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Administrative information 

Name of Industry Reference Committee (IRC) 

Financial Services IRC 

Name of Skills Service Organisation (SSO) 

PwC’s Skills for Australia 

Name of Training Package 

FNS Financial Services Training Package 

Name of Project 

21 A) Life Insurance 

 

 

 

 

 

This Case for Change was agreed to by the IRC. 

Name of Chair: Allan Jones 

Signature of Chair:  
 
 
 
 

Date: 1st February 2021 

 

This Case for Change was established as a result of initial research and consultation for the 
FNS IRC. 
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Drivers for Change 

This Case for Change is proposed in response to the industry drivers for change outlined in Table 1 below. 

Table 1 Industry drivers for project included in Case for Change 

Project Industry drivers 

21A) Life Insurance  The life insurance industry has been significantly impacted by the Parliamentary Inquiry into 
the life insurance industry and Financial Services Royal Commission in recent years. These 
events have led to increased regulatory scrutiny, and industry focus on improvement 
through reform and revision of current work practices. A key focus of revised work practices 
has been greater industry commitment to comprehensive education and training. The 
current industry environment has been affected by the following drivers: 

A. Increasing focus on compliance as the Royal Commission revealed significant 
gaps in breach reporting and lack of mitigative controls. 

B. Changing consumer preferences in an environment where there is a lack of 
customer service skills and knowledge relevant to life insurance job roles. With 
increased customer expectations and low consumer trust, the life insurance 
industry needs to improve organisations’ capabilities in engaging with customers 
and their unique insurance needs. From 2019-2024, occupational outcomes for 
technical sales representatives are expected to increase in demand by 5.9%, 
highlighting the demand for customer service skills and knowledge. 

C. Emerging technological advancements disrupting the industry. Technological 
platforms have emerged to assist with building technical capabilities in the life 
insurance industry, and insurtech platforms are rapidly advancing into the life 
insurance market. According to one report, the global insurtech market revenue is 
valued at 5.48 billion in 2019 and is expected to reach 10.14 billion by 2025, 
growing at a compound annual growth rate of 10.80% during the period 2019-

20251.  

D. Increasing need to develop talent and improve staff retention due to high 
demand from consumers for consistent and quality services. The life insurance 
industry includes professions which are in high demand but have a limited talent 
pool such as claims consultants, leading to high turnover and frequent employee 
movement between organisations. Peak bodies have also identified that 
perceptions of the quality of existing training, offered both on the national training 
register and in-house by individual organisations are low, leading to low enrolments 
and organisations preferring to poach staff with experience rather than provide or 
fund enrolment in relevant training. 

E. Renewed industry commitment to engagement in updated formally 
recognised training. The life insurance industry has committed to greater uptake 
of nationally accredited training in response to the Financial Services Royal 
Commission and the parliamentary inquiry into the life insurance industry, following 
the training being updated for currency. As a result, significant increases in 
enrolment numbers are anticipated. This commitment was agreed via a 
memorandum of understanding (MOU) signed by the CEOs of seven major life 
insurance companies, representing 95% of the life insurance industry. The 
Australian and New Zealand Institute of Insurance and Finance’s (ANZIIF) 
demographic survey of the industry noted the population of the claims and 
underwriting teams is approximately 2000. According to the recent MOU, it is 
expected that this population will be qualified to a Certificate IV Life Insurance level 
by June 2024, with enrolments to also subsequently increase in the Diploma of Life 
Insurance. 

 
1 WIRE, B., 2020. Global Insurtech Market (2020 To 2025) - Growth, Trends, And Forecast - Researchandmarkets.Com. [online] 

Businesswire.com. Available at: <https://www.businesswire.com/news/home/20200701005415/en/Global-Insurtech-Market-2020-to-

2025---Growth-Trends-and-Forecast---ResearchAndMarkets.com>  
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Recommended changes 

The changes outlined in Table 2 and 3 below are recommended in response to the industry drivers and feedback 
received from stakeholders. Please see Appendix A – Training Package components to change and Appendix B – 
Information on proposed new training products for further detail on the recommended changes.  

Table 2 Recommended changes to FNS Training Package 

Project Recommended changes  

21A) Life Insurance 1. Create one new unit of competency related to ethical conduct. This will assist 
industry to address Royal Commission outcomes and findings related to ethics and 
compliance. There are no existing units of competency at a nominal AQF level 4 that 
meet these needs. This unit will address the current skills gap by providing learners 
with skills in applying codes, frameworks and principles to their own ethical practice. 
(Drivers A, Issues II, III). 

2. Revise 17 units of competency to reflect current work tasks undertaken in the life 
insurance industry. These units will be revised to address gaps highlighted in the 
Royal Commission. These gaps include skills relating to customer service, 
compliance with evolving regulatory requirements, ethical considerations and 
technological advancements (Drivers A, B, C, Issues I, II, III). 

3. Revise two qualifications to align their packaging rules more closely with industry 
job roles and to enable flexible progression pathways. In addition, the updates to 
these qualifications will address Royal Commission findings affecting the life 
insurance industry by adding units of competency relating to ethics and compliance, 
customer service, acting in the best interests of the customer, and conflicts of 
interest awareness.(Drivers D, E, Issue II).   

4. Create three new skill sets to address the life insurance industry’s need for training 
in specialised areas of practice, including claims, underwriting and foundational life 
insurance skills. There are currently no skill sets that reflect specialised practice 
areas in the life insurance industry, which are a focus within the industry’s renewed 
commitment to training and education (Drivers B, D, Issues II). 

Table 3 Summary of total proposed changes to training products 

Proposed changes to training products Number of training products 

Existing qualifications to be revised 2 

Existing qualifications to be deleted 0 

New qualifications to be created 0 

Existing units of competency to be revised 15 

Existing units of competency to be deleted 0 

New units of competency to be created 1 

Existing skill sets to be revised 0 

Existing skill sets to be deleted 0 

New skill sets to be created 3 
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Industry support for changes 

The changes proposed in Project 21A) Life Insurance were approved by the FNS IRC and are recommended in 
response to industry feedback obtained through consultation. Support for these proposed changes was confirmed 
through consultation with subject matter experts, employees, peak bodies and industry associations across different 
states and territories.  

The method and scale of stakeholder consultation undertaken in building the Case for Change are outlined in Appendix 
C – Stakeholder consultation method and scale. Table 4 summarises the issues identified by stakeholders during 
consultation and how these issues will be addressed by the recommended changes.  

Table 4 Stakeholder issues 

Project Issues identified by stakeholders  

21A) Life Insurance I. Current training in life insurance does not align to industry needs. The current FNS 
Training Package does not appropriately reflect skills relating to customer service, 
compliance with evolving regulatory requirements, ethical considerations and 
technological advancements. 

II. There is a need for training in the life insurance industry which enables employees to 
upskill in specialist areas and pursue continuous learning and development. The current 
lack of opportunities in this area is impacting attraction and retention of employees in 
life insurance job roles. 

III. Currently the FNS Training Package does not adequately address skills development 
relating to ethical conduct and building trust. 

Impact of changes 

Throughout the Case for Change process we have sought to gather multiple perspectives on the impacts of the proposed 
changes to the Training Package. Table 5 below provides a description of expected impacts relative to stakeholders for 
all projects given the proposed changes. 

Table 5 Impacts of change relative to stakeholders 

Stakeholder Impact 

Industry/Employers ● A nationally accredited training package that will ensure industry can pursue consistently 
high levels of professionalism, effectiveness, integrity and business success. 

● Increased talent pool of workers with skills that are relevant, up to date and in high demand. 
● Increased staff retention and satisfaction through exposure to a more diverse array of in-

demand tasks and skills. 
● Support to meet obligations in the Life Insurance Code of Practice. 
● A systematic approach to recruitment and training of staff, career progression and 

succession planning. 

Registered Training 
Organisations 

● Enabled to deliver training that is up to date with modern technologies, practices, and 
consumer and regulator expectations. 

Learners ● Access to skills and knowledge relevant to industry demands, in an industry that is growing 

by 4.2%2.  

● Professional training requirements, qualifications and career progression pathways that are 
easy to understand. 

● Increased confidence in ability to fulfil job role requirements.  
● Improved employment outcomes. According to Job Outlook Australia3, 35.7% of insurance 

agents enter the workforce via vocational education. Updated qualifications will aid learners 
to achieve required skills and knowledge for life insurance job roles, increasing entrants from 
a vocational pathway.  

● Increased opportunities for career progression through skill sets leading to specialist job 
roles. 

 
2 Department of Education, Skill and Employment, 2020, Guide to the Prioritisation Report - Financial Services IRC [Provided to PwC 

SfA) 

3 Insurance Agents | Joboutlook. [online] Available at: <https://joboutlook.gov.au/occupations/insurance-agents?occupationCode=6112> 
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Implications of not implementing proposed changes 

The base case (the ‘do nothing’) option must be considered as an alternative to the proposed changes in order to enable 
effective comparison. This option negates the need for investment in training products, however it does not address the 
current state issues identified. Likely impacts of this option are outlined in Table 6 below. 

Table 6 Implications of not implementing proposed changes 

Project Existing issue Likely impact(s) if not addressed 

21A) Life 
Insurance 

Existing training in these areas 
requires a review for currency to 
meet the needs of the life insurance 
industry. The current FNS Training 
Package does not appropriately 
reflect the skills and knowledge 
required in customer service, 
compliance and technologies. 

● Life insurance industry inhibited from meeting 
commitments to increased training engagement as 
agreed in MOU. 

● Loss of opportunity to increase positive perception of 
VET in the life insurance industry. 

● Continued low enrolments in life insurance qualifications 
and low number of RTOs with qualifications on scope. 

● Expanding division between industry service and 
consumer expectations.  

● Life insurance workforce will have limited technical 
capability to provide services to consumers, ultimately 
resulting in risk to the financial position of consumers.  

● Workplace transferability impacted by lack of consistent 
training. 

There is a need for training in the life 
insurance industry to enable 
employees to upskill in specialist 
areas and pursue continuous 
learning and development. Improved 
upskilling opportunities are required 
to reduce high employee turnover 
rates and improve the quality of 
technical service being provided to 
consumers. 

● Failure to address skills gaps in the life insurance 
industry resulting in learners being unable to meet 
industry requirements.  

● Specialist skills lacking in the existing FNS Training 
Package will instead be provided through in-house 
training within organisations, leading to inconsistent and 
unrecognised training delivery across industry. 

● Learner employment outcomes negatively impacted if 
the skills and knowledge in demand by employers are 
not reflected in training. 

The current FNS Training Package 
does not adequately address the 
development of skills in building 
trust, which is an area of focus and 
priority in the life insurance industry. 

● A maintained and likely increasing skills gap in the 
workforce. 

● Continued skills gap likely to increase uncertainty and 
lack of consumer trust in the life insurance industry, with 
potentially significant implications for the financial health 
and wellbeing of Australian consumers.  

Timeframes 

PwC’s Skills for Australia anticipates that the Case for Endorsement for this project will be submitted to the Australian 
Industry and Skills Committee (AISC) secretariat by August 2021. 

Implementing COAG Industry and Skills Council reforms 

The table below outlines how the changes recommended in this Case for Change support the Council of Australian 
Governments (COAG) Industry and Skills Council reforms for Training Packages. 

Table 7 Alignment with the COAG ISC reforms to Training Packages 

Principle Evidence of reform being addressed 

1. Ensure obsolete and superfluous 
qualifications are removed from the 
system 

This project does not propose the deletion of any qualifications within the FNS 
Training Package. However, if qualifications are confirmed to be obsolete and 
superfluous through further industry consultation, they will be proposed for 
deletion. 
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2. Ensure that more information about 
industry’s expectations of training 
delivery is available to training 
providers to improve their delivery and 
to consumers to enable more informed 
course choices 

A Companion Volume Implementation Guide will be released with the 
updated FNS Training Package, containing information about industry 
expectations for training delivery. 

3. Ensure that the training system 
better supports individuals to move 
easily from one related occupation to 
another 

The proposed new training products will provide individuals with opportunities 
to develop skills in specialist practice areas in industry. This will create more 
pathways, providing individuals with increased opportunities to build upon 
their existing skills, and cross-skill or upskill to attain desired occupational 
outcomes. Several of the proposed training products are also applicable to 
occupations outside the life insurance industry, for example in banking and 
lending, credit management and mortgage broking industries. 

4. Improve the efficiency of the training 
system by creating units that can be 
owned and used by multiple industry 
sectors 

The newly created and revised FNS units of competency will be written to 
allow for relevance and deliverability across multiple industry areas and 
sectors where possible.  

5. Foster greater recognition of skill 
sets 

The creation of three skill sets is proposed to increase the use of micro 
credentials and flexible learning opportunities. With the impacts of COVID-19 
and the industry working at full capacity, “stackable skill sets” will provide 
learners with pathways which will enable them to work in the industry and 
undertake relevant training when most convenient for them. 
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Appendix A Training Package components to change 

Table 8 Proposed changes to Training Package components 

Training Package Code FNS 

Training Package Title Financial Services  

Project 21A) Life Insurance 

Number of existing qualifications to 
be revised as part of the project 

Two existing qualifications to be revised with major changes as part of 
the project:  

FNS41515 Certificate IV of Life Insurance (last major update: 2015) 

FNS51315 Diploma of Life Insurance (last major update: 2015) 

 

Nine existing qualifications to be revised with minor changes as part of 
the project: 

FNS40120 Certificate IV in Credit Management (last major update: 2020) 

FNS40820 Certificate IV in Finance and Mortgage Broking (last major update: 
2020) 

FNS40920 Certificate IV in Superannuation (last major update: 2020) 

FNS41420 Certificate IV in General Insurance (last major update: 2020) 

FNS41720 Certificate IV in Insurance Broking (last major update: 2020) 

FNS41820 Certificate IV in Financial Services (last major update: 2020) 

FNS42020 Certificate IV in Banking Services (last major update: 2020) 

FNS42120 Certificate IV in Personal Injury Management (last major update: 
2020) 

FNS42215 Certificate IV in Personal Trust Administration (last major update: 
2015) 

Number of existing qualifications to 
be deleted 

Nil 

Number of new qualifications to be 
created 

Nil 

Number of existing units to be revised 
as part of the project 

17 existing units to be revised:  

FNSILF302 Process a life insurance application (last major update: 2015) 

FNSILF303 Issue a life insurance policy (last major update: 2015) 

FNSILF401 Contribute to the life risk underwriting process (last major update: 
2015) 

FNSILF402 Settle policy payments and terminations (last major update: 2015) 

FNSILF403 Develop and maintain in-depth knowledge of products and services 
used by the life insurance sector (last major update: 2015) 

FNSILF404 Process requests for policy alterations and assignments (last major 
update: 2015) 

FNSILF405 Evaluate life insurance claims (last major update: 2015) 

FNSILF406 Collect and manage information to facilitate claims assessment 
(last major update: 2015) 

FNSILF407 Settle life insurance claims (last major update: 2015) 

FNSILF408 Process life insurance contract maturity and surrender payment 
requests (last major update: 2015) 

FNSILF501 Assess extraordinary risks (last major update: 2015) 

FNSILF502 Underwrite complex medical risks (last major update: 2015) 

FNSILF503 Underwrite complex non-medical risks (last major update: 2015) 

FNSILF504 Manage complex life insurance claims (last major update: 2015) 

FNSILF505 Manage ongoing disability claims (last major update: 2015) 

FNSILF506 Manage group life insurance claims (last major update: 2015) 
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FNSILF507 Manage group life insurance policy administration (last major 
update: 2015) 

Number of units to be deleted Nil 

Number of new units to be created One new unit to be created: 

FNSINC4XX Apply codes and standards to ethical practice* 

Total number of units (X new 
plus Y existing) that are likely to 
attract training package development 
work costs 

16 

Number of existing skill sets to be 
revised as part of the project 

Nil 

Number of existing skill sets to be 
deleted 

Nil 

Number of new skill sets to be 
created 

Three new skill sets to be created:  

FNSSS00018 Life Insurance Fundamentals Skill Set 

FNSSS00019 Underwriting Principles Skill Set 

FNSSS00020 Claims Handling Skill Set  

 

* Please note this unit will be considered for inclusion in all related Financial Services qualifications. This unit will, in 
particular, be considered for inclusion in qualifications as part of Project 21C) Royal Commission outcomes review.   
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Appendix B Information on proposed new training products 

Table 9 Planned placement of proposed new units of competency 

Project  

Proposed unit of 
competency 

Qualifications to include new unit of competency 

New 
qualification 

Existing 
qualification (Major 
release) 

Existing qualification  
(Minor release) 

21A) Life 
Insurance 

FNSINC4XX Apply 
codes and standards to 
ethical practice 

N/A 

FNS41515 
Certificate IV of Life 
Insurance 

 

FNS40120 Certificate IV in Credit 
Management 

FNS40815 Certificate IV in Finance 
and Mortgage Broking 

FNS40920 Certificate IV in 
Superannuation 

FNS41420 Certificate IV in General 
Insurance 

FNS41720 Certificate IV in 
Insurance Broking 

FNS41820 Certificate IV in Financial 
Services 

FNS42020 Certificate IV in Banking 
Services 

FNS42115 Certificate IV in Personal 
Injury Management 

FNS42215 Certificate IV in Personal 
Trust Administration 
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Appendix C Additional Information  

Table 12 Enrolment data and projected growth  

Qualification 
Last 
major 
release 

4-digit 
ANZSCO 
Code 

6-digit 
ANZSCO 
Code 

ANZSCO 
Classification 

Other 
relevant job 
roles 

2017 
enrolments 

2018 
enrolments 

2019 
enrolments 

Employment 
level May 
2019 ('000) 

Projected 
employment 
level 
May 2024 
('000) 

Projected 
employment 
growth 
five years to 
May 2024 
(%) 

Nature of 
updates in last 
major release 

Number 
of RTOs 
on 
scope 

FNS41515 
Certificate IV 
in Life 
Insurance  

2015 5523 552312 
Insurance 
Consultant  

Claims 
consultants 
Life insurance 
underwriters 

107  85  45  29.2  28.0  - 4.3*  

Updated to meet 
Standards for 
Training 
Packages 

2**  

FNS51315 - 
Diploma of 
Life Insurance 

2015 5523 552312 
Insurance 
Consultant 

Claims 
consultants 
Life insurance 
underwriters 

7  5  2  29.2  28.0  - 4.3*  

Updated to meet 
Standards for 
Training 
Packages 

1** 

*Please note, these employment growth figures are derived from the data obtained via the Labour Market Information Portal (reference in footnotes below). The Guide to the Prioritisation 

Report – Financial Services IRC, provided by the Department of Education, Skills and Employment in 2021 indicates a 4.2% expected growth in employment.4 

**Consultation indicates that a low number of RTOs have these qualifications on scope due to life insurance being a smaller subset of the insurance industry, with ANZIIF being the 

predominant membership, training and professional development organisation for life insurance. There is also currently low demand for these qualifications as they are not fit for purpose 

in their existing form. As consultation indicated that there would be increased demand for, and enrolments in these qualifications if they are updated (see p. 4, Industry Driver E), it is 

anticipated this may also lead to an increase in the RTOs which seek to have these qualifications added to their scope. 

 

4
 Lmip. 2021. Occupation Projections To May 2024. [online] Available at: <https://lmip.gov.au/default.aspx?LMIP/GainInsights/EmploymentProjections 
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