Customer Relationship Management (CRM) for

Insurance Professionals Training

Professional Development Training Course Outline

Category Insurance Duration 10 Days

Online / On-site

Base Fee $2,200 USD Delivery Mode )
Hybrid

Course Introduction

In today’ s competitive insurance market, cultivating long-lasting customer relationshipsis essential for growth,
customer retention, and brand loyalty. Training Course on Customer Relationship Management (CRM) for Insurance
Professionals is designed to equip insurance agents, underwriters, and customer service teams with strategic tools and
advanced CRM techniques to improve customer engagement, personalize policyholder experiences, and increase
profitability.

This comprehensive CRM course incorporates cutting-edge CRM software tools, Al-powered data analytics, and
omnichannel communication strategies. Participants will gain a deep understanding of how CRM enhances customer
lifecycle management, claims processing, cross-selling, and up-selling in the insurance industry. With real-world case
studies, practical simulations, and role-playing activities, professionals will learn to proactively manage leads,
personalize services, and drive retention using data-driven decision-making.

Programme Curriculum

Customer Relationship Management (CRM) for Insurance Professionals Training

Introduction

In today’ s competitive insurance market, cultivating long-lasting customer relationships is essential for growth, customer
retention, and brand loyalty. Customer Relationship Management (CRM) for Insurance Professionals Training equip
insurance agents, underwriters, and customer service teams with strategic tools and advanced CRM techniques to improve
customer engagement, personalize policyholder experiences, and increase profitability.

This comprehensive CRM course incorporates cutting-edge CRM software tools, Al-powered data analytics, and
omnichannel communication strategies. Participants will gain a deep understanding of how CRM enhances customer
lifecycle management, claims processing, cross-selling, and up-selling in the insurance industry. With real-world case
studies, practical simulations, and role-playing activities, professionals will learn to proactively manage leads, personalize



services, and drive retention using data-driven decision-making.

Course Objectives

1. Understand the fundamentals of CRM in the insurance sector.
Implement Al-integrated CRM systems for customer profiling.
Enhance customer retention through personalized communication.
Develop omni-channel customer engagement strategies.
Streamline policyholder onboarding using automation.
Analyze customer behavior using CRM data analytics.
Boost sales conversion rates via CRM |lead management.
Create customer personas for targeted marketing campaigns.
Improve claims handling with CRM workflow tools.
Leverage mobile CRM for real-time customer support.
. Train teams on CRM compliance and data security.
. Implement CRM to drive cross-selling and up-selling.
. Use CRM dashboards for performance monitoring and reporting.
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Target Audience
1. Insurance agents
Underwriters
Claims adjusters
Customer service representatives
Insurance marketing professionals
Sales managers in insurance
Insurance I T professionals
CRM system administratorsin insurance firms
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Course Duration: 10 days
Course Modules

Module 1: Introduction to CRM in Insurance
e Definition and importance of CRM
Evolution of CRM in financial services
CRM architecture and components
Regulatory considerations in insurance CRM
Key performance indicatorsin CRM
Case Study: CRM transformation at Liberty Mutual

Module 2: Customer Segmentation and Profiling

o ldentifying target customer segments

e Behavioral and demographic segmentation
Creating customer personas
Tools for customer profiling
Segmentation impact on policy personalization
Case Study: Geico’s segmentation strategy

Module 3: Al and Automation in CRM
e Al toolsin CRM platforms
e Chatbots and virtual assistants



Predictive analytics for customer behavior
Workflow automation in insurance

Automating repetitive CRM tasks

Case Study: Progressive Insurance's Al-driven CRM

Module 4: CRM Data Analytics and Reporting
e KPIsand dashboard design
Customer lifetime value (CLV) analysis
Claims frequency vs. profitability metrics
Interpreting churn rates
Integrating analytics with marketing efforts
Case Study: Allstate' s data-driven CRM approach

Module 5: Omnichannel CRM Strategies
e Importance of unified customer experience
e Email, SMS, call center, and app integration
Syncing CRM with social media
Real-time data synchronization
Maintaining CRM consistency across platforms
Case Study: Nationwide Insurance’ s omnichannel CRM

Module 6: Customer Onboarding and Retention
o Designing effective onboarding workflows
Welcome journey mapping
First 90-day engagement plans
Retention metrics and tactics
Leveraging CRM for renewals
Case Study: State Farm’s onboarding improvements

Module 7: CRM in Sales Funnel Optimization
e Mapping the insurance sales funnel
Lead scoring models
Pipeline management techniques
CRM for upselling and cross-selling
Sales forecasting using CRM
Case Study: AXA’s CRM-based sales boost

Module 8: CRM for Claims Management
o Integrating CRM with claims systems
Automating claim communications
Enhancing customer support via CRM
Tracking claim resolution metrics
Using CRM to reduce claim cycles
Case Study: Farmers Insurance’'s CRM-claims integration

Module 9: Maobile CRM and Field Service Integration
o Benefits of mobile CRM for agents
e Offline CRM capabilities
o Location-based CRM features
e Scheduling and notifications for agents



e Field service tracking and performance
e Case Study: MetLife’s mobile CRM adoption

Module 10: Personalization and Customer Experience (CX)
e Dynamic content personalization

Customer journey mapping

V oice-of -customer (VoC) tools

Personalized policy recommendations

CRM-enabled feedback 1oops

Case Study: Prudential’s customer-first CRM model

Module 11: CRM Security and Compliance
e GDPR and HIPAA in CRM
Access control and user authentication
Encryption and secure data storage
CRM audit logs and activity tracking
Staff training for compliance
Case Study: Zurich’s secure CRM framework

Module 12: CRM Implementation Strategy
e CRM needs assessment
Choosing the right CRM vendor
Integration with legacy systems
Change management techniques
Post-implementation eval uation
Case Study: Chubb’'s CRM rollout strategy

Module 13: CRM Success Metrics and ROI
e CRM adoption rates
e Calculating ROI for CRM initiatives
Aligning CRM with business goals
| dentifying inefficiencies
Ongoing CRM performance reviews
Case Study: AIG'sROI from CRM investments

Module 14: Advanced CRM Toolsand Trends
e Al-powered CRM trends
Predictive customer engagement
Hyper-personalization
Voice recognition and CRM
Future of CRM in InsurTech
Case Study: Lemonade's cutting-edge CRM stack

Module 15: Team Collaboration and CRM Culture
e Internal communication through CRM
Aligning departments on CRM use
Role-based access and CRM dashboards
Gamification to improve CRM use
Fostering CRM accountability
Case Study: The Hartford’ s collaborative CRM model



Training M ethodology
Interactive lectures with subject matter experts

Real-life insurance case studies and group discussions
Hands-on CRM software practice labs

Role-playing and customer interaction simulations
Post-training CRM performance assignments

Quizzes and feedback evaluations after every module

Register asa group from 3 participantsfor a Discount

Send us an email: info@fineskilltrainingcenter .com or call +254769199797

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.
Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon successful
completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at |east a week before commence of the training, to FINESKILL
TRAINING CENTER account, asindicated in the invoice so as to enable us prepare better for you.

Upcoming Scheduled Sessions

Start Date End Date Location Price

10 Aug 2026 21 Aug 2026 Online $2,200
17 Aug 2026 28 Aug 2026 Online $2,200
24 Aug 2026 04 Sep 2026 Online $2,200
31 Aug 2026 11 Sep 2026 Online $2,200

07 Sep 2026 18 Sep 2026 Online $2,200


mailto:info@fineskilltrainingcenter.com

Start Date End Date Location

14 Sep 2026 25 Sep 2026 Online $2,200
21 Sep 2026 02 Oct 2026 Online $2,200
28 Sep 2026 09 Oct 2026 Online $2,200

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com


https://www.fineskilltrainingcenter.com/courses/customer-relationship-management-crm-for-insurance-professionals-training

