expect to see Merger and Acquisition activity to
continue a high level of activity with stores of available capital and an
aging demographic of business owners looking to take advantage of
very attractive valuations in the marketplace.
All told, 2018 should be an incredible year. What are you doing to
prepare your business for 2018 and beyond?
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“The organization must require personal leadership at all levels in
order to remain competitive and sustainable.”
Patti Cotton, CEO
Cotton Group
www.PattiCotton.com
External factors such as disruptive technologies and shifting
demands continue to shape the future of jobs and wages.
The organization must require personal leadership at all levels in
order to remain competitive and sustainable. Individual contributors
must also master this, acquiring skills in managing up, down, and
across teams for business impact and career success.

13 “A tightening labor market, along with the lack of skilled workers, will
inevitably lead to higher inﬂation.”
Henry Ford, Senior Advisor, Principal
LifeSteps Financial
www.lifestepsﬁnancial.com
The biggest surprise for 2018 is going to be inﬂation.
A number of our construction and manufacturing clients are telling
us that it is very hard to ﬁnd qualiﬁed employees in the Inland
Empire. They are having to increase wages to attract new hires. A
tightening labor market, along with the lack of skilled workers, will
inevitably lead to higher inﬂation.
I believe the Fed will need to act sooner than most investors are
predicting. We will see raising interest rates. Higher rates will put
pressure on the bond market and will raise the cost for businesses
looking to borrow capital.
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14 “...Millennials will feel more love from small-and medium-sized
businesses”

James Valmonte, Vice President, Financial Advisor
CAPTRUST
www.captrustadvisors.com
Handing Over the Reins...
More employees should expect a possible transition in ownership.
The oldest Baby Boomers turned 70 last year and slowing down is at
the forefront of their minds. The expected boost in valuations from
anticipated tax reform, increased buyers with capital, and desire to
sell at cycle peak create a favorable environment for walking away.
Many will.
They Will Get Their Say...
While today they largely feel ignored except by large enterprises, in
2018, Millennials will feel more love from small-and medium-sized
businesses. The labor shortage and awareness of their exponentially
growing buying power will drive change in workforce culture and
sales and marketing strategies.
Red Ahead...
The stock market sound of silence will end. After an absurdly terriﬁc
2017 (knock on wood; this was written 12/12/17), stock market
volatility will return. The wider divergence in the degree of optimism
and pessimism about the direction of the stock market should make
for a much rougher ride in 2018.
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“Employers will continue to look for ways to provide coverage,
encourage wellness, and control costs. ”
Joanne Bikmaz, Business Development & Client Consulting
Adamson & McGoldrick Insurance Solutions
www.adamsonmcgoldrick.com
While federal and state politics will continue to create uncertainty in
the healthcare industry there are trends to look for in the coming
year. Some of which are new and evolving and others that are
continuing to gain momentum.
One is further consolidation in the marketplace among carriers and
non-insurance entities such as the CVS - Aetna deal with the goal of
creating an integrated medical/pharmaceutical delivery system.
Hospital systems will also continue to consolidate and purchase
physician practices.
Amidst lower RX cost trend increases in 2018, pharmaceutical
companies and pharmacy beneﬁt managers will still be under
pressure over drug prices. Patient safety concerns will drive the
monitoring of prescription patterns of doctors and utilization of
patients.
Employers will continue to look for ways to provide coverage,
encourage wellness, and control costs. Captives, self-insurance, and
employer sponsored clinics will continue to gain momentum.
Financial wellness will also gain popularity as employee’s stress and
ﬁnancial pressure over student loans, retirement planning, and health
care expenditures are cutting into productivity.

16 “Business leaders will use improved KPIs and analytics...”
Steve Weimar, President
STI Enterprises, Inc.
www.salesxceleration.com/advisors/steve-weimar/
As businesses look for that ﬁnite market and sales advantage they will
adopt more comprehensive analytics programs.
Taking a cue from Major League Baseball, business leaders will use
improved KPI’s and analytics to shift their strategies to combat
competition. This requires an in depth understanding and analysis of
your key competitors and your own company’s strengths, weaknesses
and market advantages. Development of these advanced analytics
can be internally generated, if you possess the skill set, or you can
seek help from one of the many analytics specialty companies. Adopt
an Analytics CRIME program and enjoy the beneﬁts it brings.
Create - Review - Implement - Maximize - Empower
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“2018 will be the year of ‘now what’ as all try to understand and digest
the massive changes in the federal income tax law.”
D. Brian Reider, Partner
Best Best & Krieger
www.bbklaw.com
We now know that for businesses and individuals alike, 2018 will be
the year of “now what” as all try to understand and digest the massive
changes in the federal income tax law.
On top of that are the many (mostly favorable to business) changes in
regulations by the Administration, which make it easier to manage
employer-employee relations.
I think these will combine to provide a signiﬁcant boost to the
economy in 2018, and a scramble as corporations seek ways to
eﬀectively deploy the new capital which they will suddenly have
based on a drastic drop in their tax rate.

18 “...lean into technology in 2018 to get more done without hiring
additional employees.”

Courtney Casey, Director of Marketing
Accent Computer Solutions, Inc.
www.TeamAccent.com
With the unemployment rate predicted to stay low, business leaders
will need to lean into technology in 2018 to get more done without
hiring additional employees. Many businesses will look to integrate
systems and automate as much as possible.
2018 will also see more cyber security threats than years past. It’s
hard to imagine more threats, but hackers are opportunists -- the
more we use and depend on technology, the more threats we will
see. Executives should review their organization’s security to make
sure they’re as protected as they can be.
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Know someone who should see this report?
Send them to:

https://info.accentonit.com/2018-predictions

