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Introduction

Every insurance professional who has contact with clients faces the challenge of communicating so clients feel
they have received the best service possible. Customer Service for Insurers will help develop the skills to
communicate effectively in every customer interaction.

Suitability

All insurance personnel who work directly with clients can benefit from this course, including:
eCustomer service representatives;
¢Claims employees;
eProducers;
eSupport personnel; and
eUnderwriters.

Course Obijectives

After completing this course, participants will be able to do the following:

eExplain what is meant by customer service and identify the “customers” that insurance professionals
serve

eExplain why a focus on the customer is essential for the insurance industry in today’s highly competitive
environment

eUse verbal communication skills effectively to deliver quality service

eDeliver optimal service on the telephone, from the time the phone rings until the caller hangs up

eUse proper etiquette with other communication tools, including automated phone systems, voice mail,
e-mail, and fax

*Manage a customer’s problem or complaint through to a satisfactory conclusion

eResolve specific types of challenging situations




Day One

Module I:
L Who is this Thing Called Customer Service!

Learning Objectives

Module 2:
L Staying Alive: Survival for the Fittest

Learning Objectives

Module 3:

L Communication Fundamentals

Learning Objectives
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Day Two
Module 4:
L Quality Service by Telephone

Learning Objectives

Module 5:
L Etiquette in the Age of Technology

Learning Objectives

Module 6:
L Handling Problems and Complaints

Learning Obijectives
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Module 7:

Learning Obijectives

After completing this module, participants will be able to do the following:
eUse specific techniques to respond to challenging customer service scenarios, including the following:
-Delivering negative information
-Apologizing to angry customers, even when you are not at fault for the problem
-ldentifying emotions that influence how customers interact with you
-Assisting customers who are confused, uncertain, angry, or nonstop talkers
eRecover a customer’s goodwill by providing quality service
eEffectively summarize customer service transactions to ensure customers are satisfied

Course Delivery

This course combines formal but highly interactive lectures and discussions with dynamic exercises.

Delegates will also be examined at the end of the training to qualify for a Certificate of Participation.

To be provided by Client
_Duration: PANED

B Ksh 520,000 + VAT Per Group
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Contact us to book for the Training

Phone : +254 20 6530128 Safaricom: +254 723 334 408 Airtel: +254 -733 812 695
or Email: Elijah.mogere@iiea.co.ke or info@iiea.co.ke

Insurance Institute of East Africa

Brunei House, 3rd Floor | Witu Road off Lusaka Road
P.O. Box 16481 - 00100 Nairobi, Kenya

Tel: +254 20 6530128 | 6530298

Mobile: + 254 723 334 408 | 733 812 695
E-Mail: info@iiea.co.ke | www.iiea.co.ke



