
Fñaěd Fughčeñ Tñau±u±g: The Hě«a± 
Sude ¿f Fñaěd Pñeļe±ču¿±
A powerful partner to compliance-based fraud training for banks, the Fraud Fighter program 
addresses the critical human element in fraud prevention. This innovative training empowers your 
frontline staff with psychological insights and practical tools to recognize manipulation attempts in 
real-time, protecting both your customers and your institution.

by Cortex Leadership Consulting



Whō Fñaěd Fughčeñ Tñau±u±g W¿ñ�ÿ
The Fraud Fighter Training program addresses 
the missing piece in traditional fraud 
prevention: human vulnerability. While 
compliance-based training thoroughly covers 
rules, regulations, and processes, Fraud Fighter 
focuses on behavior4the real, messy, human 
elements that make us susceptible to fraud. 
This training is deeply grounded in psychological 
principles, empowering your employees to 
recognize manipulation in the moment, not 
after the damage has already been done.

What sets this program apart is its ability to 
engage both the heart and the head. Our 
original, high-energy theme song "Smooth 
Talker" introduces three main fraudster 
personas that your staff will learn to identify:

Slick Sam 3 The overly friendly charmer who 
builds false rapport

Pushy Peter 3 The aggressive rule-breaker 
who uses intimidation

Crying Casey 3 The guilt-tripping victim who 
exploits empathy

Each verse is catchy, memorable, and explains 
how fraudsters bypass good people's defenses
4by strategically pushing the right emotional 
buttons at the right time.

The program goes beyond just identifying 
fraudsters4it gives your CSRs a profile of 
themselves. Fraud isn't just about the 
perpetrator4it's also about how your team 
reacts under pressure. Every participant 
discovers their Fraud Defense Style:

Fight 3 Confrontational, may escalate 
situations

Flight 3 Avoidant, may miss red flags

Freeze 3 Paralyzed by uncertainty, delays 
decisions

Appease 3 Over-accommodating, vulnerable 
to manipulation

Armed with this self-knowledge, your team will 
understand their tendencies, recognize their 
emotional triggers, and learn to stay in control 
using our "Pause. Question. Partner." model4
a clear, repeatable approach to fraud 
prevention that works in real-world situations.

Best of all, this isn't another dry lecture. It's a 3-
hour interactive workshop designed to build 
confidence, boost morale, and increase fraud 
awareness4without relying on fear, shame, or 
boredom to make its point. Your team will leave 
energized and empowered.



Whō N¿Ł? Whō Thuÿ?
The timing for implementing Fraud Fighter 
Training couldn't be more critical. According to 
the Federal Trade Commission, consumer losses 
to fraud reached a staggering $10 billion in 
2023 alone, representing a significant increase 
from previous years. This alarming trend shows 
no signs of slowing down, making robust fraud 
prevention more essential than ever for 
financial institutions.

Today's fraudsters are increasingly 
sophisticated and are targeting customer 
service representatives more than ever 
before4both in person and over the phone. 
They recognize that the human element is often 
the most vulnerable point in a bank's security 
infrastructure. Your CSRs are on the front lines 
daily, making split-second decisions that can 
protect or inadvertently expose your institution 
to significant risks.

The current economic climate further 
compounds the problem. Historical data 
consistently shows that economic downturns 
correlate with more aggressive and frequent 
fraud attempts. As financial pressures mount 
for individuals, some turn to increasingly 
sophisticated fraud schemes, putting additional 
pressure on your frontline staff to detect and 
prevent these attempts.

When your customer service representatives 
feel unprepared to handle potential fraud 
situations, the consequences extend beyond 
just financial losses. This uncertainty leads to 
mistakes, feelings of shame, and can even 
contribute to employee turnover. CSRs who 
experience a successful fraud attempt on their 
watch often report feelings of personal failure 
and diminished job satisfaction, even when 
they've followed all prescribed procedures.

Traditional compliance training, while 
necessary, often fails to address the 
psychological and emotional aspects of fraud 
prevention that your team encounters daily. 
Fraudsters don't follow scripts4they exploit 
human psychology and emotional 
vulnerabilities that standard procedures cannot 
fully prepare your staff to combat.

Fraud Fighter Training fills this crucial gap by 
addressing both the professional and personal 
aspects of fraud prevention, giving your team 
the tools they need to protect themselves, your 
customers, and your institution's reputation in 
an increasingly challenging environment.



Whō Ba±� Leadeñÿ Ch¿¿ÿe Thuÿ 
Pñ¿gña«

C¿«é�e«e±čÿ EŊuÿču±g 
C¿«é�ua±ce Tñau±u±g
Fraud Fighter Training isn't designed to 
replace your current compliance program
4it beautifully complements it by 
addressing the human elements that 
regulations and procedures can't cover. 
While compliance training focuses on the 
"what" and "how" of fraud prevention, our 
program addresses the crucial "why" 
behind fraudulent behavior and the 
psychological tactics fraudsters employ. 
This complementary approach creates a 
more comprehensive fraud prevention 
strategy that addresses both procedural 
and behavioral aspects of security.

P¿u±č-¿f-I±čeñacču¿± Pñ¿čecču¿±
The most critical moment in fraud 
prevention is the actual point of 
interaction between your staff and 
potential fraudsters. Our program 
protects your people and your 
members precisely at this critical 
juncture, when decisions must be made 
quickly and under pressure. By training 
your team to recognize psychological 
manipulation tactics and respond 
effectively in real-time, we help prevent 
fraud at its most vulnerable point rather 
than detecting it after damage has 
occurred.

Cñeačeÿ Shañed Reÿé¿±ÿubu�učō
Effective fraud prevention cannot be solely 
the responsibility of your compliance 
department or security team. Our 
program makes fraud detection a team 
responsibility, not just a policy burden 
imposed from above. By engaging every 
team member in understanding how fraud 
works and their personal role in 
preventing it, we help distribute the 
responsibility across your organization, 
creating multiple layers of protection and 
fostering a culture where everyone sees 
themselves as crucial to your security 
infrastructure.

Běu�dÿ a Pñ¿čecčuļe Cě�čěñe
Beyond individual skills, Fraud Fighter 
Training helps establish a culture of 
alertness, ownership, and protection 
throughout your organization. When every 
team member feels personally invested in 
fraud prevention and equipped with the 
tools to act effectively, the entire 
institutional culture shifts. This cultural 
transformation creates an environment 
where fraud prevention becomes a shared 
value and a source of pride, rather than 
just another compliance requirement to 
be checked off a list.

Banking leaders consistently report that this comprehensive approach not only reduces fraud 
incidents but also improves employee satisfaction and customer trust4creating a positive return on 
investment that extends well beyond the initial training investment.



Oěčc¿«eÿ
Meaÿěñab�e Reÿě�čÿ
Fraud Fighter training is developed for frontline 
teams to spot fraud faster and act smarter 
when facing potential fraud situations. This 
improved detection rate can translate directly to 
reduced fraud losses and protected customer 
accounts. The training creates CSRs who can 
confidently say, "Not today. Not on my watch" 
when confronted with suspicious activity, 
replacing uncertainty with decisive action.

The goal of the Fraud Fighter method is to 
create more engaged, confident employees 
after completing the workshop. The confidence 
can extend beyond fraud scenarios to general 
customer service excellence, creating multiple 
benefits from a single training initiative.

E±ha±ced 
Dečecču¿±
Faster identification 
of red flags and 
suspicious behaviors

C¿±fude±č 
Pñeļe±ču¿±
Clear decision-
making in the 
moment of 
interaction

I«éñ¿ļed 
Reé¿ñču±g
Increased 
communication 
about suspicious 
activities

Hugheñ 
Sačuÿfacču¿±
Greater employee 
confidence and job 
fulfillment



Thuÿ Iÿ±'č Jěÿč a W¿ñ�ÿh¿é4Ič'ÿ a 
M¿ļe«e±č
The Fraud Fighter experience represents more than just another box to check in your training 
requirements4it's the beginning of a fundamental shift in how your institution approaches fraud 
prevention. By addressing the human element in security, you're not just protecting accounts; you're 
empowering people and transforming your culture.

What sets this program apart is its ability to turn what is traditionally viewed as a necessary burden4
fraud prevention training4into an energizing, team-building experience that your staff will actually 
look forward to. Participants don't just learn about fraud; they discover their personal strengths and 
vulnerabilities, connect with colleagues over shared experiences, and develop a collective sense of 
purpose in protecting your customers.

Cortex Leadership Consulting
lynda@cortexleadership.com


