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Course Overview

The Customer Retention & Loyalty in Insurance Training Course provides a strategic and practical 

framework for strengthening customer retention, increasing loyalty, reducing customer attrition, and 

improving long-term customer value within insurance organizations. The course examines the key 

factors influencing customer decisions to renew, remain with, expand their relationship with, or leave 

an insurance provider.

Participants will explore customer retention across the complete insurance lifecycle, including 

acquisition, onboarding, policy servicing, claims, renewals, customer communications, distribution 

channels, and digital interactions. Particular attention is given to identifying customer pain points 

and service gaps that can negatively affect satisfaction, trust, loyalty, and renewal decisions.

The course also addresses customer segmentation, retention analytics, customer lifetime value, 

churn analysis, personalized engagement, loyalty strategies, complaints management, service 

recovery, and proactive retention programs. Participants will learn how to use customer and 

operational data to identify customers at risk of leaving and design targeted interventions that create 

measurable business value.

Through practical exercises, insurance case studies, and strategic workshops, participants will 

develop an integrated customer retention and loyalty framework that connects customer experience 

with profitability, product strategy, service quality, distribution, and organizational performance.

Objectives

• By the end of this course, participants will be able to:

• Analyze the strategic importance of customer retention and loyalty in the insurance industry.

• Identify the key drivers of customer satisfaction, loyalty, renewal, and attrition.

• Evaluate customer journeys and identify critical retention points across the insurance lifecycle.

• Apply customer segmentation techniques to develop targeted retention strategies.

• Analyze customer behavior and identify indicators of potential customer attrition.

• Evaluate the impact of claims, service quality, pricing, communication, and customer experience 

on retention.

QUEST TRAIN ING COMPANY COURSE NO. 1916

quest-training.com 01 / 06



• Develop proactive strategies for retaining high-value and strategically important customers.

• Design customer loyalty initiatives aligned with customer needs and organizational objectives.

• Apply customer lifetime value concepts to support retention and resource allocation decisions.

• Develop effective renewal and retention strategies across different insurance products and 

customer segments.

• Strengthen complaint handling and service recovery processes to protect customer relationships.

• Apply personalization techniques to improve customer engagement and loyalty.

• Develop performance indicators for measuring retention, loyalty, renewal, and customer value.

• Use customer analytics to support proactive retention decisions.

• Develop an integrated customer retention and loyalty strategy for an insurance organization.

Who Should Attend

This course is designed for insurance executives, senior managers, department heads, and decision 

makers responsible for customer relationships, retention, business growth, profitability, and 

customer experience. It is particularly relevant to leaders in customer experience, sales, distribution, 

marketing, policy administration, claims, underwriting, and customer service.

The program is also suitable for professionals working in customer analytics, relationship 

management, product development, digital insurance, business development, complaints 

management, process improvement, and strategic planning.

It is especially valuable for insurance organizations seeking to reduce customer attrition, improve 

renewal performance, strengthen customer loyalty, increase customer lifetime value, and build 

sustainable long-term customer relationships.

Learning Outcomes

• Upon successful completion of the course, participants will be able to:

• Develop a comprehensive customer retention and loyalty strategy for an insurance organization.

• Identify the main causes of customer attrition and non-renewal.

• Map customer journeys and identify critical moments affecting retention.

• Segment customers according to value, behavior, needs, risk, and loyalty characteristics.
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• Identify early-warning indicators of customer attrition.

• Analyze the impact of claims and service experiences on customer loyalty.

• Develop targeted retention strategies for different customer segments.

• Design effective renewal and customer engagement programs.

• Apply customer lifetime value analysis to retention decisions.

• Develop customer loyalty initiatives that support sustainable business growth.

• Improve complaint management and service recovery to protect customer relationships.

• Use customer data and analytics to support proactive retention interventions.

• Develop personalized customer communication and engagement approaches.

• Establish performance indicators and dashboards for customer retention and loyalty.

• Measure the financial and operational impact of retention initiatives.

• Develop an implementation roadmap for strengthening customer loyalty and retention.

Course Outline

D AY  0 1

Foundations of Customer Retention and Loyalty in Insurance

• Understanding customer retention and loyalty in the insurance industry.

• The relationship between customer experience, satisfaction, trust, loyalty, and retention.

• Key drivers of insurance customer attrition and non-renewal.

• Customer expectations and changing insurance buying behaviors.

• Mapping the insurance customer lifecycle.

• Identifying critical customer touchpoints and moments of truth.

• The relationship between retention, profitability, and sustainable growth.

• Establishing a customer-centric retention culture.

PRACTICAL APPLICATION

Map the customer lifecycle for an insurance product and identify the key factors influencing 

renewal and attrition.
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D AY  0 2

Customer Segmentation, Retention Analytics and Customer 
Value

• Principles of customer segmentation for insurance organizations.

• Segmenting customers by value, behavior, needs, profitability, and loyalty.

• Identifying high-value and strategically important customer segments.

• Understanding customer lifetime value and its application to retention.

• Analyzing customer attrition and non-renewal patterns.

• Identifying early-warning indicators of customer churn.

• Using customer data to identify retention opportunities.

• Developing retention priorities based on customer value and business impact.

PRACTICAL APPLICATION

Analyze a customer portfolio to identify high-risk and high-value customer segments requiring 

targeted retention strategies.

D AY  0 3

Claims, Service Quality and Customer Experience

• The impact of claims experience on customer loyalty and retention.

• Identifying customer pain points across policy servicing and claims.

• Service quality and its relationship with customer satisfaction.

• Managing customer complaints and dissatisfaction.

• Service recovery strategies following negative customer experiences.

• Improving communication throughout the claims and policy lifecycle.

• Using customer feedback to identify retention risks.

• Designing customer experience improvements that support loyalty.

• Connecting operational performance with customer retention.

PRACTICAL APPLICATION

Evaluate a customer service and claims scenario, identify retention risks, and develop a service 

recovery plan.
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D AY  0 4

Loyalty, Engagement and Proactive Retention Strategies

• Designing customer loyalty strategies for insurance organizations.

• Developing targeted retention programs for different customer segments.

• Renewal strategies and proactive renewal engagement.

• Personalizing customer communication and offers.

• Cross-selling and relationship expansion without compromising customer trust.

• Digital engagement and customer relationship development.

• Proactive intervention for customers at risk of leaving.

• Developing retention campaigns based on customer behavior and needs.

• Building long-term customer relationships through trust and value.

• Aligning retention strategies with products, pricing, service, and distribution.

PRACTICAL APPLICATION

Design a targeted retention and loyalty program for a selected insurance customer segment.

D AY  0 5

Retention Performance Management and Strategic 
Implementation

• Developing customer retention and loyalty performance indicators.

• Measuring renewal rates, attrition, customer lifetime value, and loyalty.

• Building management dashboards for retention performance.

• Evaluating the financial impact of retention initiatives.

• Establishing customer retention targets and accountability.

• Monitoring retention performance across products and distribution channels.

• Integrating customer analytics into retention decision-making.

• Establishing governance for customer retention programs.

• Prioritizing retention initiatives according to business value.

• Developing a sustainable customer loyalty operating model.

• Building an implementation roadmap for customer retention and loyalty.
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D AY  0 5  —  C O N T I N U E D

FINAL WORKSHOP

Develop an integrated customer retention and loyalty strategy for an insurance organization, 

including customer segmentation, attrition indicators, retention initiatives, loyalty programs, 

performance indicators, governance, and an implementation roadmap.

Register or Request More Information

Course page: https://quest-training.com/courses/customer-retention-loyalty-in-insurance-training-course

Website: https://quest-training.com

Email: info@quest-training.com

Phone: +905016771440
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