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Intro duc tio n & Metho dolo gy
This IT Leadership Study represents the fifth and final installment in Reagan
Consulting’s Leadership Series. In previous studies, we addressed four key
leadership roles of critical importance for insurance agents and brokers:
CEOs, CFOs, Sales Leadership and HR Leaders. This final installment will
address Information Technology Leadership. As with our previous entries in
this series, this study will focus on answering two basic questions:
1. How can agency leaders improve their effectiveness?
2. What should a firm look for in selecting successors to its current
leadership team?
As with the HR Leadership Study, this study will look at an executive position
that did not exist in most agents and brokers only a generation ago. The
rapid rise of technology since the 1980’s literally created the need for this
leadership position.
Many agencies still do not have an IT Leader, and very few (relatively
speaking) have a dedicated, full-time IT Leader. The following table, from
our 2011 CEO Study, shows the percentage of firms having full-time
executives in each of the key management roles:
% of firms with dedicated executives in each area
55%
50%

55%

45%
40%

40%

35%
30%
25%

25%
20%
15%

15% 15%

15%

10%

President

CFO

COO

Under $10M

Sales Mgr
$10-25M

0%

0%

HR Mgr

IT Mgr

Above $25M

Source: Reagan Consulting Leadership Series – CEO Survey

Our research and experience indicates that the role of IT leadership tends to
transition from outsourced to part-time to dedicated as the size and
complexity of the firm increases. In other words, firms tend to grow into the
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need for IT Leaders over time. But, as the previous chart reveals, fewer than
half of even the largest firms have a dedicated IT Leader.
As with our other studies in the Leadership Series, we solicited nominations
for exceptional IT Leaders from leadings CEOs, insurance carriers, industry
associations, nominated HR Leaders, industry service providers and
consultants. We then selected the most frequently nominated leaders and
invited them to participate in the study.
The 28 IT Leaders who participated in this study were selected from agencies
ranging in size from the low millions to over $600M in revenue. The median
size agency represented in the study was $17.5M in revenue.
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Exec utive Summary
Just over a generation ago, IT leadership, at least in the form we think of
today, was a completely foreign concept in the insurance agency world. For
most, technology extended no farther than dedicated word processors,
primitive agency management systems, and proprietary insurance company
terminals. The need for any meaningful technology leadership at the
insurance agency level simply did not exist.
Today, it is not an exaggeration to say that the typical insurance agent or
broker could not even function without a robust technological infrastructure.
From the pioneering efforts in the 1970’s to achieve the paperless office,
SEMCI (Single Entry, Multiple Company Interface), standardized applications
& forms, and efficient upload & download capabilities, we have now come
to rely on technology to support every aspect of the business. It is virtually
impossible to overstate the importance of technology in this industry.
Email, networked computers, agency management systems, imaging, the
Internet, handheld computing devices, laptop computers, and even
Smartphones, have revolutionized the way insurance agencies operate.
As the technological landscape in the insurance industry evolved and the
importance of technology increased, so too did the need for technological
leadership at the insurance agency level. The “computer guy” of 20 years
ago, often an outside contractor, and whose responsibilities centered on
ordering and setting up new desktop computers, running network cables,
installing software and keeping systems up and running, has given way to the
need for a much more sophisticated IT Leader.
The Optimal IT Leader
As the data and analysis that follow in this study show, IT leadership typically
requires at least two primary skill sets: business and technology. IT Leaders
deal non-stop with issues that are both business and technology oriented.
Business Responsibilities
Managing People
Educating the Leadership Team
Managing IT Operations
Aligning IT and Agency Strategy
Training & Education
IT Budgeting
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Technical Responsibilities
Systems Architecture
Hardware & Software Selection
Data Security
Software / Website Development
Communication Networks
Backup & Disaster Planning
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Without question, the effective IT Leader must be able to transition
smoothly between an agency’s highly interrelated business and technology
concerns. In a very real sense, the IT Leader is the very bridge between the
business of the insurance agency and the technology it requires. As such,
the competent IT Leader must be able to operate effectively in both arenas.
In our view, it is a third skill set that differentiates competent IT Leaders from
exceptional IT Leaders – collaborative skills. In our experience and in
meeting many of the IT Leaders surveyed for this study, we believe this third
skill set is what is required to become an Optimal IT Leader.

Business Skills

The
Optimal
IT Leader

Collaborative
Skills

Technical
Skills

This collaborative skill set is challenging to fully define. It has many diverse
characteristics. The opposite of a collaborative orientation may be easier to
picture - the cliché of the IT employee who is not interested in what the user
thinks or needs, but who operates from an “I’ll tell you what you need”
perspective. This is the polar opposite of the IT leader with a strong
collaborative orientation.
Optimal IT Leaders are the ones that deliver the most value to their
organizations. They bring very strong collaborative skills to work with them.
This collaborative skill set has many common characteristics:


Servant Leader – Collaborative IT Leaders understand that their
primary “customers” are the agency’s other employees. Service to
their co-workers, in addition to the agency’s customers, is their
primary concern.



Humble – Collaborative IT Leaders do not always presume to have
the right answers to every question.
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Proactive – Collaborative IT Leaders are constantly asking those they
serve questions like “How can I help?”, “What do you need?”, “What
are you struggling with?” and “How can I make your job easier?”



Realistic – Collaborative IT Leaders are realistic and able to balance
considerations for affordability, user expectations and
costs/benefits.



Active Listener – Collaborative IT leaders listen carefully to ensure
they fully understand the needs of others before offering solutions.



Curious – Collaborative IT Leaders are always digging and probing to
find new and improved ways to help people do their jobs better.



Patient – Collaborative IT leaders are willing to take the time, even
with non-technical co-workers, to ensure that the best result is
achieved.



Creative – Collaborative IT Leaders are always looking for better
ways to do things.



Empathic – Collaborative IT Leaders are people-focused and are
sensitive to the concerns and perspectives of others.



Other-oriented – Collaborative IT Leaders are focused on helping
others accomplish their objectives.

In a nutshell, IT Leaders with this unique and highly-desirable collaborative
skill set are passionate about using technology to help people do their jobs
better.
Conclusion
The 28 IT Leaders included in this study are all highly regarded and talented
leaders. A review of their survey results indicates they all have a very strong
business and technical orientation. Although many may also have strong
collaborative orientations, some may not. In our experience, many IT
Leaders in the industry do not.
We believe the development of this collaborative skill set is where many IT
Leaders can take their games to an even higher level. Although a continual
development mindset is necessary for all three skill sets (business, technical,
and collaborative), we believe the collaborative skill set to be the area that
generally offers the most growth potential.
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A number of tools and approaches may be of real value in helping IT Leaders
to assess and improving their effectiveness:
a. Consider a “360 Evaluation” to see how the IT Leader’s co-workers
perceive their performance. Use a third-party to perform the
analysis to ensure that feedback is honest and candid.
b. Have a “DISC” or Myers-Briggs psychological profile completed to
determine the IT Leader’s natural style, behavior and orientation.
c. Redefine expectations for the IT Leader’s role. Part of the solution to
ineffective leadership is allowing, challenging and insisting that IT
Leaders assume an expanded role that has a much greater strategic
value.
The remainder of this study will detail the practices of the best IT Leaders in
the insurance agency & brokerage universe. We will consider four specific
aspects to IT leadership:
1. Profile – What do they look like?
2. Roles & Responsibilities – What do they do?
3. Improvement – How do they think they can get better?
4. Concerns – What are they focused on for the future?
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IT Leader Pro file
Insurance agency IT Leaders come in many shapes and sizes. As with the
CFOs and HR Leaders studied earlier as part of the Reagan Leadership Series,
the emergence of the dedicated IT Leader (a full-time position) evolves over
time as agencies grow in size and complexity.
Often times, small agencies still rely on outsourced IT leadership. As
agencies grow larger, IT leadership frequently comes in-house, often in the
form of a technology leader with other non-technical responsibilities. With
more growth in size, the dedicated IT Leader emerges.

Agency Size

SMALLER

Although there is no one single path that the development of the IT
leadership role always follows, it frequently evolves as follows:
A part-time, outsourced technician charged with
keeping the computers up and running in
conjuction with an agency employee (frequently in
the accounting department)
A full-time employee charged with selecting
systems and keeping the computers up and running
(in addition to other things)

LARGER

A full-time employee overseeing a staff to select
and keep the core systems operating efficiently

A full-time executive charged with coupling agency
strategy with technology and overseeing a staff to
keep core systems operating efficiently

None of the IT Leaders represented in this study were outsourced leaders.
All of the IT Leaders surveyed were full-time employees in one of the latter
three steps of this typical IT Leader development track.
Although a handful of small agencies are represented in this study, for the
most part the IT Leaders surveyed come from larger agencies – the median
revenue size for firms represented in the study totaled $17.4M.
For the IT Leaders represented in this study, distinctions, primary based on
agency size, did emerge. At one end of the spectrum (generally smaller
firms), our survey participants were highly operational in nature and were
primarily concerned with the day-to-day mechanics of their firm’s
technological needs.
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At the other end of the spectrum (generally larger firms), survey participants
tended to be strategic leaders, far removed from running cables and
installing PCs, but adept at managing the employees and contractors that do.
In looking at the profiles of the IT Leaders we surveyed, pocket-protectorwearing stereotypes to the contrary, they are a well-educated and diverse
group:

Median Age:

Median Years
with firm:

Gender:

46
Median Age
when
assumed IT
Leadership:

21% 79%

11
Median Years
as IT Leader:

35

10

Education:

Have college or postgraduate degrees

Designations:

Ownership:

(CISR, AIT, MCSE, ITIL, etc.)

18%

55%

Only 18% have equity in
their firm

Have one but no
dominant designation

Previous Industry:
60%

43%

50%
40%
30%

22%

22%

Executive Status:

60%

56%

71%
Are on the firm’s
Executive Leadership
Team

Prior Role:

50%
40%

21%

30%

20%

22%

22%

Joined directly
from school

Other

20%

10%

10%

0%

Joined
Insurance
directly
from school

IT

Other

0%

Prior IT Role
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Compensation

39%

39%

21%

$50K - $100K

$100K - $150K

Over $150K

Compensation to IT Leaders included in this study varied widely. 78% of the
IT Leaders surveyed are paid between $50,000 and $150,000 annually.
Higher compensation levels are highly correlated with agency sizes (larger
agencies generally have much higher compensation levels).

Summary of key points
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The role of the IT Leader evolves as firms grow in size and complexity.



IT Leadership remains a male dominated position.



IT Leaders are generally very well-educated.



The majority of IT leaders had extensive IT experience prior to joining
their current firm. They did not cut their IT teeth while working at their
current firms.



An extensive insurance background does not appear to be essential to
becoming an exceptional IT Leader. Technological and business skills
trump insurance knowledge.
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Roles & Responsibilities
Most IT Leaders (especially in small-to-midsized firms) have other
responsibilities within their firms – only 39% of survey participants serve
exclusively as IT Leader. We asked the survey participants about their other
responsibilities within the firm and found that as you might expect, they
multi-task!
What additional responsibilities do you have?
(measured as frequency of mention)
Operations Management
0.0%

Accounting

0.0%

Facilities Management

HR

Finance
Production

41.7%

about users doing

33.3%

25.0%

6.3%

Legal

0.0%

could make it at one
time in this role without
50.0%

25.0%

0.0%

0.0%

something wrong with

33.3%

0.0%

CSR/AE

Marketing

except to complain

‘his’ system. Maybe you

18.8%

No additional responsibilities

out of the IT closet

41.7%

33.3%

12.5%

Communications

predecessor rarely came
75.0%

25.0%

Office Management

“As I hear it, my

people skills or business
skills. Those days are
gone.”

16.7%

8.3%

Survey Participant

8.3%

8.3%
6.3%
Less than $10M

Over $10M

The chart above shows that the typical IT Leader’s role changes over time as
the firm’s size changes. For smaller firms (revenues under $10M), IT Leaders
frequently have a very wide and diverse list of job responsibilities, some
having nothing to do with technology. For larger firms (revenues over $10M
in revenue), the IT Leader’s focus becomes much more oriented around
purely technical concerns. A full 50% of IT Leaders in these larger firms have
no responsibilities outside their IT focus.
As we addressed earlier in this study, IT Leaders generally have significant
business-related responsibilities in addition to their technical responsibilities.
IT Leaders are not in the IT closet pounding out computer code – their roles
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and responsibilities extend deep and wide across many functional lines
organizationally.
“There are 1,001
technological solutions
out there. I have to
make sure the solution
aligns with the problem
or the opportunity. I

used to occasionally trot
out technologies
because they interested

Beyond these necessary business and technical skill sets, we also see a
percentage of IT Leaders who also bring a collaborative skill set to work with
them. We addressed this collaborative skill set earlier in the Executive
Summary. This remainder of the study will focus on the more tangible
aspects of the job, which are focused on business and technology
responsibilities.
In terms of business responsibilities, we see an even further distinction in
that some are very strategic in nature, while others are highly operational in
nature. This is born out in a review of what our IT Leaders see as their
highest priorities – they tend to be business-oriented (both strategic and
operational) and purely technical in nature.

me. I can’t do that in
this role.”

Survey Participant

What are your highest priorities?
(measured as frequency of mention among IT Leaders’
5 highest priorities)
Define system standards and
architecture

96%

Support, educate and inform
senior management

71%

Manage IT across the agency

54%

Develop and oversee IT budget

50%

Align IT with overall agency
objectives

46%

Backup & disaster management

32%

Data security

32%

Key:
Technical

Manage outsourced services

29%
Operational

Manage/recruit/develop direct
reports

29%

Strategic

Strategic Leadership
Much of an IT Leaders’ time is focused on their support of and engagement
with senior management. As 71% of IT Leaders surveyed report that they

Page

| 12

Reagan
Consulting
Leadership
Series

are on their firm’s executive management teams, this should come as no
surprise. Many IT Leaders we surveyed confirmed that their “seats at the
leadership table” are primarily to help the firm’s executive team understand
how technology can and should be used to accomplish the firm’s business
objectives.
As such, IT Leaders focus on implementing the best strategic solutions in
light of agency strategy. They are not individuals seeking to implement
technology for the sake of technology. Technology is a means to a strategic
end… nothing more.
Effective IT Leaders must understand the firm’s strategy and then be able to
build a bridge between that strategy and the available technology best
suited to accomplish it. Thus, effective communication within the firm’s
executive team is paramount. The IT Leaders we surveyed are well
represented on executive leadership teams and are deeply plugged into
executive level strategy and discussions.
Operational Leadership
In addition to their strategic business responsibilities, the IT Leaders we
surveyed place a very high priority on their operational responsibilities. In
addition to overseeing and managing the day-to-day IT operations, IT
Leaders also cite their roles in developing and managing the technology
budget, managing, recruiting and developing staff, and managing outsourced
operations as their highest priorities.
In these days of technological specialization, this outsourcing oversight role
is becoming more complex and time-consuming. It is increasingly unusual
for an agency’s IT department to fill all the myriad technological needs of the
agency, as many functions are more effectively outsourced to other
specialists. Only 21% of respondents indicated their firms outsource none of
their technology functions.
Increasingly, the IT Leader is not managing an internal team in filling these
roles, but rather managing a diverse team of internal and specialized
outsourced providers. So the IT Leader’s role is increasingly not only
knowing the nuts and bolts of all the technology, but being able to manage a
very involved process that often includes outsiders.
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Which of the following IT functions does your agency
outsource?

Website development

57%

Hardware support

36%

Network support

36%

Software support

25%

None are outsourced

21%

Other IT function

18%

Social Media strategies

18%

SEO - Search Engine Optimization

18%

Custom report development

18%

General IT support/consulting
Mobile technology

18%
7%

Technical Leadership
Strategic and managerial priorities aside, IT Leaders still rate their technical
contributions to the organization as their highest priorities. Survey
respondents cited “Defining system standards and architecture,” by a wide
margin, as their most significant priorities. System backup and recovery
issues were close-by, along with data security concerns.
The Triple Threat Leader
As our survey responses show, the typical roles and responsibilities of IT
leadership require that IT Leaders be able to operate effectively on a
strategic, operational and technical level. Other than perhaps the CEO, no
other executive leadership role may require the wearing of more functional
hats.
So, what knowledge and skills allow IT leaders to be effective strategically,
operationally and technically? The tables below summarize our IT Leaders’
answers to this question:
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What are your top three areas of knowledge that have
enabled your success as IT Leader?
93%

Knowledge of technology

57%

Knowledge of business

43%

Knowledge / understanding of my agency

39%

Operational knowledge

36%

Knowledge of the insurance brokerage industry

14%

Knowledge of accounting / finance
Understanding "playing within the rules"

7%

General understanding of business ownership and/or
entrepreneurial entities

4%

Knowledge of marketing

4%

Knowledge of sales

4%

What are your top three skills that have enabled your
success as IT Leader?
79%

Analytical skills

64%

Communication skills

54%

Strategic skills

39%

Operational skills
General business skills

25%

People skills

25%

Financial skills

7%

Business-owner experience

4%

Negotiating skills

4%

When we asked our study participants what they believed their greatest
contributions to their firms to be, the answers varied widely between the
strategic, operational and technical:
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“We implement technology based on its ability to improve service and sales –
that’s what really matters.”
“Treat IT work as a service you deliver to your customers, and deliver that
service in a way that focuses on customer satisfaction. Even my job, at its
core, a people job. I help people for a living.”
“Making sure the rest of our team spends almost no time thinking about
technology – making it transparent.”
“Helping our management team understand the real value of the
technological options.”
“This is a management job, to be sure. But, at the end of the day, I still have
to live and breathe technology. It is my passion and I could not do my job
well without really being a gear-head when it comes to the nuts and bolts of
all this.”

Summary of key points
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IT Leaders, particularly in smaller agencies, have many other
responsibilities beyond technology. The fully full-time dedicated IT
Leader is still somewhat rare.



The IT Leader must be able to operate effectively strategically,
operationally, and technically.



Strategic leadership for the IT Leader is focused on supporting the firm’s
senior management team and in ensuring that the appropriate
technology is deployed in support of the agency’s overall strategies.



Operational leadership is focused on overseeing the people and
resources that drive technology, both internally and externally. The
managerial “hat” also makes sure that the “business” of IT (budgets,
planning, etc.) is addressed.



Technological leadership involves understanding of available
technologies to ensure that the right solutions are selected and
deployed.
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Impro vement – Getting B etter
When we surveyed our IT Leaders on how they spend their time, the list
proved to be surprisingly diverse and fragmented:
How do you spend your time?
(average % of time spent, based on a typical 50-hour work
week)
Manage IT across the agency

20%

Define, plan, implement agency IT strategy

13%

Support, educate and inform senior management

9%

Manage outsourced services

8%

9.9 hours/week
6.4 hours/week
4.4 hours/week
4.1 hours/week

Align IT with the overall agency objectives

7%

3.7 hours/week

Data security

7%

3.5 hours/week

Manage/recruit/develop direct reports

6%

2.8 hours/week

Acquire hardware / software

5%

2.6 hours/week

Develop and oversee IT budget

5%

2.5 hours/week

Define system standards and architecture

4%

2.2 hours/week

Optimize mix of in-house vs. outsourced IT
services

4%

2.1 hours/week

Backup & disaster management

4%

2.0 hours/week

Other

8%

4.0 hours/week

Management of the overall IT function, strategic concerns, and
communications with senior management consume the most time, but these
top three areas only accounted for 42% of the typical IT Leader’s work time.
The remaining 58% was devoted to a long list of functions ranging from
disaster preparedness to managing outsourced services. IT Leaders do a lot
of things over the course of their work weeks, but, in a majority of cases,
they do not do any one thing for long.
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This very wide list of jobs seems to be a source of frustration for IT Leaders.
When we asked IT Leaders what they would like to spend more time and less
time doing, a clear picture emerged on where they believe their time could
be better spent:
“I spend far too much
time keeping the
systems up and running
and not enough time
thinking about what
they’ll need to look like
in three years.”

What IT Leaders want to spend more time / less time on
(as a % of time currently spent)
LESS
MORE
Define, plan, implement agency IT strategy

52%

Manage / recruit / develop direct reports
(employees)

33%

Define system standards and architecture

22%

Align the IT team with the overall agency objectives

22%

Survey Participant
Backup & disaster management

14%

Support, educate and inform senior management

8%

Data security

4%

Develop and oversee IT budget

-8%

Optimize mix of in-house versus outsourced IT
services

-15%

Manage outsourced services

-24%

Manage IT across the agency

-25%

Acquire hardware / software
Other

-30%
-42%

Our view is that most IT Leaders would prefer to focus on more strategic and
people-oriented activities they encounter instead of the day-to-day
operational activities that also accompany their roles.
How would they do this? The answer lies in more outsourcing or delegation
to staff. As seen in the table above, the typical IT Leader would like to spend
33% more time in people oversight & development. This shift, if successful,
should allow IT Leaders to achieve their objectives of becoming more
strategic and proactive, rather than operational and reactive.
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With regard to specific areas for improvement, the following exhibit
indicates that no significant skill deficiencies were identified by our IT
Leaders. For the most part, they feel competent, but not exceptional, in the
myriad roles they are asked to fill. Interestingly, our survey respondents
scored themselves higher on the strategic and operational aspects of their
work and lower on their purely technical roles.
What is your assessment of your current performance
relative to each of the following activities? (average score
where 1 = poor and 10 = excellent)

7.00

8.44
Acquire hardware / software

7.96
Define, plan, implement agency IT strategy

8.40

7.80
Support, educate and inform senior management

Manage IT across the agency

7.79
Backup & disaster Management

7.08

8.08

8.29

7.62

8

7.65

9

7.89

10

7
6
5
4
3
2

Define system standards and architecture

Data security

Align IT with overall agency objectives

Manage outsourced services

Develop and oversee IT budget

Manage / recruit / develop direct reports

0

Optimize in-house versus outsourced IT services

1
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Summary of key points
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IT leaders see their greatest value in their ability to focus on technology,
strategy and people issues.



IT Leaders would like to spend over 50% more of their time defining,
planning and implementing IT strategy.



Too much of most IT Leaders’ time is spent “putting out technological
fires.”



IT Leaders would prefer to be more strategic and proactive versus
operational and reactive.



Delegation to other employees and outsourced resources would appear
to be the key to shifting from the operational to the strategic.
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Future IT Co ncerns
Technology changes at a breakneck pace, making effective planning a near
herculean effort. Three years ago, a cloud was a puffy white object in the
sky. Today, cloud technology is viewed by our IT Leaders as one of the most
important technologies for insurance agents and brokers to master (and
safeguard).
Effective long-term IT planning in such an environment is extremely
challenging. This is reflected in our study results – only a slim majority of IT
Leaders even have a long-term IT plan.
Do you have a well-defined long-term IT strategy/plan?

No
44%

Yes
56%

For those who do have a plan, it typically extends for a relatively short period
of time - 60% of IT plans extend only one to three years. Given the rapid rate
of change for technology, we question the effectiveness or strategic value of
attempting to plan beyond this. Although IT strategic planning is of
paramount importance, true “long-term” planning may be folly.
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How many years does your IT strategy plan extend?
47%

27%
13%

13%

0%
1

2

3

4

5+

When asked what about the specific technological challenges and
opportunities facing insurance agents & brokers today, a wide array of issues
were cited. However, four were the most prevalent.
Four Most Significant IT-related Challenges / Opportunities for Agencies
1. Mobile Computing and related security issues surrounding Web / Cloud /
Mobile Devices
2. Integrating workflows and carrier automation
3. Social media
4. Keeping up to speed with technology changes
As we pointed out earlier, IT Leaders surveyed feel, for the most part, that
they are well-suited for their roles. What would they look for in the ideal
candidate if they were filling their role tomorrow? We asked this question
and, other than at the margin, they identified no significant areas in which
they believed their successor’s makeups should significantly depart from
their own. Nor are they of the opinion a best source of successors exists when asked the best source for their successors, no meaningful consensus
was identified.
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What do you consider to be the best source for IT Leaders
of brokerage firms?

From within
the agency
14%
Outside
the agency AND
outside the
insurance
brokerage industry
18%

Any of the above
39%

Outside the agency
BUT from within
the insurance
brokerage industry
29%

However, by better than a three-to-one margin, IT Leaders are of the opinion
a deep IT experience was far more important in their development than an
insurance background. As with the old adage regarding insurance producers,
“It’s easier to teach a good salesperson insurance than to teach a good
insurance person to sell,” IT Leaders feel similarly about their roles.
What job, role or experience was most instrumental in your
development and preparation for your current role?
Insurance Industry
23%

IT-related
77%

Finally, when asked to identify the activities that prove to be most useful in
developing skills and abilities, IT Leaders, by a very wide margin, cited user
group / peer interaction as the most valuable activity.
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What activities are most valuable in further developing
your skills and abilities as Chief IT Officer / IT Leader?
Reading
technology
publications
9%
Education Training
12%

User/Peer Groups
79%

Summary of key points
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Almost half of the firms in the study do not have an IT strategic plan.



No single industry (including insurance) seems to be the best source of IT
Leaders.



A strong IT background is by far the number one prerequisite for success
in the role of IT Leader.



To facilitate their own growth and development, IT leaders place the
greatest value on extensive peer and user-group interaction.
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Final Tho ughts o n IT Leadership
IT Leadership takes on many forms in the insurance and & broker universe.
From a pure technician charged with keeping the systems up and running to
a senior executive overseeing the integration of strategy and technology, no
two IT Leaders look alike. As we have pointed out throughout this study,
effective IT Leadership evolves over time as firms grow larger and more
complex.
The most effective IT Leaders are able to function at a high level in many
areas. Effectiveness as an IT Leader requires, first and foremost, superb and
deep technical skills – a superficial knowledge of technology is not
characteristic of any of the IT Leaders we surveyed. These technical skills
generally accompanied our IT Leaders to their current positions – they did
not develop these skills while with their current agencies. Even if they had
no insurance expertise when they joined their firms (and most did not), they
were very well grounded in technology.
Further, a sharp business acumen (strategic and operational) is of paramount
importance in the role of IT Leader. This is what separates the effective IT
Leader from the merely technological. Increasingly, IT Leaders are required
to be able to speak the business language of insurance fluently, particularly
in educating and guiding senior management in choosing and implementing
the right technologies to accomplish the firm’s business objectives.
In our view, however, the greatest opportunity to elevate the IT Leader’s role
to its highest level is in the development of a deep collaborative orientation.
The best IT Leaders in the industry obviously have the technical and business
know-how necessary to do their work and to do it well. Beyond this,
however, the very best IT Leaders in the industry are in the business of
helping others within the organization, from the CEO to the receptionist, to
use technology do their jobs better and at the highest possible levels. This
requires a dedicated collaborative contribution on the part of the IT Leader.
The continued development and improvement of the 1) technical, 2)
business and 3) collaborative skill sets is essential to improve in this role.
These, too, are the ideal focal points in selecting IT Leaders for the future. IT
Leaders with some, but not all, of these three skill sets will be ill-suited to
oversee the technology that will allow their firms to grow and thrive in the
future.
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A ckno wledgements
The Reagan Consulting Leadership Series was conceived, conducted, written
and produced by Reagan Consulting in an effort to stimulate meaningful
discussions concerning leadership and to provide information and resources
that can help senior officers of insurance agencies improve their
performance. In addition, it is our intent to provide information and
resources that help in the successful development and selection of the next
generation of agency leaders. The future of our industry and, more
specifically, the future of every agency and brokerage depends upon the
quality of its future leadership.
It would not have been possible for us to conduct and produce this study
without the backing and support of the following key strategic partners to
the agent and broker community. These firms, through their financial
commitment to this study, have tangibly demonstrated their support for the
agents and brokers they serve and for our industry as a whole.

We also want to express our thanks and appreciation to The Council of
Insurance Agents & Brokers for its sponsorship and support of this study.

In addition, we want to thank the many insurance industry leaders that
provided thoughtful nominations of the top sales leaders.
And finally, to the individuals that participated in the study, we offer our
gratitude for your willingness to thoughtfully and candidly respond to our
exhaustive questions. Congratulations to each of you for being recognized as
an outstanding industry leader.
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