
redit Darren Bien and his team with bringing
order and focus to the information technolo-
gy functions at real estate powerhouse Keller
Williams Realty Inc.

In his more than two years at the company, known as
Keller Williams Realty International, he has brought in-
house an array of IT processes that had been outsourced,
improving service to more than 17,000 real estate agents
in 250 offices across the country.

Several years ago, Keller Williams was facing some
problems with its IT system and hired Austin’s Athens
Group Inc. to analyze it. Athens Group’s Tim Deagan
stayed at Keller Williams for a year after the study was fin-
ished, with the charge of finding the right person to carry
out the new technology strategy.

Deagan recommended Darren Bien, who was brought
on board in October 2001 as vice president of information
technology. Bien previously worked at Internet research
and advisory company Jupiter Media Metrix Inc.

Mo Anderson, CEO of Keller Williams says: “Tim had
moved the department forward. When Darren arrived, it
was quickly apparent that he had more than just technolo-
gy skills.”

Within two months, Anderson asked Bien whether he
ever considered becoming a chief operating officer. He
brought up the issue with his mentor, Jerry Gregoire of
Dell Computer Corp. Gregoire advised Bien to seize the
opportunity. Bien was named COO last October, one year
after joining the company. 

Bien says many of the agents were unaware of the vari-
ous technology tools available to them through their own
company. After analyzing and organizing all the out-
sourced IT projects, he hired a team to roll out a new sys-
tem to them.

A “road show” involved visiting 23 cities to train agents
on how to use the new IT setup.

“Darren’s goals and vision were per-
fect. He has the larger perspective and
is still able to be in touch with the
details,” says Christine Martin, market-
ing manager at Keller Williams.

Since Bien took on the COO role,
“we’ve gotten more accomplished in six
months than we did in the past five

years,” Anderson says.
She cites his ability to drive and track projects as “the

best I’ve ever seen. Few people I’ve known have the com-
bination of conceptual thinking, pragmatism and organiza-
tion that he has.”

Bien assembled an in-house team to coordinate the new
IT system rather than tapping a network of vendors.

Challenges included “pulling together all the computer
tools that KW had into a cohesive product set, communi-
cating its benefits to agents and providing the training so
that they could use it,” he says.

The real estate business has come lately to the adoption
of Internet technology, Bien says. Industrywide, only
about 70 percent of real estate agents use email, compared
with 100 percent at Keller Williams, he says.

Keller Williams’ new system enables every agent to
customize a Web site from a variety of templates. Bien says
Keller Williams is the only company now doing that for its
agents.

“We host 18,000 Web sites for our agents for a very
modest monthly fee, which agents agreed to assess upon
themselves,” he says.

With the ability to customize their sites, agents can
position themselves and their listings for their target mar-
kets, Bien says.

Aside from the retooled Web presence, Bien guided
Keller Williams through the loss of a high tech vendor in
2001 and 2002. After its provider of Web hosting services

changed hands,
Keller Williams
decided to
select a differ-
ent provider,
Inflow Inc.

“This was a
real shock to
the system.
We’d been
rolling along,
thinking our
infrastructure
was relatively
under control.
It called to light the lack of preparation we all have when it
comes to relationships with vendors,” Bien has said.

Bien has been in the high tech business since his
teenage days in Kansas.

At age 16, he worked the night shift as a computer
operator at a small bank in Ottawa, Kan. He went on to
pursue a degree in information systems at Kansas State
University. Later, his career took him to PepsiCo Inc. and
Dell Computer Corp.

Research by Bien has been featured by media outlets
such as Business 2.0, The New York Times and The Wall Street
Journal. He has lent his consulting expertise to companies
such as AT&T Corp., Sara Lee Corp. and Prodigy
Communications Corp.
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Darren Bien,vice president of information technology and chief operating officer at Keller Williams Realty Inc.,“has the
larger perspective and is still able to be in touch with the details,”says Christine Martin,marketing manager.

At home with
high tech
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oversees in-house upgrade

of Internet technology for a vast
network of real estate agents
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Biggest career achievement: Expanding Keller

Williams’package of technology services for its
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at Dell Computer Corp.
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