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Preface

The Insurance Institute of East Africa's full array of training courses meets the 

needs of new employees and seasoned professionals. We'll provide 

comprehensive orientations to introduce employees to new roles, as well as more 
specific, job-related education to help them develop throughout their careers. IIEA's 

Insurance Professional Development training will inspire your staff to achieve great 
success across functional areas of your business!
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Insurance

Customer Service for Insurers 

I

Course Overview

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 course will help develop the skills to communicate 
effectively in every customer interaction.

All insurance personnel who work directly with clients can benefit from this course, 
including:

· Customer service representatives;

· Claims employees;

· Producers;

· Support personnel; and

· Underwriters

Learning Outcomes

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

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

· Explain why a focus on the customer is essential for the insurance industry in 
today's highly competitive environment

· Use verbal communication skills effectively to deliver quality service

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

· Use 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

· Resolve specific types of challenging situations
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Underwriting Practices

Course Overview

Underwriting is the process of selecting certain types of risks and rejecting 
others so the insurance company will have a book of business that will create a 
profit for the company. Underwriting also involves pricing risks and determining 
policy terms and conditions.

But who decides which risks are acceptable to the company? How are rates and 
rating plans developed? Why do insurance companies modify their underwriting 
policies in response to changes in market conditions?

Underwriting Practices answers these questions by going beyond the day-to-
day tasks involved in underwriting to examine the decision-making processes 
made at the managerial level and in other areas of the insurance company that 
affect underwriting functions and policies. Underwriters who understand why 
their underwriting processes work the way they do will better appreciate the 
importance of their role in the company's success and be able to perform their 
jobs better.

Learning Outcomes

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

· Describe the purpose of underwriting guidelines and the topics they 
typically address

· Define the phases of the underwriting cycle, the factors that influence it, 
and its impact on the insurance industry

· Explain the principles behind insurance pricing and how insurance 
companies use premiums to cover losses and expenses

· Explain why insurance prices are regulated and the methods used to 
regulate them

· Compare and contrast insurance rating plans

· Explain the principles behind insurance rate making

· Compare and contrast rate-making methods

· Describe the methods used to collect the data used in rate development

· Explain how retrospective rating differs from traditional insurance rating 
plans and identify situations in which it may be appropriate
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Liability Insurance Practices

Course Overview

Liability Insurance Practices is a course that provides a broad understanding of 

the main issues involved in liability claims. It examines the claim representative's 

role in determining coverage and legal liability for third-party claims, including 

those affected by homeowners policies and commercial general liability (CGL) 

coverage. Claim investigation, damages evaluation, and settlement practices 

are explained in detail, as is the management of claims that are litigated. 

Particular attention is paid to specific claim issues involving the most common 

types of liability claims, auto liability and premises liability. Throughout, the 

course alerts claim representatives to potential problem areas and provides 

suggestions for dealing with some of the more complicated claims.

Claim representatives should always refer to specific policy wording if they have 

questions about how a policy applies to a particular claim, and should consult 

with claim managers or legal counsel about any questionable matters.

Learning Outcomes

Upon completion of the program, participants should be able to:

— Explain the general principles of managing liability claims 

— Evaluate non–routine liability claims 

— Participate in negotiations 

— Resolve claims disputes 

— Finalise claims settlements 

— Review claims performance.

Ethical Guidelines for the Insurance Professionals 

Ethical behavior is crucial to preserving not only the trust on which insurance 

transactions are based, but also the public's trust in our industry as a whole. The 

Ethical Guidelines for Insurance Professionals learning course is designed 

specifically for insurance practitioners and uses insurance-based case studies 

to outline an ethical framework.
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Claim Evaluation and Settlement 

Course Overview

The claim handling process involves three primary elements: investigation, 
evaluation, and settlement (disposition).

After investigating a claim and determining that it is covered, either in full or in 
part, a claim handler will set an appropriate reserve, evaluate the loss to decide 
how much should be paid on the claim, and settle the claim. After the claim has 
been paid, the claim handler may be able to recover all or part of the payment 
through subrogation or salvage. Claim Evaluation and Settlement focuses on 
these aspects of the claim handling process. 

Learning Outcomes

In this course, you will learn the following:

· Why insurance companies set reserves and the basic methods and 
philosophies that relate to reserves How to obtain estimates for losses to 
buildings and dwellings, personal and business property and autos

· How to determine the amount of damages sustained by a claimant in a 
liability insurance claim, which conditions in property and liability 
insurance policies may affect the amount paid on the claim, including 
loss settlement provisions

· How state laws and other legal principles may impact the claim 
evaluation and settlement process

· What options are available for settling and paying claims

· What types of releases are used with property and liability claims

· How an insurance company can recover all or part of the money it paid on 
a claim through subrogation or salvage
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Selling Disability Income Insurance

Course Overview

Traditionally, disability income insurance has been the most overlooked 
insurance need. Statistics show that the possibility of disability is more likely 
than death at any age before 65. In addition, the costs associated with disability 
are often greater than the costs associated with death. However, no statistics 
can tell us how many dreams for a carefree and comfortable retirement have 
disintegrated because a disability destroyed earning power and thus the ability 
to save for retirement. Nor do we have exact figures telling us how many 
potentially promising futures have been destroyed by a disability that forced a 
family to use funds it saved for a child's education for the family's survival.

Prepare Well to Sell Well

The information in this course is designed to help insurance agents get started 
selling disability income insurance. Those who are already selling disability 
income insurance will be able to sharpen their skills in the business and 
advanced markets and will learn additional marketing strategies that will help 
them achieve more.

When an agent uncovers a need for life insurance, there is an equal need for 
disability income coverage. This course defines and explains the major forms of 
disability income insurance in clear and concise language with illustrations and 
marketing strategies.

Learning Outcomes

After you complete this course, you will be able to: -
· understand how disability contracts work so you can explain them to 

your clients
· assess your client 's need for individual disability coverage so you can 

recommend the proper solution
· identify opportunities to sell various forms of business disability income 

coverage, which will be a springboard to many other financial product 
sales

· enhance your standing as a full-service agent or financial planner, while 
minimizing your professional liability
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Risk Management for Insurers

Course Overview

This course provides an introduction to risk management, and then it takes you 
step-by-step through the risk management process. This process can be applied 
to both personal and business risks. It presents a variety of options for treating 
risk situations, with a special emphasis on the need to offer clients a combination 
of approaches to maximize risk protection.

Because insurance is such an integral part of most risk management solutions, 
basic insurance concepts and the need for liability loss protection are highlighted 

Learning Outcomes

After completing this course, you will be able to:

· describe each step in the risk management process;

· explain how each step in the risk management process can reduce or 
eliminate potential losses; recognize how the risk management process 
benefits insurance users, insurance companies, and producers;

· explain basic insurance concepts; explain the need for liability loss 
protection;

· demonstrate one or more risk treatment alternatives to achieve the most 
effective means of protecting against loss; and

· identify the responsibilities of producers, insurance companies, and 
prospective insureds to implement an effective risk management plan.
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Motor Claims Fundamentals 

Course Overview
This course enables you to understand and apply principles relating to the 
investigation and the loss adjustment process for auto claims. Topics include an 
overview of the various types of claims that are covered under an auto policy, 
how to analyze liability in auto claims, the investigation and valuation of auto 
physical damage claims, and resolving disputes with alternative dispute 
resolution mechanisms. Insurance fraud is also comprehensively covered.

Learning Outcomes

Effectively apply claim principles to your everyday work.

Expedite the completion of claim cases through the application of relevant 
liability claim theory.
Enhance your effectiveness.

Mitigate costly lawsuits by relating best practices to the investigation and 
management of claims.
Demonstrate your value to your organization.

Set yourself apart as a valuable contributor to your organization's success with 
thorough knowledge of proven auto liability claim practices.

Communication Skills for Claims Professionals

One of the biggest concerns in the insurance industry today is “how to create a 

customer-focused organization”. This question forces insurance companies to 

take a closer look into their organization to identify where improvements can be 

made to increase customer satisfaction through better customer service 

performance.

This process includes looking beyond the organization itself, and delving deeper 

into the practices of their insurance restoration providers. The reason for this is 

that if a customer is not satisfied with the work performed by an insurance 

restoration contractor, it reflects poorly on the insurance company, and they risk 

losing that customer to a competitor. And in today's world of getting an insurance 

quote in 15 minutes or less, it doesn't take long for that customer to disappear.

The best way to ensure customer satisfaction and prevent claims disputes is to 

provide clear, transparent communication between all parties involved in the 

claims process which is what this course provides.
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Reinsurance for Insurance Practitioners

Course Overview

Reinsurance plays a key role in the world of insurance. As you continue your 
study, you will see how reinsurance helps insurance companies accomplish 
their goals and deliver the protection insureds need to achieve and maintain 
financial stability.

It is important, therefore, for every insurance professional, regardless of his or 
her specific job, to understand how and why reinsurance works and what its 
unique contributions are to the business of insurance.

Learning Outcomes

After completing this course, you will be able to; 

· Know what reinsurance is,
· Know the purposes reinsurance accomplishes
· Know different forms reinsurance can take
· Know the important principles and terminologies associated with 

reinsurance
· Know how the reinsurance industry is structured, and
· Know how reinsurance is transacted.

Health Insurance Concepts

Course Overview
This course provides a comprehensive look at the health insurance industry. 
Health insurance products are the subject of this course. Topics include: types of 
policies, disability income and medical expense insurance, dental insurance. 
Learn about the industry, marketing, applications, underwriting, group policies, 
common, required and optional policy provisions, dental insurance among 
others. It is a professional development course.

Learning Outcomes

On completion of this course you will be able to understand:
· General Insurance
· Medical Underwriting
· Policy Provisions
· Medical Expense Insurance
· Disability Income Insurance
· Dental and other Special Types of Medical Expense Policies
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Life Concepts 

Get a comprehensive look at the life insurance industry. Beginning with basic 
insurance concepts and explanations of life insurance, annuities, and policy 
types, this course covers the need for life insurance and its uses in retirement 
planning, estate planning, and business planning.

It also focuses on general information about insurance, including insurance, 
underwriting, and group insurance, life insurance, including selling life 
insurance, policy issuance and delivery, types of insurance policies, policy 
provisions, policy options, group life insurance. Topics include an introduction to 
life insurance, the need for life insurance, permanent insurance, term insurance, 
annuities, policy provisions, riders, premiums, dividends, nonforfeiture and 
settlement options, policy loans, insurance applications, underwriting, claims, 
group life insurance, business insurance and life insurance companies.

Motor Claims Investigation

Course Overview
This is a course in motor claims investigation, one of the most important aspects 
of property and liability claims adjusting. Simply put, it is the adjuster's or claim 
representative's job to investigate and gather the facts surrounding an accident 
or loss.

Claims adjusters cannot make facts, but they can unearth them. Investigation is 
the process of unearthing relevant facts. To put claims investigation into its 
context, the course summarizes the entire claims handling process. It then 
describes the sources of information often used in investigating claims, including 
statements and interviews and specific considerations involved in the 
investigation of motor claims

Learning Outcomes

On completion of this course, you will be able to understand: 
— Auto accident claims. 
— Claim Handling Process. 

— How to determine negligence in tort law.

— Coverage and liability investigation.

— Auto claim investigations.
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Agency Operations and Sales Management

Course Overview
This course focuses on insurance agency formation and the environment in 
which producers work. It describes and applies organizational management 
principles to the agency environment, reviews how to develop the public image 
of the insurance agency with an insurance consumer, and proposes solutions to 
the various issues agency principals and managers face. It covers this through 
the following broad areas of study: 

— Agency Formation and Environment

— Organizational Management

— Agency Sales Management

— Personal Production Plans.

Learning Outcomes

— Confidently communicate with customers by utilizing proven sales and 
negotiation techniques.

— Set yourself apart as a valuable contributor to organizational success with 
thorough knowledge of managing agency operations.

— Generate customer royalty and retention by showing your commitment to 
professionalism.

Claim Handling Fundamentals

Course Overview

This course enables you to understand and apply principles relating to the 
investigation and the loss adjustment process for auto claims. Topics include an 
overview of the various types of claims that are covered under an auto policy, 
how to analyze liability in auto claims, the investigation and valuation of auto 
physical damage claims, and resolving disputes with alternative dispute 
resolution mechanisms. Insurance fraud is also comprehensively covered.

Learning Outcomes

— Effectively apply claim principles to your everyday work.

— Enhance your effectiveness.

— Demonstrate your value to your organization.
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Customer Service for Insurance Professionals

Course Overview

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  course will help develop the skills to 

communicate effectively in every customer interaction.

All insurance personnel who work directly with clients can benefit from this 
course, including:

· Customer service representatives;

· Claims employees;

· Producers;

· Support personnel; and

· Underwriters

Learning Outcomes

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

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

· Explain why a focus on the customer is essential for the insurance 
industry in today's highly competitive environment

· Use verbal communication skills effectively to deliver quality service

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

· Use 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

· Resolve specific types of challenging situations

I
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Marine Underwriting Management

Course Overview
Some cynics have suggested that the more an underwriter knows the business, 
the less he or she will be inclined to accept risks and insure. This however, is 
hardly the way to run a successful insurance business. The essence of 
underwriting is to assess and accept insurable risks, apply appropriate 
insurance conditions and charge the appropriate premium. This is just as true for 
the underwriting of marine and inland transit insurance as it is for other forms of 
insurance. This course explains the legal terms, concepts, principles and 
classes of marine insurance. It also explains risk factors, carriers' liability, marine 
liability insurance, cargo insurance for marine ventures and inland transit and 
covers reviewing performance of marine portfolios. 

Learning Outcomes

Upon completion of the course, you should be able to: 

— Explain legal terms and concepts and examine the principles and 
classes of marine insurance

— Explain marine hull and pleasure craft insurance

— Explain marine liability insurance and cargo insurance for marine 
ventures and inland transit 

— Explain carriers' liability insurance

— Explain and assess risk factors 

— Outline the different types of marine liability insurance 

— Examine marine insurance proposals and policy wordings 

— Review the operational performance of marine portfolios.

I

Marine Claims Management

Course Overview
This course covers the legal terms and concepts, and explains the process, 
principles and adjustment of claims. It also covers the general average and 
salvage and their application to hull and cargo claims and analysis, and 

Learning Outcomes

Upon completion of the course, you should be able to:
— Explain legal terms, concepts and claims in relation to marine 

insurance.
— Explain the claims process for marine claims.
— Explain the principles of marine claims and adjustments.
— Explain general average and salvage and their application to hull and 

cargo claims.
— Outline the categories of loss claimable under marine insurance.
— Analyse and adjust marine land–based transit insurance claims
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Underwriting Skills for Agents

This course discusses each important facet of underwriting. It begins by 
answering the question “What is Underwriting?”. Factors in underwriting, 
including key components used in underwriting when the application insures 
people, property, a business or business operations, are delineated. Then, the 
various types of underwriters are discussed and how their responsibilities differ 
depending upon the line of insurance they underwrite.

The four basic underwriting decisions, whether to reject an application, issue the 
application as substandard, issue the application as standard, or issued the 
application as preferred, are taken up next. Finally, the monitoring of 
underwriting decisions is explained.

Upon completion of this course, the agent will have a solid understanding of the 
importance, function process and purpose of underwriting. The agent will also 
know his or her important role in this process.

Claim Investigation

Course Overview
The claim handling process involves three primary elements: investigation, 
evaluation, and settlement (disposition). This course focuses on investigation: 
gathering pertinent details about the claim to determine whether the loss is 
covered.

Learning Outcomes

After you complete this course, you will be able to understand: -

— The three basic steps used to investigate property and casualty claims; 
verifying coverage, obtaining information about the claim and verifying 
and comparing this information.

— How to handle claims so that the information gathered during the 
investigation can be used as evidence in court.

— How to determine whether an insured is legally liable for loss,

— What types of laws may be involved in auto liability claims?

— Specific steps to follow when investigating auto liability, workers 
compensation, fire and 'fall down' claims.

I
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Motor Claims Practices

Course Overview

This course enables you to understand and apply principles relating to the 

investigation and the loss adjustment process for auto claims. Topics include an 

overview of the various types of claims that are covered under an auto policy, 

how to analyze liability in auto claims, the investigation and valuation of auto 

physical damage claims, and resolving disputes with alternative dispute 

resolution mechanisms. Insurance fraud is also comprehensively covered.

Learning Outcomes

— Effectively apply claim principles to your everyday work. 

— Expedite the completion of claim cases through the application of relevant 

liability claim theory. 

— Enhance your effectiveness. 

— Mitigate costly lawsuits by relating best practices to the investigation and 

management of claims. 

— Demonstrate your value to your organization. 

— Set yourself apart as a valuable contributor to your organization's success 

with thorough knowledge of proven auto liability claim practices.
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Foundation Course in Risk Management and Insurance 

Course Overview
This course provides an introduction to insurance principles, underwriting, 
claims, and risk management. It is ideal for professionals who are new to the 
insurance business or who work in nontechnical positions in the industry and 
would like to learn more about the insurance mechanism. Through the course, 
learners will gain confidence in serving their customers by obtaining an 
understanding of basic insurance and risk management principles. 

Learning Outcomes
— Help employees gain confidence in serving their customers by 

understanding basic insurance and risk management principles
— Enhances organizational efficiency by offering consistent fundamental 

property casualty, risk management, claims and underwriting knowledge 
across the organization.

— On successful completion of the course you will be awarded an 
International

General Insurance Underwriting Fundamentals

Course Overview
This course covers the key categories of risk and the steps involved in managing 
risk. It also describes the functions of underwriting, the underwriting process and 
the most common forms of reinsurance, insurance contracts and processing 
proposals.

Learning Outcomes

After completing the course, you should be able to;-
— Recognise and classify risks for insurance purposes.
— Identify appropriate risk prevention and risk management methods.
— Recognise and apply organizational or industry sector standards for 

insurancepilicies and wordings. 
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Course Summary 

Money laundering was once considered primarily a problem associated with the 

drug trade and other illegal activities in the United States where ill-gotten funds 

were legitimized. Since the terrorist acts of September 11, 2001, and the ensuing 

USA PATRIOT Act of 2001, however, money laundering and anti-money 

laundering efforts have taken on new dimensions. This course will introduce 

students to the definitions and terminology associated with money laundering, 

how money laundering occurs in financial institutions, and the laws that attempt 

to prevent and penalize money laundering. In addition, students will learn the 

importance of compliance programs and techniques to recognize and prevent 

money laundering. 

Learning Outcomes 

When students complete this course they will be able to:

· describe the objectives of money laundering,

· articulate the three stages of the money-laundering process,

· identify the laws and regulations concerning money laundering,

· discuss the money-laundering compliance programs,

· list the four categories of suspicious activity,

· recall the methods that may prevent suspicious activities, and

· recognize the importance of the Suspicious Activities Reports (SARs). 

Anti-Money Laundering: Suspicious Activities and SARs 
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Course Summary 

Banks and other depository institutions have long been required to have in place 

programs designed to thwart money laundering practices and schemes. Today, 

under the new rules and regulations being promulgated to comply with the 

Patriot Act, many more financial services organizations, including insurance 

companies, are required to establish such programs. 

Learning Outcomes

This course is designed to help insurance companies design anti-money 

laundering programs that effectively address the risks they face from money 

launderers and terrorists.

When you have completed this course, you should be able to establish an 

effective anti-money laundering program, including:

· program policies, procedures, and internal controls;

· a customer identification system;

· a system for identifying and reporting suspicious activities;

· a designated compliance officer;

· an ongoing training program; and

· a regular audit of the program.

Anti-Money Laundering Best Practices for the Insurance Industry 
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Anti-Money Laundering Best Practices for the Insurance Industry 

Introduction and Course Objectives
Banks and other depository institutions have long been required to have 

programs in place designed to thwart money laundering practices and schemes. 

Today, under the rules and regulations promulgated to comply with the PATRIOT 

Act, many more financial services organizations, including insurance 

companies, are now required to establish such programs. 

Why Should You Take an Anti-Money Laundering Training Course? 
Why is a course on anti-money laundering (AML) for insurance professionals 

important to take? Current trends in money laundering give many indications.

— Anti-money laundering efforts continue to evolve and expand across 

multiple dimensions, encompassing even more countries, industry 

segments, and processes.

— Financial companies are expanding and refining their compliance efforts, 

some globally. 

— Providers of AML software are continually enhancing their technology. 

— While most people cite regulatory requirements as the main force behind 

AML compliance efforts, a significant number of others cite reputational 

risk—protecting the name of the company and product—as the driving force 

behind AML compliance. A company's good reputation improves business. 

— AML compliance costs continue to increase. The greatest impetus to 

increased costs is new regulatory demands for new processes and 

technology, such as implementation of risk-based scoring or the means of 

identifying an account's ultimate beneficial owner during the due diligence 

process. 

In the insurance industry, more and more insurers are incorporating world-class 

AML technology into their AML programs. In the United States, this is being 

driven by regulators who are increasingly focusing on insurance products as 

vehicles for money laundering. Another impetus to this development is the 

growth of online insurance sales. Because of easy access, online insurance 

sales are a target for money laundering. Also, the faster cycle times of online 

insurance sales, often delivering instant decision making, is creating a need for 

automated due diligence and other AML checks. 
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Learning Outcomes

This course is designed to help insurance companies design anti-money 

laundering programs that effectively address the risks they face from money 

launderers and terrorists. When you have completed this course, you should be 

able to understand how insurance companies can establish an effective anti-

money laundering program, including the following: 
· Program policies, procedures, and internal controls;
· A customer identification system;
· A system for identifying and reporting suspicious activities;
· A designated compliance officer;
· An ongoing training program; and
· A regular, independent audit of the program.

Contact Us

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 (0) 723 334 408  733 812 695
E-mail: info@iiea.co.ke
Website: www.iiea.co.ke

Training Price List
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