Reputation Management and Crisis Communication

for Insurers 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 digital-first and high-risk business environment, insurance companies face growing scrutiny from clients,
regulators, and the public. A single misstep, whether a delayed claim, data breach, or negative review, can spark a
reputational crisiswith long-term consequences. Training Course on Reputation Management & Crisis
Communication for Insurersis designed to equip professionals with the tools, strategies, and skills needed to
proactively safeguard brand trust and manage crises with confidence.

Through dynamic instruction, real-world case studies, and interactive sessions, participants will
gain mastery in stakeholder communication, crisis response planning, digital media management,
and post-crisis recovery strategies. Whether you' re preparing for the unexpected or responding to a
reputational emergency, this training empowers insurance leaders to take decisive, reputationally
sound action that protects both public trust and business continuity.

Programme Curriculum

Reputation Management and Crisis Communication for Insurers Training

Introduction

In today’ s digital-first and high-risk business environment, insurance companies face growing scrutiny from clients,
regulators, and the public. A single misstep, whether a delayed claim, data breach, or negative review, can spark a
reputational crisis with long-term consegquences. Reputation Management and Crisis Communication for Insurers Training
equip professionals with the tools, strategies, and skills needed to proactively safeguard brand trust and manage crises with
confidence.

Through dynamic instruction, real-world case studies, and interactive sessions, participants will gain mastery in
stakeholder communication, crisis response planning, digital media management, and post-crisis recovery strategies.
Whether you' re preparing for the unexpected or responding to a reputational emergency, this training empowers insurance



leaders to take decisive, reputationally sound action that protects both public trust and business continuity.
Course Objectives

Participants will:
1. Understand the core principles of brand protection and reputation risk mitigation.
Analyze the impact of social media backlash on insurance firms.
Design comprehensive crisis communication frameworks.
Master media relations during high-stress scenarios.
Identify early signals of reputation damage.
Develop resilient crisis response teams and protocols.
Integrate real-time crisis monitoring and analysis tools.
Learn techniques for managing stakeholder expectations.
Create policies for online review and reputation management.
Implement crisis simulation exercises within teams.
. Use dataand analytics for post-crisis evaluation.
. Study and reflect on global insurance reputation disasters.
. Build lasting internal cultures of trust, transparency, and responsiveness.
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Target Audiences

Thiscourseisideal for:

Insurance Executives

Corporate Communication Teams
Risk Management Officers
Claims Managers

Public Relations Professionals
Compliance & Legal Officers
Policyholder Relations Staff
Marketing & Brand Managers
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Course Duration: 10 days
Course Modules

Module 1: Foundations of Reputation Management in Insurance
o Definition and importance of reputation in the insurance sector

Key reputational risks facing insurers

Long-term vs. short-term reputation planning

How brand equity drives customer loyalty

Tools for auditing your current reputation

Case Study: Wells Fargo Insurance & Brand Fallout

Module 2: Identifying Crisis Triggers

e Understanding external and internal triggers
Early warning signals in digital analytics
Fraudulent claims and reputational backlash
Employee misconduct and organizational impact
Reputation-risk mapping
Case Study: Allianz Data Breach Incident

Module 3: Building a Crisis Communication Plan



Elements of a strong crisis response framework
Aligning internal and external messaging

Chain of command during crises

Designating crisis spokespersons

Role of documentation in legal protection

Case Study: AIG's 2008 Financial Crisis Response

Module 4: Digital Reputation Management
e Monitoring and managing online reviews
Using SEO and content strategy for reputation repair
Responding to viral social media crises
Third-party review sites and Google rankings
Building a positive digital brand identity
Case Study: Progressive Insurance’ s Social Media Response

Module 5: Stakeholder Communication
o Prioritizing stakeholders: internal, external, regulators
Creating message maps
Timing and tonein crisis updates
Investor relations and shareholder trust
Employee communication as internal PR
Case Study: Zurich Insurance’'s Stakeholder Handling

Module 6: Media Handling for Insurance Crises
e Preparing media statements
Holding press conferences
Preventing media spin
Liveinterview tips for insurance execs
Managing "lesks" to the press
Case Study: State Farm'’ s Press Management Strategy

Module 7: Internal Culture & Reputation
e Transparency and accountability frameworks
L eadership communication training
Reporting systems for internal whistleblowing
Ethical compliance messaging
Promoting a speak-up culture
Case Study: Prudential’s Internal Ethics Campaign

Module 8: Social M edia Response M anagement
¢ Real-time monitoring platforms
Escalation protocols for social mediateams
Content templates for crisis messaging
Hashtag and trend hijack protection
Influencer management in acrisis
Case Study: GEICO's Social Media Crisis Playbook

Module 9: Legal and Regulatory Considerations
o Crisis-related compliance obligations
e Lega do'sand don’'tsin communication



Working with legal during PR crises

Documenting incidents for regulators

Insurance disclosure best practices

Case Study: Chubb’s Legal Approach to PR Crisis

Module 10: Policyholder Relationsin Crisis
e Retaining clients post-crisis
Emotional intelligence in client communication
Compensation and apology strategies
Proactive outreach models
Humanizing the insurer response
Case Study: Nationwide's Policyholder Response Success

Module 11: Crisis Communication Simulation
e Scenario-building for insurance teams
Live-fire communication drills
Evaluation criteriafor simulations
Feedback loops and simulation reviews
Role-play leadership involvement
Case Study: Liberty Mutual’s Simulation Program

Module 12: Post-Crisis Brand Recovery
e Measuring reputation damage
Media campaigns to rebuild trust
Customer feedback programs
o | essons learned documentation
Internal debriefs and audits
Case Study: MetLife' s Post-Crisis Reputation Campaign

Module 13: Influencer & Partner Communication
o Aligning messaging with brokers and agents

Vetting third-party messaging

Joint statements in co-brand crises

Partner training in communication norms

CRM for partner transparency

Case Study: AXA & Third-Party PR Crisis

Module 14: Analytics & Reputation Metrics
o KPIsfor reputation performance
e Monitoring sentiment over time
Crisis dashboard tools
Predictive analyticsin crisis forecasting
ROI of communication strategies
Case Study: Aviva s Analytics-Driven Crisis Strategy

Module 15: Ethical L eadership in Reputational Risk
e Leading with integrity during crisis
e Mora decision-making under pressure
e Communicating empathy and accountability
e Developing ethical leadership benchmarks



e Upholding brand values amidst controversy
e Case Study: The Hartford's Ethical Crisis Leadership

Training M ethodology

e |nteractive lectures with real-time Q& A
Group breakout activities and crisis simulations
Role-playing exercises for internal and external communication
Multimedia content including video breakdowns of real incidents
Downloadabl e toolkits, templates, and response frameworks
Personalized feedback from reputation management experts

Register asa group from 3 participantsfor a Discount

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

Certification

Upon successful completion of thistraining, 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

¢. 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, as indicated in the invoice so as to enable us prepare better for you.

Upcoming Scheduled Sessions

Start Date End Date Location

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


mailto:info@fineskilltrainingcenter.com

Start Date

07 Sep 2026

14 Sep 2026

21 Sep 2026

28 Sep 2026

End Date Location

18 Sep 2026 Online
25 Sep 2026 Online
02 Oct 2026 Online
09 Oct 2026 Online

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

Register Online Now

$2,200

$2,200

$2,200

$2,200

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


https://www.fineskilltrainingcenter.com/courses/reputation-management-and-crisis-communication-for-insurers-training

