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FNS40310 Certificate IV in 
Personal Injury Management 
(Claims Management)
The Certificate IV in Personal Injury Management (Claims Management) is a nationally recognised qualification based 
on agreed national industry standards. It has been developed by WorkSafe to address specific claims management skill 
set requirements of the personal injury sector. 

Program aim
This program is designed to reflect and meet the knowledge and skills requirements for Case Managers and aspiring 
Case Managers with six to 18 months’ industry experience. The program will enable you to develop proactive skills to 
identify, analyse, review and make improvements to your own claims management work practices. 

Program structure
The program requires successful completion of a minimum 13 units of competency, that have been clustered to create 
four modules with the following scheme-specific themes:

Module 1: Case Manager Practitioner

Module 2: The Service Solution

Module 3: Return to Work

Module 4: Reaching Resolution

All four modules have:

• 10 weeks of self-paced experiential learning

• on-the-job activities to support transference of learning

• an assessment component

• two one-day workshops

• attendance at a simulated conciliation conference (specific to Reaching Resolution ) and an occupational 
rehabilitation provider visit (specific to Return to Work ).

The program can be completed in 12 months. 
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Module 1: Case Manager Practitioner
This module will help you develop knowledge and skills to:

• understand and apply project management principles in order to manage resources efficiently and effectively in your 
work environment

• develop and apply proactive, informed and high-quality decisions to your claims management activities.

Completion of this module will help you understand how your claims management activities align to the project management life cycle.

Module 2: The Service Solution 
This module will help you develop and apply appropriate client service delivery strategies to your interactions with all 
stakeholders, including the injured worker, the employer and service providers, through being able to:

• proactively anticipate, identify and manage stakeholder needs and expectations

• identify and apply a range of service roles that you must assume to achieve required customer service obligations.

This module will give you opportunity to work with your call coach or supervisor in order to obtain feedback and tips on how to 
improve your customer service skills and techniques. 

Module 3: Return to Work
This module will provide you with insight into the challenges of the return to work process in order for you to be able to:

• identify return to work barriers and develop effective strategies to facilitate required return to work outcomes

• identify the disparate motivations and expectations of parties to the return to work process

• take a leading role to proactively develop strategies to influence all stakeholders to work collaboratively towards a successful 
and sustainable return to work.

Completion of this module will provide you with the opportunity to work individually or in a team to develop and implement an 
influencing strategy on a return to work issue within the workplace. 

Module 4: Reaching Resolution 
This module will help you develop and apply problem-solving, negotiation and conflict management skills in order to be able to:

• prevent escalation of disputes into negative conflict that could damage the relationships of the relevant stakeholders

• resolve disputes whenever possible, taking into consideration the organisation’s customer service requirements

• plan and prepare for external conciliation, taking into consideration the organisational policies and procedures, to meet the 
needs and expectations of the stakeholders.

Completion of this module will provide opportunity to develop your ability to work collaboratively with stakeholders to achieve 
an optimum outcome and provide you with a better understanding of the functions of the Accident Compensation Conciliation 
Service (ACCS). 

Enrolment 
Participants can choose to enrol in:

• the full qualification and receive a Certificate IV in Personal Injury Management (Claims Management) qualification upon 
successful completion of all assessment requirements

• individual modules for professional development and receive a Statement of Attainment upon successful completion of the 
assessment requirements for that module.

No prerequisites are required to be able to undertake the qualification; however, employers may have their own internal selection 
and approval process to determine participation in the program.
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Course outline
Details of competency units that have been clustered to form FNS40310 Certificate IV in Personal Injury Management 
(Claims Management) modules, as follows.

Case Manager Practitioner
Unit Description

FNSPIM303A: Work within the 
personal injury management sector

This unit describes the performance outcomes, skills and knowledge requirements to 
apply industry and company procedures, guidelines, policies and standards to day-to-day 
work in the personal injury management sector.

FNSISV405A: Analyse 
insurance claims

This unit describes the competencies needed when analysing insurance claims, including 
researching and validating the claim information and maintaining records and lines 
of communication. It will also focus on liability assessment and determination for 
complex claims.

FNSPIM411A: Manage personal injury 
case loads

The unit describes the performance outcomes, skills and knowledge required to manage 
personal injury caseloads.

BSBPMG510A: Manage projects This unit describes the performance outcomes, skills and knowledge required to manage 
a straightforward project or a section of a larger project. The unit addresses the 
management of projects including the development of a project plan, administering and 
monitoring the project, finalising the project and reviewing the project to identify lessons 
learnt for application to future projects.

The Service Solution
Unit Description

FNSPIM409A: Maintain 
customer relationships

This unit covers the skills needed to maintain an ongoing relationship with customers and 
retain the business.

CHCCOM403A: Use targeted 
communication skills to build 
relationships

This unit describes the knowledge and skills required to apply specific workplace 
communication techniques to build and maintain relationships with colleagues and clients, 
based on respect and trust.

Return to Work
Unit Description

FNSPIM401A: Plan and implement 
rehabilitation and return to work 
and health strategies

This unit describes the functions involved in planning and implementing rehabilitation and 
return to work strategies for recipients of personal injury insurance benefits.

FNSPIM405A: Facilitate 
a return to work

This unit describes the knowledge and skills required to facilitate an early, safe and 
sustainable return to work for the injured person.

FNSPIM403A: Educate clients on 
personal injury management issues

This unit describes the functions of educating clients on personal injury management 
issues by researching and imparting relevant information in a readily understood and 
accepted manner.

CULMS406B: Deliver 
information, activities and events

This unit describes the skills and knowledge required to prepare and present information, 
activities and events to different customer groups.

Reaching Resolution
Unit Description

FNSCUS401A: Participate 
in negotiations

This unit describes the skills and knowledge required to take part in negotiation either as 
an individual or as a member of a team. It includes effective negotiation techniques and 
planning and preparing for the negotiation and finalising agreement.

FNSCUS402A: Resolve disputes This unit describes the functions involved in dispute resolution. It will focus on managing 
disputes with internal and external stakeholders, clients and claimants.

FNSPIM402A: Represent personal 
injury management agent/insurer at 
conciliation and review hearings

This unit provides the competencies required to represent a personal injury management 
agent at formal or informal conciliation and review hearings.
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Why DeakinPrime?
DeakinPrime is the corporate education arm of Deakin University and is a pioneer and leader in the 
development of corporate education. DeakinPrime endeavours to enhance the capabilities and performance of 
people in the personal injury sector, thus increasing professionalisation and capacity-building in the sector. 

DeakinPrime manages all aspects of program delivery and its role is to support participants through 
their enrolled program. DeakinPrime has a dedicated help desk and is the first point of contact for all 
queries relating to: 

• enrolment

• recognition of prior learning

• change of personal details

• withdrawal

• requests for extensions or special consideration

• certificates and/or statements of attainment

• all general queries.

Contact the DeakinPrime team for more information on 03 9918 9106 or PIMHelpdesk@deakinprime.com

Certificate III Certificate IV Diploma Postgraduate qualifications

Training 
pathways

Potential 
candidates

Claims Processors,
Case Managers
(low risk)

Certificate III
in Personal Injury
Management
(Claims Management)

Existing CPs, CM
(low risk), school 
leavers returning to 
workforce, self-
insurer employees

Case Managers

Certificate IV
in Personal Injury
Management
(Claims Management)

Existing CPs, existing
Case Managers,
employer RTW
coordinators, 
self-insurer employees, 
WorkSafe employees

Senior Case Managers,
Technical Managers,
Injury Management 
Advisers

Diploma of Personal
Injury Management

Existing Senior Case
Managers, Technical
Managers, Injury
Management Advisers,
self-insurer and
WorkSafe employees

Team Leaders,
Team Managers

Graduate Certificate,
Diploma of Management
(Personal Injury)

Agent Team Leaders/
Managers, WorkSafe
Managers, professional
staff, self-insurer
managers, TAC employees

Senior Managers

Masters of 
Management/Business
(Personal Injury)

Agent Team Leaders/
Managers, WorkSafe
Managers, professional
staff, self-insurer
managers, TAC employees

Agent Capability Qualifications Framework

Expected 
normal

progression 
through
industry
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With a customised Deakin education program in place, the personal injury sector can build its capability and capacity 
to meet the demands of the sector through satisfied government and regulatory authorities, educated and competent 
workers, minimised risk of non-compliance to the standards of the sector, and attraction and retention of talent 
knowing that relevant professional development is available.


