
Advanced Communica.on Skills for the Insurance Sector  
 
Dura&on: 1 Day 
Maximum 12 delegates 
 
About the course 
This course takes communica3on skills to a new level in a sector where communica3on is a 
key feature in success or failure. It will look at how our a:tude affects our response and 
how to deal with situa3ons, how to communicate confidently and calmly, how to defuse 
confronta3ons, complaints and pressured situa3ons and how to assess people’s state of 
mind. 
 
The course includes role-play exercises to ensure comfort and confidence with techniques 
learned. 
 
Who should a;end? 
All those who wish to develop enhanced communica3on skills and be beFer able to deal 
with situa3ons requiring diplomacy and tact.  
 
Course content 
We look at a:tudinal and environmental issues and techniques for listening, communica3on 
and managing situa3ons and developing proac3ve and confident response skills. 
The workshop focuses on: 

§ building rapport in difficult situa3ons 
§ communica3ng confidently and calmly 
§ verbal communica3on techniques 
§ how to interpret and use body language 
§ managing our own responses 
§ conversa3on management and nego3a3on techniques 
§ managing expecta3ons 
§ understanding emo3ons and trigger points 
§ handling problems and different behaviours – taking ownership and ge:ng the 

win/win and aFaining a posi3ve outcome 
§ avoiding taking things personally 
§ handling verbal aggression and “put downs” 
§ how to say "no" when you can’t say "yes" 

 


