1 From the Land Down Under

Mr. David Newton-Ross
Editor, National Collision Repairer Magazine



S

’/’4
31st Optobg J

' o/
: . .\
'






'Sl
s
@

k=
?
3

-
)

&

d
o
o

O




- —
ke ﬂsﬂggpegl__ J£

JJrJ of Conduct Federal&

J\J ~v

e AR Australla

- New Schemes by Insurers






] |

T

| m o)ty g

) —

10 25 O







I)uuf with %
Somepne
l ﬂ I l un




‘-I—;.

gLEDg.

JIJ : palr .
r Industry
2 __E_-‘ de of Conduct

—

-:.;i“ 2006




. e
hipwawill this Code of C Conduct act
IIJE? . » " e ™ =—

- r | = - R
il - = — = —
—

o Thna Soucdg gl nrJl ctisiintende ‘ransparent, informed and co-
BPEratIVE relati hlps between colllsmn repairers and insurers, based on
ULl NES I)gcg.. ppen communication
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ISULERSISC] ; airers agree to observe the highest standards of integrity &
good faith'iniconducting their business with each other and in the
PIo) VISIOf qi_&ervices to claimants
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= S e Gode provides standards of fair-trading
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f-‘_ﬂ-i.' Thg Code provides fast, accessible & clear dispute resolution processes
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e All parties agree that vehicles are repaired ensuring safety, structural
integrity, presentation and utility of the vehicle
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2 L] HJJIJ:‘EZ ‘terms, it costs nothing to become a
SIGNE J"J,ri. to the Code of Conduct. What it will
hequir iiSla commitment to adhere to the

regu atmns set out in the document.
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i‘_ijﬂ\lhikt’ it is voluntary to become a signatory, once

- you have signed, you are obligated to abide by
the code in all of your business dealings, with
both participants and non-participants of the

Code.



L

INSURER & REPAIRER RELATIO

orRepairers

......- vill be for the full scope of work
isible), not partial estimates, & set out,
‘ad by the insurer, for their estimate

Iogy

— ot dlsmantle a vehicle for the purpose of

__.""1"_

?:-fpreparlng an estimate unless requested or
-authorised to do so by the insurer
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e Allow both Insurers and claimants the right to
obtain alternate estimates



INSURER & REPAIRER RELATIONS t

oI Insure

ProvidazliFlges relevant in o i ] n tc Ilow,.[:ealrers to prepare

ESTINIELES 'JIJf/JJ‘ hdentakene: J) allis

AUVISE C \JJ‘JJHA:- its of sublet repalrs and any payments including policy
exeessiand contributions — refer to Principle 1.1(c) of the Code —
Fuliilisle) JJ ]e tlons to policy holders

NOUETUS o con5|der an estimate on unreasonable or capricious
erm st -
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PE— f:y the'agreed amount authorised or requested, for all work completed
=== —.as per’'adjusted authorisation which is the contract you have with the

:'_.n-j.. ‘insurer to perform the work and be paid accordingly
—— - -
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—— ‘-Not remoyve a vehicle from a Repairer without notifying the Repairer in
advance, and compensating the Repairer for legitimate or reasonable
- towing or storage costs associated with the vehicle, and in compliance
with relevant legislation

o Not ask claimants to drive extensively in damaged motor vehicles,
possibly unroadworthy or unsafe, to obtain alternative estimates



—

5, NETWORK SMASH REPAIR SCHEMES

MIAQNas'a standing advice to bers to a Ie
Sclienmes with dutya%ee indep

individual contracts.
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_)J’J'J—\’rj—\r.—i.r': NSR scheme Ust be docu fed &

iblicly’ by the insurer, available to anybody wishing to apply

== 5 _____NSR Contract Terms of Agreement will be not less than 3 years — allows a
- . —repairer to invest in plant & equipment and adjust processes &
: Pprocedures accordingly with a degree of confidence

o Businesses may be sold with NSR approvals, providing new ownership
meets performance, probity and prudential standards, and contracts will
remain in place for the remalnder of the term — subject to termination
clauses 5.5 — 5.8 of the Code



T

———
ESIIMATE, REPAIR & AUTHORISATION PROCESS
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inicompetitive estimaterenyvironment; ‘incomp
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JENNE basis for selection e
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KEEPIMGIN MIMd that"both" REPAIFErs s Insurer
JEVEIopment of realistic times & rates:
gymnsurersiwillistate clearly their estimation methodology
BYFREPairers may cost out paint, parts, significant consumables &

andatery government environmental levies as they apply to the repair
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Both j_fj‘ & Repairers have the right to fair & transparent
iEgotiation.,

e S e
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e Inia ,competitive estimation environment, the labour component cannot

=== be further adjusted if the estimate has been awarded on a competitive

=~ ~basis. Method of repair max be changed or adjusted (e.g. repair instead

— — = of replace), and the type of part to be used may be changed (e.g.

= —  recycled instead of new), but only subject to legislative & manufacturer
recommendations. If mutual agreement is not reached, then notification

e must be given in writing by the insurer

J Whilst contracts may specify performance targets, Insurers will not
;lndlt:ly mflulsnce Repairers to submit estimates on the basis of receiving
urther wor




REPAIR WARRANTIES

REPAIET ‘ould be mindful‘of'selecting the co J;gctrepalr method,
FIving diient on-to Manufacturer’s sp ecmcatlons, integrity & safety_of__. —
e ymwg epairsmethods;in breachof this should not be accepted by
tha fl Ifmun p—

2

If‘an 1 ;uJE' raeqmres a repairer to use a method that differs from that
RECOIIM —i“__rj c T:y the Repairer, & mutual agreement cannot be reached,
LI Insur'—*r‘-’ 1ust document the requirement in writing
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If rJ,A 0 f:of warranty issues arise from an Insurers written insistence of
q.r it method, the Insurer agrees to pay the rectification costs
=——1Inva ved prowdmg the warranty issue is not caused by faulty
! I_(manshlp

_;;_____- : ‘_-_The |n|t|al Repairer will always be offered the first right of rectification,
: -allowing for customer preference and practicalities.

o When sub-let repairs are performed under an Insurer’s direction, the
Insurer will take full responsibility for any claim that my arise from the
claim by the sub-let repairer, and reimburse any reasonable costs
incurred by the initial Repairer, if the sub-let repairer does not complete
the work as authorised in the allocated time
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PAYMENT TERMS

- il : -
Payimentiterms are not tojexceed 30 days fro invoice
e ——
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I anjinveice.amount (e.g. ajsupplementary part),
= IJ'”(JJ Pt JE:—JJ 'J_I-“_r tipl r:‘N 3er the 30 day

R DISCLOSURE OBLIGATIONS

= = = yrers must be upfront & transparent with their policy holders in their
: _~.-."'E- ‘PDS regarding ‘Choice of Repairer’, and policies on parts, sub-let
—— "‘"arrangements, guarantees and warranties
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= . ~Insurers will not mislead claimants regarding a repairers capability to
5 ' perform repairs

o Repairers will not mislead claimants based on an insurers reputation,
their methodologies, or allocation & claims handling ability



T —
T

-

REPAIR DISPUTE RESOLUTION

ant e . then the dispute
J 2 (J\JJ LifiGationior, JJJJ)IJ sinthespintioithe

very effor! Jst’be ade by both parties to mutually
pl‘lor to notlflcatlon.
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: JinL..: roCcess ‘has been agreed by all parties involved in developing the
=C E-U {:onduct

INISTRATION

T ThIS process has been agreed by all parties involved in developing the
Code of Conduct
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> Eolle Q\Mﬂo commence February 2007
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su rers, Service Providers & Shops
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2l C -per week, 12 per day
= “‘F"""‘* Ius profit
. ﬁ'fansparency to Insurer







