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1.1 Introduction 
 
This training course is based on the national unit of competency BSBWHS407 
Assist with Claims Management, Rehabilitation and Return-to-Work 
Programs. 
 
This unit applies to individuals who assist with claims management, 
rehabilitation and return-to-work programs. 
 
It describes the performance outcomes, skills and knowledge required to assist 
with the management of workers’ compensation claims, rehabilitation and 
return-to-work programs. 
 
NOTE: The terms Occupational Health & Safety (OHS) and Work Health & 
Safety (WHS) are equivalent and generally either can be used in the workplace. 
 
The term WHS will be used throughout this training course. 
 
 
 
 

1.2 Process Compensation Claims 
 

Return-to-work and injury management procedures are an important aspect of 
an organisation’s Work Health and Safety Management System (WHSMS).  
 
These procedures focus on actively embracing the management of injuries 
within the workplace. 
 
 
 
 
 

 
 
To effectively return an injured worker to work, there needs to be a system that 
promotes positive attitudes, supportive workplace relationships and collaboration 
between Persons Conducting a Business or Undertaking (PCBUs), workers, 
doctors and others. 
 
PCBUs need to work closely with insurers and injured workers to influence the 
recovery process.  
 
 
 
The earlier the injury is treated and managed, the earlier the worker will return to work. This means less downtime, 
increased productivity and reduced claim costs. 
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1.2.1 Legislative Requirements 
 

Workers compensation legislation aims to provide money and other compensation to 
workers who are injured in the workplace.  
 
PCBUs are required to comply with Commonwealth and state and territory 
legislation relevant to their workplace. 
 
In Australia, each state or territory has its own compensation legislation. You can 
access the legislation for your state or territory through the relevant workplace 
safety authority. Although the Acts are different in each state or territory, the basic 
obligations of PCBUs are the same.  
 
 
 

 
 
A PCBU must: 
 

 Take out insurance with an approved insurer covering the PCBU’s full liability 
for workers compensation and damages. 

 
 Provide a safe and healthy workplace for workers so they are not at risk of 

accident or injury because of work practices. 
 

 Make support and assistance available to a worker that suffers from work 
related injury or disease. 

 
 Report incidents or injuries. 

 
 Establish a return-to-work program. 

 
 

 
 
Workers have an obligation to: 
 

 Notify their PCBU of an injury as soon as possible.  
 

 Permit their nominated doctor to release information to the insurer. 
 

 Participate in and cooperate with the implementation of injury 
management and return-to-work plans. 

 
 

 
 
1.2.2 Organisational Procedures 
 
An organisation’s compensation procedures should: 
 

 Inform workers how to notify their PCBU of an injury or make a compensation 
claim. 

 
 Provide the name and contact details of the return-to-work coordinator. 

 
 Be in a readily accessible place. 

 
 Encourage the injured worker to see their doctor for a diagnosis and to 

confirm the relationship of the injury to the workplace. 
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When an injury or illness occurs it is the organisation’s responsibility to make sure the 
injured worker received appropriate medical treatment and assessment.  
 
They must also record all the details of the injury or illness and provide the worker with 
the relevant information about return-to-work procedures. 
 
A claims agent must be notified as soon as possible.  
 
When the worker is able to return to work in a limited or different capacity, the PCBU 
must provide them with suitable employment or retraining opportunities. 
 
 
 
 
 
1.2.3 Making a Claim 
 

The process for making a claim will depend on the injured worker’s state or territory 
requirements. Generally, to make a compensation claim, the worker will need to: 
 

 Record the injury or illness in their organisation’s register. 
 

 Notify their PCBU as soon as possible. 
 

 Obtain a certificate of capacity from their nominated treating doctor or 
hospital. 

 
 Notify the insurer of the injury. 

 
 Ensure that the certificate of capacity and any associated bills or expenses 

are provided to their PCBU. 
 

 Provide any further information requested by the insurer. 
 
Remember to check your state or territory work safety authority website first to 
ensure you are following the most up-to-date process. 

 
 
 
Review Questions 
 

1.  Why is it important to treat and manage an injury early?  
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2.  What are an organisation’s responsibilities when an injury or illness occurs during work?  

 

 

3.  What are the responsibilities of a worker in regards to workers compensation?  
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4.  What are 4 general things that will need to be done by the injured worker in the process of 
making a compensation claim?  

 
1. 
 
 
 
 
 
2. 
 
 
 
 
 
3. 
 
 
 
 
 
4. 
 

 
 
 

1.3 Notify Rehabilitation Providers 
 
When an injury occurs, you will also need to notify the appropriate rehabilitation provider.  
 
This may be an allied health professional, such as an occupational therapist or physiotherapist, a job placement or training 
consultant, a medical practitioner, a mental health professional, a rehabilitation case manager or a return-to-work 
manager. 
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Rehabilitation providers offer a range of services.  
 

These include: 
 

 Initial workplace rehabilitation assessment. 
 

 Assessment of the functional capacity of workers. 
 

 Workplace assessment. 
 

 Job analysis. 
 

 Advice about job modification. 
 

 Rehabilitation counselling. 
 

 Vocational assessment. 
 

 Advice or assistance with job seeking and arranging vocational re-
education or retraining. 

 
 
 
The rehabilitation provider has a responsibility to: 
 

 Deliver services to workers, PCBUs and insurers in a timely and cost 
effective manner. 

 
 Promote an early and safe return to work. 

 
 Ensure the needs of the worker and PCBU are identified. 

 
 Identify barriers to the injured worker’s return to work and address 

them. 
 

 Identify and design suitable duties for the worker. 
 

 Identify and coordinate rehabilitation strategies. 
 

 Arrange appropriate retraining or placement in alternative employment. 
 

 Consider workplace industrial relations and human resource matters 
that impact the worker’s return to work. 

 
 Communicate with relevant parties throughout the process. 
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Review Questions 
 

5.  Who are 3 of the rehabilitation providers that may need to be notified about injuries or 
illnesses?  

 
1. 
 
 
 
 
2. 
 
 
 
 
3. 
 

 
 
 

1.4 Advise Claimants 
 

When a claim has been accepted, the claims agent must prepare an acceptance 
letter that contains: 
 

 Reference to the particular claim for compensation, the date the form was 
signed and a description of the injury. 

 
 The date of injury. 

 
 The rate of weekly payments determined. 

 
 The name and telephone number of a contact person should the injured 

worker wish to discuss the determination. 
 

 The worker’s right to lodge a notice of dispute should they disagree with 
the rate of weekly payments. 

 
It is also important that the PCBU pass on any information received about the 
acceptance of a claim. 
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Review Questions 
 

6.  What are 3 pieces of information that should be in a letter of acceptance for a claim?  

 
1. 
 
 
 
 
2. 
 
 
 
 
3. 
 

 
 
 

1.5 Analyse Claims 
 
The claims agent is responsible for assessing the worker’s claim and determining 
liability. They must determine liability within the designated timeframe. 
 
If you believe a claim should be investigated, you need to inform the agent and 
provide any necessary information.  
 
The agent may use an assessor to interview you and the worker. They may also 
request that the worker undergo an independent medical review. 
 
 
 
 

 
 
 
The agent will review the claim to determine liability. This will include reviewing: 
 

 Compliance. 
 

 Employment relationship. 
 

 Exclusionary provisions. 
 

 Medical evidence. 



 

BSBWHS407 Assist with Claims Management, Rehabilitation and Return-to-Work Programs 
Learner Guide 

Page 12 

To assist the agent to make this decision, you must prepare the necessary 
documentation. This will include the claim form and any supporting medical 
evidence. 
 
While the agent is assessing the claim, your role is to support the injured worker to 
return to work. Ask the worker and the agent what you can do to help. 
 
Once the claim has been approved, you need to start planning for the worker’s 
return to work. 
 
 
 

 
 
 
1.5.1 Preparing Claims Reports 
 
During the claims process you will need to complete different reports and 
documents. Organisational and/or site reporting requirements and procedures will 
outline: 
 

 How and when reports are to be completed. 
 

 Who completes the reports. 
 

 What supporting documentation is required for each report. 
 

 How the report is presented and submitted. 
 
 

 
 
 
By following these requirements and using good administrative skills you will ensure that 
the correct report is submitted to the right person within the designated timeframes. 
 
When preparing reports the primary focus is to give clear and concise information as 
succinctly as possible.  
 
The requirements of the information will determine the length and style of the report. 
 
Having good organisation and administrative skills will also allow you to effectively 
manage the claim and keep all relevant persons informed. 
 
 
 
 

 
 
 
Most organisations have templates for the reports you will be required to complete.  
 
These will guide you in what information needs to be included and where in the 
report it should go. 
 
While reports are the most common form of documents that you will be expected to 
create, it is difficult to apply a single, rigid formula to the process.  
 
This is because reports contain many different types of information and are required 
to meet the needs of a wide range of readers. 
 
A copy of your report may need to be given to the worker for their personal records and so they stay informed during the 
claims process. 
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Review Questions 
 

7.  What documentation will you need to provide when assisting the claims agent in determining 
liability?  

 

 

8.  Why are good administrative and organisation skills important?  

 



 

BSBWHS407 Assist with Claims Management, Rehabilitation and Return-to-Work Programs 
Learner Guide 

Page 14 

1.6 Estimate Period of Absence 
 
You will need to estimate the amount of time that the injured worker will be 
absent from work. 
 
This is important as you will need to be able to manage the worker’s position 
in their absence. 
 
This may involve reallocating work tasks or hiring a temporary worker to fill 
their position. 
 
 
 
 
 
To estimate the period of absence, you will need to consider the severity of the injury and the recovery period. Those 
treating the injury should be able to provide some advice on how long this will take. 
 
Once you have determined the period of absence you will need to inform the relevant people, including the injured 
worker. 
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The following table from WorkCover South Australia shows the expected recovery times for a range of workplace injuries. 
It can be used as a guide. 
 

Condition Expected Healing Time 
Non-specific/benign/biomechanical low back pain 6 weeks 
Sciatica treated conservatively Up to 2 years 
Degeneration/facet joint pain 6 weeks 
Bruises/contusions 2 weeks 
Fracture 2-12 weeks 

Sprain/strain including whiplash 40% have recovered by 4 weeks 
60% have recovered by 6 weeks 

Cervical nerve root lesions – treated conservatively 6 weeks to 2 years 
Cervical nerve – treated surgically 6 weeks to 6 months 
Rotator cuff/tendonitis/Tenosynovitis 2-12 weeks 
Dislocation 3-12 weeks 
Medial or lateral epicondylitis 6-12 weeks if causative activity is stopped 
Laceration involving skin and subcutaneous tissues Up to 2 weeks 

Laceration involving tendons Up to 6 weeks for extensor tendons 
Up to 12 weeks for flexor tendons 

Carpal tunnel syndrome – surgically decompressed 2 weeks 
Ganglion treated conservatively 0-2 weeks 
Ganglion treated surgically 2 weeks 
Meniscal (cartilage) injury treated surgically 2-4 weeks 

 
Source: WorkCover South Australia (2010), Work Related Injury Guide: For Rehabilitation and Return to Work Coordinators 
 
 
 
Review Questions 
 

9.  Why do you need to estimate the amount of time that the injured worker will be absent from 
work?  
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1.7 Facilitate Consultation 
 

The development of a rehabilitation or return-to-work program should be a 
collaborative activity.  
 
This will require consultation with others, including: 
 

 The injured worker. 
 

 Business owners. 
 

 Line managers. 
 

 Project managers. 
 

 Senior managers. 
 

 Supervisors. 
 

 Team leaders. 
 

 Treating doctors. 
 

 Other health professionals. 
 

 PCBUs or their officers. 
 

 Rehabilitation providers. 
 

 
 
 
 
Communication and consulting with others is an important part of the development, 
implementation and maintenance of the return-to-work plan and should take place 
at all stages. 
 
Identifying the steps required in the plan and monitoring progress includes talking 
to the people with knowledge of the situation, or who are directly affected by any 
action you may take. 
 
 
 
 

 
You should always talk to the injured worker, their medical practitioner and their 
supervisor.  
 
This will help ensure that any problems with the plan are identified and that those 
involved with treating the injured worker are clear of their role and responsibilities in 
the process.  
 
It also allows different skills, expertise and views to be brought together to enhance 
and support the injured worker. 
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It is important that different views and concerns are identified and recorded as part 
of the consultation and then taken into account during the decision-making process. 
 
Returning an injured worker to work should be a team effort and it’s important that 
everybody knows what they need to do and how or if they need to change their 
work process to suit. 
 
 
 
 
There are varying degrees of formality in consultative processes. Consultation may be as informal as a one-off meeting 
between a manager and worker. However, it could also be a more formal process where all key stakeholders are 
canvassed. 
 

 
 

 
 
The first stage in consultation is to provide information about: 
 

 What is being considered. 
 

 The process for consideration. 
 

 How a final decision will be made and who will make this decision. 
 

 
 
 
 
The next stage is to make everyone involved feel comfortable enough to share 
ideas.  
 
Some workers may feel reluctant to participate or feel negative about the 
consultation process initially.  
 
For consultation to be effective, it needs to be incorporated into the culture of the 
organisation. 
 
 
 
 

 
 
Internal communication devices should be used to encourage feedback.  
 
Wherever possible, two-way communication should be encouraged. 
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Consultation will be most effective when: 
 

 It occurs early, before agendas are set. 
 

 Senior managers are interested in and value stakeholder input. 
 

 Stakeholders are proactive and encouraged to submit ideas. 
 

 Interaction is planned, genuine and collaborative.  
 

 Decisions are acted on. 
 

 Where decisions are not acted on, explanations are offered. 
 

 There is trust and mutual respect. 
 

 Relevant information is provided. 
 

 
 
 
1.7.1 Culturally Appropriate Communication 
 
When you consult with the relevant parties, you may have to communicate with 
persons from diverse backgrounds or with different abilities.  
 
There are many barriers to communication that can create difficulties.  
 
These can occur in many ways and may be verbal or non-verbal barriers. 
 
 
 
 
 
 

 
Verbal barriers may include: 
 

 Language. 
 

 Vocabulary. 
 

 Slang. 
 

 Local sayings. 
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Even if two parties speak the same language, there can still be verbal communication barriers.  
Local slang or sayings may make communication difficult. To avoid verbal communication barriers, you can: 
 

 
 
 

 
Non-verbal communication barriers relate to: 
 

 Touching. 
 

 Facial expressions. 
 

 Gestures. 
 

 Personal space. 
 

 Posture. 
 
 

 
 
In different cultures, non-verbal communication cues we are used to may have different meanings.  
 
For example, in some cultures individuals signal “no” by nodding their head. Also, in some cultures raising your thumb is a 
vulgar sign. 
 
To avoid problems, watch your non-verbal communication cues. Be courteous and polite and stay aware that the person 
you are communicating with may have different meanings or social norms for communication. 
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1.7.2 Negotiation 
 

While facilitating consultation you could be required to become involved in 
negotiations to find effective solutions.  
 
Negotiation is how two or more parties reach a mutually agreeable outcome to a 
problem, issue or situation. 
 
 
 
 

 
 
It can be used to: 
 

 Increase productivity. 
 

 Determine the best course of action. 
 

 Make appropriate arrangements for assistance as necessary. 
 
Negotiation is often necessary in return-to-work consultations. 
 
 
 
 
 
1.7.3 Discretion 
 
When you are consulting and negotiating with those involved with the return-to-
work plan you will need to maintain a professional level of discretion.  
 
The conversation will involve medical details and information. Confidentiality and 
privacy laws protect a lot of this information. 
 
 
 
 
 
 
 

 
Access to information in the return-to-work plan is to be confined to: 
 

 Those who have a direct responsibility for coordinating, monitoring or 
providing return-to-work services. 

 
 Those involved in providing clerical or administrative support to these 

workers. 
 
Any medical information that is not relevant to the return-to-work plan does not 
need to be disclosed.  
 
Remember that this is a difficult time for the injured worker. Be sensitive and 
considerate of their experience.  
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