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14 February 2014 
 
The Chair 
Select Committee on the Motor Vehicle Repair Industry  
Parliament House 
Macquarie Street  
SYDNEY NSW 2000 
Email: motorvehiclerepairinquiry@parliament.nsw.gov.au  
 
Dear Mr Barilaro 

 

RE: PARLIAMENTARY INQUIRY INTO THE MOTOR VEHICLE REPAIR INDUSTRY 
 

Suncorp welcomes the opportunity to contribute to the Select Committee on the Motor Repair Industry Inquiry 

(the Inquiry). In response to the broad Terms of Reference, Suncorp’s submission is enclosed as Appendix A. 

Our submission provides a response to the Inquiry Terms of Reference by: 
 

 Providing strong evidence that repairs are carried out to the highest standards and that consumer 

choice exists in relation to repair options within motor insurance policies. 

 Highlighting the changes occurring in vehicle manufacturing which require a renewed focus on smash 

repairer standards, training and technology. 

 Outlining the drivers of Suncorp’s vertical integration initiatives and the benefits those initiatives are 

delivering to consumers, particularly in relation to insurance premiums, convenience and safety. 

 Discussing the Motor Vehicle Insurance and Repair Industry Code of Conduct and regulatory 

environment, including a proposal for an Australian Standard for vehicle repairers. 

 

Our submission also provides a number of recommendations in relation to issues we consider could further 

enhance the delivery of motor vehicle repair services to consumers in NSW. 
 

Attached in Appendix B are two relevant documents referred to in the submission, Suncorp’s Roadmap to a 

Shared Future and Vehicle Repairer Standard. Appendix C, submitted in commercial in confidence, contains 

two audits by independent experts Delta V of our joint ventures – Capital SMART Repairs and QPlus. 

If you have any questions related to this submission, please contact Duncan Bone - Executive Manager, Public 

Policy on . Alternatively please contact Mike Thomas - Manager, Group Government and 

Stakeholder Relations on . 

We look forward to hosting Select Committee Members for onsite visits of our industry leading joint venture 

facilities, Capital SMART Repairs and QPlus, and to addressing the inquiry directly to share our experience 

and knowledge. 

 

Yours sincerely, 

Mark Milliner 

Chief Executive Officer 

Suncorp Personal Insurance 
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Executive Summary  

Suncorp is a direct insurer that has an ongoing relationship with millions of Australian consumers in the motor 

insurance market. The company has over 126,000 cars repaired every year in NSW alone.    

To ensure success as a business, we invest significant time, resources and people into listening to what 

consumers want from their insurance provider.  

Many consumers have told us they are time poor and want the repair process to be as simple as possible. 

Consumers expect insurance policies to be affordable and look for added value in the form of flexible, high 

quality service experiences. The rapidly increasing technical complexity of motor vehicles has also left many 

less confident or willing to directly manage their vehicle’s repairs after an accident. 

Over the years we have used these insights to develop and redesign our motor claims services with a focus on 

quality, safety, convenience and value for money. 

The highly competitive motor insurance market requires us to meet those needs or risk loosing market share to 

aggressive domestic and foreign competitors. This approach defines Suncorp’s relationship with the smash 

repair industry and our strategy of working with, and investing in, a more productive and innovative supply 

chain. This allows us to provide customers with benefits such as faster and high quality repairs, lifetime 

guarantees, better customer service experiences and affordable premiums. 

The primary way Suncorp delivers those benefits is by establishing long term partnerships with repairers who 

carry out more than half of our repair work in NSW and share our goal to deliver quality outcomes for 

consumers. Suncorp also has two joint ventures with repairers – QPlus and Capital SMART Repairs – that 

carry out 21 per cent of our repairs, about seven per cent or less of all repairs in NSW. These ventures drive 

competition on quality, customer service and price through their innovative practices.  

Consumer choice in relation to repair processes in motor policies has been a long standing feature in the 

insurance industry. An increasing group of consumers – 69 per cent – make the choice to have their insurer 

manage the end to end repair process in order to obtain a more competitive price. This process has been a 

core feature of the insurance product offered by AAMI and Apia for the past 30 years.  For the 12 per cent of 

consumers who prefer to handle the repair of their vehicle from end-to-end, Suncorp offers five brands where 

choice of repairer is enshrined in the policy. 

Suncorp’s continued success in the market and ongoing positive feedback shows that consumers are satisfied 

with this approach.  Almost 80 per cent of Suncorp’s NSW customers say they are extremely or very satisfied 

with their claim service.  This far exceeds the average across similar insurance markets in Western Europe. 

Quality of repair is also high, with 99.2 per cent of repairs for Suncorp customers completed without any 

potential safety issues.  Where issues are found, there are sound practices and procedures in place to correct 

them. 

Vigorous competition within both the repair and insurance markets ensures that the insurance market delivers 

a wide variety of policy options, competitive premiums and services for consumers. It continues to support a 

diversity of profitable operators within the smash repair industry.  

An insurance premium is the closest most consumers get to directly paying for a smash repair. Keeping 

premiums affordable is vital for consumers who are continuing to face rising cost of living pressures. Any 

changes that may drive up insurance premiums or otherwise disadvantage consumers should be made with 

great caution.  

For example, reducing or removing Suncorp’s ability to directly arrange repairs through its network of 

recommended repairers and joint ventures would increase costs by between 15–25 per cent. This in turn 

would put upward pressure on premiums of 5–10 per cent, with no benefit to consumers. 

Suncorp believes consumer protections could be enhanced by imposing stronger licensing requirements to 

meet future technical challenges of repairing modern cars.  Examining transition support for smash repairers 

struggling to meet these challenges should be incorporated into this approach. 

Consumers would also benefit from increased enforcement to tackle criminal practices in some sections of the 

repair industry, such as fraud. It is estimated that overall fraud adds as much as 10 per cent to premiums. 
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Pockets of repairers, acting with a lack of transparency alongside recovery agents, solicitors and credit hire 

companies, are also providing poor consumer outcomes. They are inflating repair costs, doubling average 

repair times and leaving not-at-fault consumers liable.  

Suncorp believes the broader insurer and repairer relationship has benefited from the Motor Vehicle Insurance 

and Repair Industry Code of Conduct (the Code) since its inception in 2006 and is currently advocating for 

updates to allow better outcomes for consumers, insurers and repairers. 

Suncorp acknowledges the repair industry is facing the greatest structural challenges in its history. The 

increasing technical complexity of motor vehicles, skills shortages, improving road safety and rising consumer 

expectations are reshaping the industry in Australia, as they have across the world. Access to manufacturer’s 

specifications for independent repairers also remains an outstanding issue, one magnified by the diversity of 

car models in Australia.  

These changes are placing pressure on traditional repairers driving market consolidation towards larger, 

technologically advanced, and more capital intensive businesses. At the same time, better roads and safer 

cars, particularly those with accident avoidance technologies, are reducing the number of accidents and the 

need for repairs. 

Suncorp agrees the changes occurring in the smash repair industry do require an examination of consumer 

safeguards and the processes and practices that influence repair standards such as the availably of 

manufacturer’s specifications.  Inevitably the way all parties respond to industry changes will create pockets of 

friction within the industry. With this in mind, Suncorp supports a fresh look at dispute resolution procedures. A 

full outline of Suncorp’s recommendations to this inquiry is provided below. 

Recommendations 

Suncorp makes a number of recommendations for this Inquiry to consider: 

 Investigate the value of a certified standard for vehicle repairers, possibly through Standards Australia, 

as a minimum licensing requirement under the Motor Dealers and Repairers Act 2013 (NSW). This 

would enhance consumer and wider market confidence. Suncorp is willing to share the analysis 

undertaken by forensic crash engineers used to create the Suncorp Vehicle Repairer Standard for our 

recommended repairers and would constructively engage with government and industry to develop a 

technical standard.  

 Examine whether existing federal and state programs provide appropriate support to NSW smash 

repairers unable to meet the technological, consumer demand or workforce challenges facing the 

industry, and consider introducing initiatives such as means-tested income support, transitional training 

or other ways to keep smash repairers in a workforce that is struggling to retain new entrants. 

 Support the current review of the Motor Vehicle Insurance and Repair Industry Code of Conduct, in 

particular the recommendations to:  

- Introduce an arbitration process within the Code for disputes between repairers and insurers. 

To avoid vexatious issues, initial costs should be borne by the complainant. Generally costs 

should follow the unsuccessful party to the dispute.  

- Foster greater education and awareness of the Code, its purpose, objectives and governing 

principles through both industries to encourage understanding and compliance. 

 Amend the regulations to the NSW Fair Trading Act 1987 (NSW) to include reference to the most 

recent Code, noting that it is currently being updated. 

 Support the ongoing efforts of the Commonwealth Consumer Affairs Advisory Council to require 

manufacturers who sell cars in Australia to make their vehicle repair specifications readily available to 

all smash repairers. Many independent repairers do not have access to repair specifications which 

Suncorp argues is a major impediment to repairer competition. 

 Further investigate the activity of not-at-fault accident focused recovery agents, solicitors, repairers 

and tow truck drivers. They can leave consumers with long repair delays and liability for grossly 

inflated repair or legal bills due to poor practices and a lack of transparency, while also generally 

inflating premium prices.  
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 Examine smash repairers’ adherence to their own industry body’s code of practice/ethics, and 

determine if further action is necessary to protect consumers where insurers are not directly involved, 

given the lower level of regulation governing non-insurance and third party related repairs.  

 Examine whether additional resources should be provided to the NSW Department of Fair Trading to 

enforce legislation governing smash repairers and undertake further checks to address consumer 

concerns.  

 Enhance enforcement against criminal activity - such as repair related fraud - to reduce the costs 

passed onto consumers through premiums.  

Suncorp key quality metrics 
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Introduction 

Suncorp welcomes the opportunity to make a submission to the NSW Parliamentary Motor Vehicle Repair 

Industry Inquiry (the Inquiry). The quality and safety of motor vehicle repairs is of paramount importance to 

Suncorp and our customers. We believe this Inquiry provides a timely opportunity to comprehensively review 

the current state of a continuously evolving vehicle repair industry within NSW and to look at further ways of 

improving consumer outcomes in the sector. 

Suncorp has partnered closely with the repair industry to respond to changes in car design and technology to 

ensure quality repairs and create world-leading customer satisfaction. As a primary link between vehicle 

owners and repairers, Suncorp is well placed to provide evidence to the Inquiry on the evolving shape and 

demands of the future repair industry. 

The Suncorp Group 

Suncorp Group Limited and its related bodies corporate and subsidiaries (collectively Suncorp) offer a range 

of financial products and services in banking, life insurance, superannuation and general insurance across 

Australia and New Zealand. Suncorp has more than 15,000 employees and relationships with more than nine 

million customers. 

Suncorp is the second largest general insurance group in NSW with our portfolio of brands including AAMI, 

GIO, Apia, Vero, JustCar, Bingle, InsureMyRide and Shannons. Combined, these brands provide insurance 

cover to over one million policyholders in NSW.  

Suncorp is a significant contributor to the NSW economy paying more than $1.4 billion in motor, home, 

commercial, personal injury and compulsory third party claims to NSW residents during 2013. We are also a 

major employer in the state, with 3,789 employees working from our major offices located in the CBD and 

network of over 50 branches.  In addition, our repairer joint ventures employ more than 250 staff. 

Suncorp and NSW motor vehicle repairs 

In NSW, Suncorp authorises around 126,000 vehicle repairs annually, directing $340 million into the smash 

repair industry to repair customers’ cars. This supports the employment of more than 1,500 tradespeople 

through our recommended repairers and joint venture partners, and a large number of tradespeople employed 

by other repairers across the state. Suncorp also provides direct financial support to 100 recommended 

repairers to employ apprentices and train tomorrow’s workforce.  

Approximately 51 per cent of Suncorp repairs in NSW are conducted via our network of independent 

recommended repairers, consisting largely of independent repair shops. This network supports a diverse range 

of repairers, from single-site rural and regional operators to multi-site national chains operating under one 

banner.  

Our joint-ventures – including seven Capital SMART facilities and the single QPlus facility in NSW – undertake 

a further 21 per cent of repairs for our customers. Overall it is estimated they account for about 7 per cent of 

repairs across the NSW smash repair industry. 

The remaining 28 per cent of repairs are conducted by other repairers selected for a variety of reasons 

including customer choice, managing workload peaks, specialist repair requirements and location convenience 

for consumers, particularly in regional areas. 

Capital SMART Repairs is a joint venture with smash repairer Jim Vais. It is specifically designed to undertake 

only small to medium non-structural repairs, deliver quality work and return consumers cars quickly with an 

average repair time of 10 hours.  

QPlus is a joint venture with smash repairer Daniel Zammit. The largest repair facility in Australia, it only 

undertakes structural repairs. QPlus has been specially designed in line with new vehicle manufacturing 

processes. These processes utilise the latest state-of-the-art processes, equipment and quality assurance 

practices to repair vehicles requiring structural repairs to the highest industry standard while delivering 

excellent customer service. 
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Suncorp meeting the needs of modern consumers 

It’s important that any examination of the relationship between insurers and the smash repair industry centres 

on customer needs and expectations. The Inquiry’s term of reference specifically asks whether consumers 

benefit from choice and how much knowledge they have regarding those choices and the repair process. 

Suncorp’s has extensively researched these issues over the past few years 

As the complexity of motor vehicles continues to increase consumers have shown a reduced confidence in 

their knowledge, capability or willingness to take responsibility for managing their own repair process.  

The ever-increasing pace of life also means that many consumers prefer ‘low stress’ repair experiences where 

they elect to have their insurer manage the repair process end-to-end. This trend, combined with the reducing 

frequency of accidents and increasing vehicle reliability, means that the majority of consumers no longer hold 

ongoing relationships with a local repairer. 

These consumer preferences are evidenced by the results of consumer research undertaken on behalf of 

Suncorp over the past three years.
1
 The preferences are identified below: 

Repair service needs 

 When NSW drivers with comprehensive car insurance were asked about the three most important 

factors they consider when having their car repaired: 

 74 per cent nominated the quality of their repair (including the use of manufacturer specifications and 

qualified tradespeople). 

 64 per cent nominated an insurance company managing the entire claim and repair. 

 47 per cent nominated the cost of the repair, including their excess and effect on future premiums.  

 44 per cent nominated how long the repairs take. 

 91 per cent agreed repairers should be held to a minimum standard of equipment, training, quality 

control and repair method. 

Consumer service delivery preferences 

 69 per cent of Australian motorists would prefer their insurer handle their claim from start to finish.  

 12 per cent of Australian motorists would prefer to handle their own claim and repair end-to-end. 

 66 per cent of Australian motorists are confident their insurer is well placed to understand the repair 

process and choose the right repairer.  

 27 per cent say they have an existing relationship with a smash repairer and would prefer to have 

them repair the car. 

 34 per cent of GIO customers exercise choice of repairer.  

 52 per cent of Shannons customers exercise choice of repairer. 

Knowledge and process 

 Only 31 per cent of Australian drivers say they have enough knowledge about cars and repair 

processes to manage and negotiate with a smash repairer. 

 36 per cent of NSW drivers with comprehensive car insurance would not be confident they could 

change a flat tyre safely without assistance. 

 25 per cent of NSW drivers with comprehensive car insurance would be likely to consider a repair 

quote even if it was not based on the vehicle manufacturer’s technical specifications – essential 

information in the repair of motor vehicles. 

 93 per cent of NSW drivers with comprehensive car insurance surveyed said if they were managing 

their repair, they would collect at least 2 quotes before selecting which repairer to go with.  

                                                      

1
 Newspoll Market & Social Research conducted two independent online surveys on behalf of Suncorp Personal Insurance of 245 NSW 

drivers with comprehensive car insurance in 2014 and 3,726 current drivers, 18 years of age and older, across all states and territories in 
2013.  Data was collected in line with ISO – 20252 – Market, Social and Opinion Research, weighted with current ABS population 
demographics to ensure any extrapolation of results is representative of age, sex and area. 
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Suncorp also tracks customer satisfaction figures based on the method we use to assign a repairer. To 

understand these figures, it is important to describe our claims process.  

Suncorp motor claims process 

When our customers are involved in accidents, they can lodge a claim over the phone, via our smartphone app 

or on our website. Our claims team then guide the customer through a step-by-step claim process based on 

their policy cover. 

Figure 2 - Customer repair options by policy  

 

The consultant ensures the customer receives their full policy entitlement as detailed in their Product 

Disclosure Statement. These include delivering or towing the car to a RepairLink Centre to be assessed and 

assigned to a repairer or taking the vehicle directly for repair to Capital SMART or QPlus depending on the 

extent of the damage. All customers, regardless of policy, are given a choice to attend Capital SMART or 

QPlus if they are available, or a recommended repairer. 

Where the customer requests to use a repairer of their choice, we contact that repairer to invite them to 

participate in our repair process. For our brands with choice of repairer, such as GIO, the chosen repairer 

submits a quote to our RepairLink Centre for assessor approval. For our managed repair brands, such as 

AAMI, the customer’s nominated repairer is invited to enter our competitive quoting process along with 

recommended repairers. Our online brand Bingle does not offer a choice of repairer option. 

Competitive quoting involves two recommended repairers with the appropriate skills and facilities giving our 

assessor a quote using their preferred quoting system. The job is awarded to the repairer who provides the 

most complete and competitive quote. A ‘complete’ quote means meeting the scope of work caused by the 

accident including the use of appropriate repair techniques that meet the manufacturer’s specifications. This is 

the deciding factor for assessors when selecting the appropriate quote, followed by cost. The quoting process 

is also blind, so each repairer submits their quote without seeing the other, promoting open and transparent 

competition.  

Suncorp has also entered into some ongoing arrangements with recommended repairers where cars are taken 

directly to their premises without competitive quoting against other recommended repairers. This typically 

relates to motor vehicles with structural damage requiring complex repairs where ongoing arrangements 

facilitate better service for customers and allow competitive advantages to be gained on both sides. 
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As can be seen in Figure 3 and Figure 4, Capital SMART Repairs produces the highest satisfaction scores 

from our customers across all repair methods. Suncorp satisfaction scores still exceed the European average 

across all types of its repairs and similar repairs. 

Suncorp also measures customer satisfaction for QPlus and early figures indicate that QPlus is in line with the 

customer satisfaction scores of repairers undertaking structural repairs in NSW. Given QPlus’ limited 

operations, it is too early to provide definitive data as current feedback numbers are not statistically significant.  

Suncorp are confident satisfaction levels will continue to grow as QPlus’ processes are refined further, as per 

Suncorp’s experience with Capital SMART Repairs.   

As shown in Figure 5 the growth in the Capital SMART network in NSW has also correlated with improved 

customer satisfaction across the board for Suncorp customers, delivering demonstrable business benefits. 

Figure 5 – Overall NSW satisfaction compared to growth in Capital SMART repair volumes
5
 

 

Consistent with our world-leading customer satisfaction scores, Suncorp’s motor products and services have 

won a raft of awards since they have been in operation. In the past three years alone these awards include:  

 CANSTAR - Outstanding Value Award (AAMI) – 2010, 2011, 2012; 

 Money Magazine Consumer Finance Awards - Insurer of the Year (AAMI) – 2011, 2012, 2013; 

 Guidewire Innovation Award (AAMI Online Claims web application) – 2013; 

 AFR SMART Investor League of Exceptional Service Best General Insurer (AAMI)- 2011; 

 Caravan, Camping & Touring Industry & Manufactured Housing Industry Association of NSW 

Conference Awards - Best Product or Service Provider (CIL) – 2012; 

 Telstra National Business Award - Innovation (Capital SMART Repairs) – 2013; 

 AFR SMART Investor League of Exceptional Service - People's Choice Award (Apia) – 2013; 

 ANZIIF Claims Provider of the Year – 2012; 

 International Customer Service Professionals - People's Choice Award (AAMI) – 2011; 

 Australian Business Award - Collision Repair Industry Environmental Sustainability Award (Capital 

SMART Repairs) – 2012; 

 Society of Automotive Engineers Automotive Engineering Excellence - Highly Commended (Suncorp 

Vehicle Repairer Standard) – 2013. 

 

These awards and satisfaction results indicate that Suncorp is delivering the products consumers want. 

Suncorp remains committed to partnering with the repair industry to refine our strategy and partner with the 

best repairers to satisfy consumers.  

 

                                                      

5
 Suncorp Claimant Satisfaction Survey, Includes Mass brands only (AAMI, Apia, GIO, Suncorp). Data weighted by brand based on claim 

volumes. Repair volumes used are from Motor Assessed Cost (by brand), personal insurance, Motor Insurance, Mass brands only 
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Delivering safe repairs to our customers 

The Inquiry’s Terms of Reference seeks to examine whether smash repair work is carried out with adequate 

quality and safety standards. Our submission aims to demonstrate that quality and safety are at the forefront of 

Suncorp’s smash repair processes. Suncorp continually evolves these processes to keep pace with ongoing 

changes to the way manufacturers build motor vehicles as well as consumer expectations. 

The modern vehicle is exponentially safer than its predecessors. Airbags, crumple zones, automatic braking 

systems and anti-skid controls are just a few of the features that have dramatically reduced the incidence of 

injuries and fatalities from crashes. 

Increasing vehicle complexity is also one of the points not only driving the rectifications that are occasionally 

necessary following a motor vehicle repair, but also continual recalls of cars to rectify manufacturing issues.  

At every step of the claim, Suncorp staff closely monitoring quality issues to reduce the risk in terms of 

customer service, cost, safety, and time associated with needing to undertake rework.  

Repairing to a standard, not a price 

To provide an additional layer of certainty to our quality figures and to better understand how we can improve 

our services into the future, Suncorp had its data related to rectifications arising from our claims system 

independently analysed in June 2013, over the period July 2012 to June 2013.  

To help put these numbers into context against the complexity of modern motor vehicles, the number of 

vehicles recalled over the same period with manufacturer issues was 800,432 vehicles – or about 6 per cent – 

of the 13 million cars on the road.  

The results of the analysis of Suncorp repairs in NSW are as follows:  

 Issues requiring rectification across all methods – 4.0 per cent 

- Minor – single minor scratch or detailing – 1.8 per cent 

- Medium – multiple minor scratches/detail, minor panel alignment, window or mirror issues, 

minor cracks or suspension issues – 1.4 per cent  

- Major (potential safety issues) – damage to engine, steering issues, possible safety issues, 

radiator or other leaks, vehicle vibration/shakes – 0.8 per cent 

 Capital SMART rectification rate – 1.7 per cent 

 QPlus rectification rate – 2.8 per cent 

 

Most importantly, these repairs were clearly undertaken to a standard, not a price. This is confirmed by the 

review finding that 27 per cent of rectifications were authorised to the more expensive quote submitted through 

our competitive quote process. Where quality issues are reported, non-recommended repairers (mainly 

consisting of customer choices) accounted for an equal amount and severity of rectifications over that period. 

These results reveal that Suncorp’s determination to balance quality and cost in the interests of consumers is a 

reality. 

Comparisons across the industry 

Without a standard definition of the term, common collection processes or reporting systems, rectification rates 

cannot be compared between insurers or independent repairers. Suncorp’s experience is that the majority of 

smash repairers do not have a governance structure that drives the systematic logging of quality issues. Self-

reporting and analysis is limited or non-existent. 
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Suncorp repair quality indicators 

Our key repair quality metrics, as shown below, clearly reveal the high standard of repairs delivered to our 

customers in NSW.  

Figure 6 – Suncorp’s motor claims quality metrics 
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Suncorp’s approach to providing customers with quality repair services 

Suncorp’s commitment to the quality and safety of repairs is key to producing high customer satisfaction 

scores. Our strategy to achieve this and meet consumer demand emanates from of a number of mutually 

reinforcing initiatives described in our Roadmap to a Shared Future.
6
 These are: 

 Suncorp Lifetime Repair Guarantee – This guarantee is valid on every single repair we authorise 

through our panel of recommended repairers, our joint ventures or a customer’s chosen repairer who 

is not on our panel. This guarantee holds both Suncorp and repairers to the highest possible consumer 

protection standard, with repairers responsible for the workmanship and quality for the first three years.  

 Measuring and Guiding Quality Outcomes – Suncorp measures and assists in guiding the quality of 

repairs undertaken by smash repairers with a five pronged approach, including:  

- Our electronic claims system which tracks quality issues across each repair, including repair 

time, noted quality issues, cost and methods, and requires repairers to log issues through our 

electronic claims system, cross-referenced with Suncorp assessor and claims manager 

reporting; 

- The ‘Voice of the Claimant’ survey which is sent to every mass brand (GIO, Suncorp, AAMI and 

Apia) customer asking them to rate the various aspects of their claims service, including all 

aspects of the repair. Low satisfaction scores are flagged and immediately forwarded to the 

relevant claims manager for action; 

- Suncorp’s team of 88 highly-trained assessors in NSW, which is comprised primarily of former 

smash repair tradespeople. These trained professionals are Certificate IV qualified in loss 

adjusting, with newcomers immediately put on a pathway towards Certificate IV qualification. 

Our assessors interact on a daily basis with repairers to progress our customers’ repairs to 

Suncorp standards. They also accompany aligned repairers to smash repair training sessions to 

ensure they stay on top of the latest repair methods.  

- Suncorp’s team of specialised assessors who undertake audits targeting complex structural 

repairs across NSW to ensure Suncorp’s repair standards are being met and repairs are high 

quality. Where issues are discovered, a coaching element is used to assist repairers to 

overcome them. If the issue is viewed as systemic or negligent, the issue will be performance 

managed, with final warnings or further action to be taken.  

- Suncorp Repairer Development Managers, who are dedicated staff that work with our aligned 

repairers every day to ensure they can meet the required standards of performance outlined in 

the agreement between Suncorp and recommended repairers.  

 Suncorp Repairer Agreement – Our contracts with repairers set out how we work together to deliver 

the best service to our customers. It sets out a number of service levels for both parties, including 

accurate assessments, payment terms, repair times, and performance measures on quality. If a 

repairer fails to meet the performance measures we will protect our customers by terminating the 

agreement. This agreement also sets out repairers rights against Suncorp.  

 Suncorp Repairer Advisory Councils – Established with highly experienced repairers from our panel 

of recommended repairers, these councils provide invaluable advice to Suncorp on all of our repair 

related initiatives. They also provide on the ground feedback regarding how to improve our day to day 

services and operations and help drive the development of our Vehicle Repairer Standard.  

 The Suncorp Vehicle Repairer Standard – Developed with forensic engineers Delta-V and our 

recommended repairer councils, the Standard sets out training, equipment and processes repairers 

need to deliver quality repairs on modern cars. The Standard was highly commended in the 

Automotive Excellence section of the 2013 Society of Automotive Engineers Awards.  

 Joint Ventures – QPlus and Capital SMART Repairs – Entering into joint ventures with innovative 

and leading smash repairers combines their specialist repair knowledge with our corporate governance 

to deliver industry-leading quality and service. This includes providing a significant investment into the 

latest technology required to repair cars. Suncorp has engaged Delta-V to independently audit both 

                                                      

6
 Available: http://www.suncorpgroup.com.au/sites/default/files/pdf/news/2090%20Suncorp%20Roadmap%20-%20Full%20document%20-

%20FINAL.PDF 
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Capital SMART and QPlus to ensure both are set up to deliver safe, high quality repairs. These audits 

reports are separately attached and are provided on a commercial-in-confidence basis. 

 escribe – Suncorp has directly invested in bringing this international program to the Australian repair 

industry. Thatcham escribe provides better access to some of the manufacturer’s specifications, which 

are currently unavailable to the general insurer and repairer industries (an issue highlighted by the 

Commonwealth Consumer Affairs Advisory Council). 

 Supporting further training, technology and industry development – Suncorp has over 50 

initiatives in place to support the industry and help it meet the challenges of repairing modern vehicles 

and serving customers. These initiatives include funding for apprenticeships, post-apprenticeship 

training, and equipment grants for TAFEs to buy the latest repair equipment. Further details are 

available in Suncorp’s Roadmap to a Shared Future. 

Quality assurance - protecting consumers 

In Suncorp’s experience, most Australian repairers are proud of their work and would not knowingly 

compromise consumer safety to increase profit margins. The vast majority of repairs are completed to very 

high safety standards. 

To support and monitor quality repair outcomes for consumers, there are state and federal laws, codes, and 

dispute resolution processes which provide motor vehicle repair consumer protection. It is telling that the 

number of complaints relating to repairer quality or safety lodged through these processes are low.  

Given the structure of the industry and our involvement in managing the repair process for many customers, 

the vast majority of repairer complaints are likely to go to the Financial Ombudsman Service (FOS), which is a 

free dispute resolution service for consumers. In the last six months 57 repairer quality issues were lodged with 

FOS against Suncorp. This represents about 0.09 per cent of all Suncorp claims.  

In 2012, the Department of Fair Trading and the Motor Vehicle Repair Industry Authority received 1,582 

complaints about motor vehicle repairers and motor dealers across the industry. This represents a decrease 

from over 2,000 complaints in the previous year. Of these, 69 motor vehicle repairers were found to be in 

breach of legislative requirements that resulted in warning letters or penalty notices being issued. 

Despite the infrequency of quality issues in the industry, Suncorp believes there is no room for complacency 

and the drive for quality must remain an ongoing concern. It is for this reason that Suncorp’s repairer 

agreement specifies that aligned repairers must have rectification rates below 5 per cent to remain on our 

panel of recommended repairers, and Suncorp continues to refine initiatives to drive quality outputs, such as 

the Suncorp Vehicle Repairer Standard.  

Modern cars are complex machines and repairing them is no simple task. As in any industry, mistakes occur 

and each one must be carefully addressed. Nowhere is this more evident than the fact that motor vehicles 

come directly off the assembly line with faults that need repairing. Last year alone, 143 vehicle safety recalls 

were issued in Australia,
7
 totalling 800,432 vehicles, or about 6 per cent of all vehicles on the road. 

It is important to note that when repair quality issues do occur, the businesses involved work together to 

ensure similar repair issues are caught, made good and not repeated. Suncorp’s experience is that repair 

quality issues are discovered and rectified swiftly. Our approach to quality concerns is outlined below. Note 

that the Code requires insurers to allow repairers the first chance to rectify any issues from their original 

repairs, unless the customer objects.  

                                                      

7
 http://www.recalls.gov.au/content/index.phtml/itemId/952839 - figures also provided by the Department of Infrastructure and Regional 

Development. 
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Figure 7 – Suncorp quality concern process 

 

In the very rare cases where a quality issue is found to be systemic or where a reckless breach of safety has 

occurred, Suncorp will terminate our agreement with the repairer and remove them from our panel of 

recommended repairers. A significant breach of repair safety results in one written caution, with termination if 

repeated.  

Groups targeting not-at-fault consumers 

Unfortunately, there is a pocket of operators within the industry who exploit consumers by “capturing” repair 

jobs of not-at-fault customers, typically through arrangements with tow truck drivers paid on commission. Some 

of these cases simply involve extremely high storage fees totalling thousands of dollars. Others, supported by 

recovery agents and solicitors, include these parties or repairers having consumers sign a contract that allows 

the repairer to authorise repairers without the insurer’s consent, an activity that is in breach of section 4.1 of 

the Code.
8
  

This group, commonly made up of affiliated organisations including repairers, lawyers, recovery agents and 

credit hire car companies, seek to maximise the financial return beyond the ordinary expectation of the wider 

smash repair industry.  

An example of this practice has been described by NSW-based Smash Repair Lawyers’ on its website, which 

states:  

“Smash Repair Lawyers has a track record of successfully recovering money owed to smash repair 

shops by people who cause damage to other vehicles. We are successful because the threat of 

litigation makes it uneconomical for third parties to allege that repair bills presented by our clients are 

unreasonable.”
9
 

                                                      

8
 Motor Vehicle Insurance and Repair Industry Code of Conduct, March 2011, 

http://www.abrcode.com.au/forms/Final%20Code%20of%20Conduct%20March%202011.pdf, Accessed 14 February 2014 
9
 Accessed at: http://smashrepairlawyers.com.au/what_we_do_2.html. 
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The challenges of regulating a fragmented industry 

The high number of single shop repair businesses makes government regulation of quality difficult and costly 

to enforce. Effective government enforcement would require a group significantly larger than Suncorp’s team of 

88 qualified repair experts engaged as motor assessors. It is likely at least at least twice to three times the 

number of qualified professionals would be required to cover the entire NSW motor vehicle repair market.  

The repair industry has had little success in measuring or implementing initiatives to self-regulate quality 

outcomes over the past two decades. Suncorp is unaware of any action by a relevant NSW trade association 

against its trade body members for poor quality repairs, or any other action for activity that would constitute a 

breach of the code of ethics which was introduced in 1996.  

At present, insurers and the Department of Fair Trading are the only organisations that take regular action on 

repair quality issues.  

Through daily interactions, insurers build an unparalleled insight base and practical knowledge into the smash 

repair industry, and employ highly skilled staff to act on those insights. It is perhaps because of these 

resources that 69 per cent of consumers choose to engage insurers to manage their repair process through 

recommended repairers.  

The Productivity Commission’s observations support this view: 

 “Insurers have strong incentives to ensure adequate quality and safety of vehicles repaired by their 

PSRs [preferred repairer schemes] — indeed, most consumers consider this to be the responsibility of 

the insurer, not the repairer.”
10

  

The processes established by Suncorp in managing and monitoring the work of both its recommended repairer 

and joint venture partners establishes a level of performance and quality monitoring that to date has not been 

matched by the repair industry itself.  

The importance of repair costs to consumers  

Consumers currently choose a policy that suits their needs with a range of policy options and prices available 

in the market. Given the importance of cost of living to consumers, when examining choice in any form 

between products or services the effect on insurance premiums must be taken into account. 

Currently the market has structured itself to meet consumer demands while competing on price, the largest 

determinant driving consumer behaviour. For most consumers, the high penetration of comprehensive 

insurance means their premiums represent their closest relationship to repair prices.  

Suncorp’s current arrangements through a dedicated panel of recommended repairers and our joint ventures, 

QPlus and Capital SMART Repairs, permit deeper insights in to both quality and productivity, and an ability to 

negotiate better repair prices in return for providing steady work and scale.  

Using non-recommended repairers prevents consumers from accessing these insights and savings while also 

increasing administration costs for the insurer. Where a relationship exists and the provision exists within the 

insured’s policy, this is appropriate.  

Overall, providing choice of repairer is more expensive. This is so regardless of whether the consumer has 

selected a Suncorp recommended repairer through their choice of repairer policy option or a non-

recommended repairer.  

Currently, on average, choice of repairer jobs cost more than 25 per cent above repairs sourced through 

Suncorp recommended repairers competitive quoting process. The difference is even greater when compared 

when measured against costs efficiencies provided by QPlus or Capital SMART repairs. 

Limiting Suncorp’s ability to manage repairs, where the customer has chosen this option, would likely increase 

repair costs by 15-25 per cent. This in turn would increase premiums by up to 10 per cent, as smash repair 

costs make up about half of an insurance premium. 

                                                      

10
 Smash Repair and Insurance, Productivity Commission 2005, overview XIX 
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NSW consumers already face higher premium costs than other states for numerous reasons, such as the cost 

of doing business in NSW (including repair costs) and higher accident frequency. 

Other unnecessary costs to consumers: fraud and other criminal activity 

Unfortunately, criminal and fraudulent activity adds an estimated $70 to every policy. Such activity includes 

staged accidents and faked repairs.
11

  

A combined insurance and police taskforce recently exposed a single fraud in 2013 involving luxury cars 

totalling over $500,000,
12

 and the insurance industry continues to refine its strategies to identify criminal 

activity and expose costly fraud. 

In addition, Insurance Australia Group (IAG) recently reported that its ongoing audit of repairs has found over 

230 cases of direct repairer fraud since March 2011, and 100 cases in the past year alone.
13

  

The National Motor Vehicle Theft Reduction Council has also made several recommendations in response to 

the flow of parts from profit-motivated stolen vehicles into the domestic and international smash repair 

industries. These include stronger financial sanctions and penalties, extending criminal liability to company 

directors and managers involved in handling these parts, and increased powers for regulatory agencies.
14

  

The Council estimates that the cost of such vehicle theft is $626 million nationally. This does not include the 

community costs associated with police investigations, court hearings or correctional services. A three per cent 

drop in criminal activity last year is believed to have saved the community over $44 million.
15

  

Suncorp can provide more examples in confidence to the Inquiry on request. 

  

                                                      

11
 Hidden Costs: Insurance Fraud in Australia, IAG and the Economist Intelligence Unit, 2003.  

12
 http://www.dailytelegraph.com.au/news/nsw/luxury-cars-used-in-staged-crashes-to-scam-insurance-companies/story-fni0cx12-

1226773735711. 
13

 http://www.paintandpanel.com.au/news/iag-s-inaugural-2012/13-smash-repair-quality-report. 
14

 National Motor Vehicle Theft Reduction Council Annual Report 2013, p.13. 
15

 National Motor Vehicle Theft Reduction Council Annual Report 2013, p 20.  
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Suncorp investing in a modern repair industry to benefit consumers 

When it comes to consumers’ motor vehicles, a quality-focused, highly skilled, cost-effective and sustainable 

repair industry is required to deliver on their expectations. Suncorp notes the specific interest the Inquiry has 

shown in relation to the practices we employ in our relationship with the smash repair industry, as highlighted 

in the Terms of Reference. Suncorp would strongly argue its practices foster industry-leading repair services 

for customers whether that’s through supporting apprentices, providing access to repair information or the 

innovative repair methods now used as part of our vertical integration initiatives.  

Fostering workforce sustainability   

Suncorp places an emphasis on attracting apprentices to the repair industry to foster long-term workforce 

sustainability. Our apprentice subsidy scheme was launched in 2004 and supports over 200 apprentices 

nationally. We support almost 100 apprentices in the NSW smash repairer industry alone. This commitment 

flows through to our joint ventures, with QPlus employing over 30 apprentices. We have also offered $30,000-

$40,000 in TAFE equipment grants each year since 2002 to support those organisations to prepare the next 

generation of repairers.  

In attracting apprentices to the industry, Suncorp has established social programs with Mission Australia, Red 

Cross and Youth off the Streets. These partnerships with leading community sector organisations are aimed at 

boosting the number of young people entering the repair workforce. 

With Suncorp’s support, Mission Australia and the National Motor Vehicle Theft Reduction Council have 

established Synergy Auto Repairs in North Melbourne. This centre acts as a repairer training ground for youth 

who in some cases have been in trouble with the law. It is employing fully qualified repairers to mentor and 

assist apprentices and trainees, delivering quality motor repairs as well as giving a helping hand to young 

people facing tough times. 

In addition, a pre-apprenticeship program has been on trial since 2012, with work underway to extend this 

program to NSW. A disability employment program has also been developed, with the first initiative currently 

under review with the intention of extending the program. 

Trade qualified staff have also been an area of focus with both Suncorp and AAMI being foundation platinum 

sponsors of I-Car since 2006. I-Car provides post-qualification training in modern repair techniques to 

repairers, and Suncorp has financially supported hundreds of repairers in NSW to attend training programs. 

Suncorp also donates vehicles to training providers and NSW Fire and Rescue to assist in delivering hands on 

training. 

We have also funded an independent Industrial Relations advice line since 2012 and developed staff 

mentoring training, and nationally-certified management diplomas for aligned repairers and their staff in 2013. 

This year we are working to launch a business mentor program that will help build the skills and capabilities of 

new repair shop owners. 

escribe – Improving repairer access to quality repair information 

In a global first partnership, Suncorp has joined with independent vehicle research organisation Thatcham 

Research, to improve access to quality repair information for all Australian repairers and insurers through the 

Thatcham escribe program.  

Within Australia and New Zealand, repairer and assessor access to high quality vehicle repair information has 

proved difficult and expensive to achieve. There is clearly a need for current and valid repair information 

relevant to the Australian and New Zealand markets. 

Suncorp is investing about $3 million over the next five years to fund the development of local content in the 

escribe database. Precise vehicle information is used to build a comprehensive repair process that uses critical 

safety data to exactly match the damaged vehicle. 

As part of the collaboration, Suncorp is funding the purchase, shipping and research of 27 locally relevant 

vehicles and their respective parts over the next five years. This will increase repair information in the domestic 
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market and include coverage of three quarters of all cars on Australian roads. Currently, the first seven 

vehicles have been selected based on analysis of vehicle repair and sales data. 

Working from a fully-equipped and ultra-modern vehicle repair technology centre, Thatcham Research’s 

technical repair experts will produce a wealth of vehicle repair data, ranging from light structural research, to 

full body repair methods. 

Suncorp panel repairer agreement – 2014 

The new agreement for Suncorp recommended repairers, set to come into operation in April 2014, and meets 

the Codes requirements in regards to these arrangements. The agreement includes the obligations for our 

recommended repairers to meet the Suncorp Vehicle Repairer Standard and sets out expected success rates 

such as maximum average repair days and less than 5 per cent rework requirement. The purpose of these 

success rates is to ensure fairness in quote comparisons. 

Suncorp also offers customised banking and insurance packages to repairers who are party to our agreement.  

Creating an industry standard – the Suncorp Vehicle Repairer Standard 

More recently, Suncorp engaged forensic engineer specialists Delta-V to analyse a range of shops across the 

repair industry to examine good practice. We then worked with our repairer councils to develop our Suncorp 

Vehicle Repairer Standard based on that analysis. The outcome was a set of requirements which our aligned 

repairers are now required to comply with. The purpose of this initiative is to drive industry improvement and 

ensure repairs are conducted to highest quality according to the latest specifications. 

The Suncorp Vehicle Repairer Standard was the first formal repairer standard made available for the 

Australian industry, and will be mandatory for all our recommended repairers as of 1 April 2014 under our 2014 

Repairer Agreement. We have also engaged in preliminary discussions with Standards Australia to examine 

how the standard might form the basis of an approved Australian Standard. We have asked trade associations 

nationally to be involved in that Standard development process. 

The Suncorp Vehicle Repairer Standard was recently ‘highly commended’ at the Society of Automotive 

Engineers Automotive Engineering Excellence awards in 2013.  

Communications 

Suncorp is committed to open and transparent communication with our repairers, and believes this is a vital 

component of a successful business partnership. We communicate any changes regarding Suncorp’s direction 

and operations regularly through: 

 newsletters; 

 annual repairer presentations; 

 question and answer sessions; and  

 through our dedicated team of Repairer Development Managers.  

 

We also regularly consult with our repairer councils, recommended repairers and industry organisations 

particularly regarding industry initiatives like our Vehicle Repairer Standard. 

Investing in innovation – vertical integration 

In 1996, Suncorp established the Autobody Repairer of the Year Award to promote innovation in the industry. 

Subsequently, we have built strong relationships with industry groups, education providers and trades training 

schools and launched a $750 training grant for every aligned repairer in 2007.  

Suncorp considers that its most effective investment in repair industry innovation has been that with our joint 

venture repairers. These businesses have created industry-leading repair facilities which are redefining quality 

standards, governance and customer satisfaction. We have remained open and transparent about this 

investment, regularly communicating with our repairers ahead of the establishment of both ventures opening 

and throughout their operational milestones.  
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QPlus Productions 

Suncorp has partnered with experienced NSW smash repairer Daniel Zammit to create QPlus Productions. 

Located in Riverwood, this hi-tech repair facility launched in April 2013 and at full capacity is expected to 

conduct 150 structural repairs each week.  

Similar to Capital SMART, QPlus Productions is a response to the advanced materials used in modern vehicle 

structures and the need to invest in new repair equipment and skills to manage these repairs. In addition, the 

Road Transport (Vehicle Registration) Amendment (Written-off Vehicles) Act 2010 (NSW) now requires more 

vehicles (with greater damage) to be repaired after heavy hits, necessitating a NSW-specific response for 

Suncorp.  

QPlus is also factory-style, with repairs being conducted at stations according to well-documented procedures 

with quality checks and audits at each station. State-of-the-art technology is used throughout QPlus to reduce 

repair times and improve sustainability. InfraGas technology reduces repair time and Lowbake drive-in paint 

bays use 80 per cent less energy compared to traditional repair techniques.  

QPlus is the largest repair facility in Australia and when at full operating capacity will employ 200 total staff with 

50 apprenticeships. QPlus currently employs 131 staff and 30 apprentices.  

Suncorp also measures customer satisfaction for QPlus and early figures indicate that QPlus is in line with the 

customer satisfaction scores of repairers undertaking structural repairs in NSW. Given QPlus’ limited 

operational history, it is too early to provide definitive data as current feedback numbers are not statistically 

significant.  Suncorp is confident satisfaction levels will continue to grow as QPlus’ processes are refined 

further, as per Suncorp’s experience with Capital SMART Repairs.   

QPlus was independently audited by forensic engineers Delta-V Experts against the Suncorp Vehicle Repairer 

Standard in December 2013. They found: 

“... the authors consider that QPlus has complied with all mandatory criteria and has also 

demonstrated the ability to undertake structural repairs to a high standard. QPlus has also 

demonstrated compliance or, where applicable, provided evidence demonstrating future plans and 

progress towards meeting additional (bonus) criteria, in the Suncorp Vehicle Repairer Standard.” (p 3) 

“The authors consider QPlus to have demonstrated a high level capability to repair heavy hit (driveable 

non-structural repairs and non-driveable structural repairs) on a variety of vehicles.” (p 8) 

Australian Collision & Mechanical Parts (ACM Parts) 

ACM Parts is a joint venture between Suncorp and LKQ Corporation to supply parts to the motor repair 

industry. When operational this venture will work to introduce a new standard of certification for automotive 

parts, and provide further competition in the parts market for repairers and consumers. 

Research conducted by Allen Consulting Group in 2013 found significant imbalances in the parts supply chain 

in Australia, leading to low non-original equipment (OE) parts usage, supply chain inefficiencies and higher 

parts prices.  

With around 600,000 vehicles reaching the end of their life each year, and parts making up to half the cost of 

repairs commissioned for Suncorp customers, Suncorp sees an opportunity to reduce waste for the community 

by increasing the use of green parts in Australia. 

Other markets, such as Europe and the US, have been driving competition and higher usage of alternative 

parts for years through legislative, voluntary and regulatory reforms. A high Australian dollar and multi-layered 

supply chain has resulted in consumers paying more for parts than they should, while parts supply issues 

account for regular delays to returning cars to the road.  

The total cost of parts in Australia for a $21,000 medium-sized hatch may be $114,081 – or 543 per cent of the 

car’s purchase price. This cost is reflected in repair costs, and therefore consumers’ premiums. In addition, 

many of the statements of quality made by these parts importers do not appear to be supported by verifiable 

evidence on the standard measures of form, fit or function. Some OE parts are produced by outsourced 
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providers, and again there is no independent verification of the statements in respect to the OE part’s fit, form 

and function made by these importers.  

Increasingly the international standard is independent certification of new replacement parts, regardless of 

origin. Adopting such an approach in Australia would significantly improve customer safety outcomes, while 

ensuring a fairer competitive base for all imported repair replacement parts. 

While it is too soon to speculate on ACM Parts’ future success or its ability to influence premiums, in the long 

term we hope the business will give us the ability to make our products even more competitive for consumers 

in terms of quality, timeliness of repair and price.  

Effect on the market 

By providing capital to smash repairers to fund innovative repair techniques and other business practices, 

Suncorp believes these businesses have increased competition in quality, consumer service and productivity 

within the industry. Many independent repairers are operating similar models to Capital SMART Repairs.  

Suncorp continues to work with a diverse range of independent repairers, and will continue to do so into the 

future. Consumers who do not want to use one of Suncorp’s joint venture partners can choose to use an 

independent recommended repairer or if their policy allows, their other preferred repairer. 

In NSW, Capital SMART Repairs and QPlus undertake about 7 per cent or less of all repairs within the market. 

A diverse range of independent repairers continue to operate successfully and profitably within the market, and 

the consolidation trend remains consistent with the past decade (see Figure 13). 

Given the market, these joint ventures must provide higher levels of quality or service to consumers or 

Suncorp would lose market share to competitors. 

 

  



Page 26 of 36 

Challenges facing the motor vehicle repair industry  

Although not specifically highlighted by the Terms of Reference, it’s critical a proper and balanced review of 

the insurer-smash repairer relationship looks at the forces impacting both industries, many of which are 

beyond the influence of either party. Earlier, Suncorp examined some of the consumer expectations shaping 

the industries.   

Suncorp acknowledges that the smash repair industry is facing the greatest structural challenges in its history. 

The increasing technical complexity of motor vehicles, skills shortages, improving road safety and rising 

consumer expectations are reshaping the industry in Australia, as they have across the world.  

These changes are placing pressure on traditional repairers driving market consolidation towards larger, 

technologically advanced, and more capital intensive businesses. At the same time, better roads and safer 

cars are reducing the number of accidents and the need for repairs. The Suncorp programs outlined in this 

submission have been designed to assist the industry in responding to these challenges and continue to 

deliver high quality service to insured customers.  

Technical complexity 

A key challenge for repairers is the evolving nature of vehicle technology. Modern cars are increasingly 

complex with new materials introduced to improve fuel efficiency. New electronics improve road safety. 

Today’s new car can have up to 11 different types/grades of steel
16

 and 50–70 electronic systems, such as 

adaptive cruise control, side airbags, and automated reverse parking.
17

  

These technologies result in challenging repair jobs requiring in-depth knowledge of the vehicle and its 

systems, along with new equipment and better training. Consider the skills and equipment associated with 

diagnosing and repairing damage to any number of the 70 different electronic systems in a modern car. In 

many cases, even the original manufacturer is unfamiliar with many of these components due to outsourcing 

arrangements, and many car repairs now require electronics and internet expertise.  

An example of the complexity of modern car repair is that a 10 km/hr ‘fender bender’ type accident in a Toyota 

Yaris can cause damage worth 70 per cent of the vehicle’s original purchase price. Another example is that 

last year, 143 motor vehicle manufacturer recalls were issued due to faults that could have affected vehicle 

safety. This applied to 800,432 cars, or about 6 per cent of cars on Australian roads.   

Looking forward, the degree of complexity of car repairs is likely to continue with hybrid/electric vehicles 

expected to make up 10 per cent of the road fleet within 10 years. It can also be expected that 62 different 

vehicle manufacturers selling cars in Australia will continue to compete based on technological advancements, 

as Australia already has the most diverse car market in the world.  

New materials such as aluminium bodies and composite plastic components are not only more difficult to 

repair, they also make it impractical or uneconomical to repair damaged cars in some cases. These technology 

trends result in an increasing rate of vehicle write-offs and fewer repairs, couple with repair jobs that are harder 

to complete. 

An additional technical challenge is gaining access to manufacturers’ specifications in the market, with some of 

the 62 brands in the domestic market providing limited access to manufacturers’ specifications. Best practice, 

as outlined in the Motor Vehicle Insurance and Repair Code of Conduct, requires all repairs to be undertaken 

to manufacturer specifications. The Commonwealth Consumer Affairs Advisory Council (CCAAC) examined 

this issue in 2012, and found: 

“In the absence of an effective, industry-led outcome in a reasonable period of time, there may be a 

case for government intervention. CCAAC is of the view that the accessibility of repair information 

could become a barrier to competition in the automotive repair industry. CCAAC urges the automotive 

industry to expedite current processes to develop, within a reasonable period of time, an outcome 

(such as a voluntary industry code of conduct) that ensures there is a process for independent 

repairers to access repair information.” 
18

 

                                                      

16
 New Technology In Motor Vehicles – Changes, Trends and Implications For The Repair Industry, I-Car, 2013 

17
 Automotive Electronic Systems, available: http://www.cvel.clemson.edu/auto/systems/auto-systems.html 

18
 http://ccaac.gov.au/files/2011/07/Final-report-on-sharing-of-repair-information-in-the-automotive-industry.pdf - Executive Summary p 5, 7 
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Figure 10 – The technology challenges of modern cars, Suncorp’s Roadmap to a Shared Future 
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Figure 11 – Smash repair industry workforce challenges, Suncorp’s Roadmap to a Shared Future 
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Skills shortage and demographics 

Workforce issues add to these complexities and challenges. The attractiveness of trade qualification for 

apprentices in the repair industry appears to be decreasing, with less than half (48.5 per cent
19

) completing 

their apprenticeships and an average 5.4 per cent of repair workers leaving the industry each year. Over 90 

per cent of repairers report finding it difficult to recruit good quality panel beaters.
20

  

Demographics of the industry are also a concern. Most workers are in their thirties, with about 74 per cent 

aged between 30 and 40. The average repairer tends to exit the industry in their forties.
21

 This means on 

current trends, that half the industry’s workers will leave the repair industry in the next ten years, presenting a 

major resourcing issue. 

Safer roads and fewer accidents 

The volume of repairs is also partly reducing due to improvements in road safety. Suncorp’s claims frequency 

has declined 9.9 per cent since 2007. Safer roads, enhanced road safety awareness campaigns and 

behavioural changes have reduced the car damage and therefore the demand for repairs are reducing. 

Analysts IBIS World note the same: The number of fatal motor vehicle accidents provides an indicator of 

trends in vehicle crashes.
22

 In NSW specifically, fatality rates have fallen consistently since the 80's from 25.2 

per 100,000 to 4.6.
23

  

Figure 12– Reduction in serious accidents.
24

 

 

Responding to change 

The pressures reshaping the vehicle repair industry are unrelenting and continue to place pressure on repair 

costs and insurance premiums. Over the years some elements in the repair industry have sought to resist the 

tide of change and the industry has long suffered tensions as the vehicle owners, insurers, tow-truck operators, 

vehicle mechanics and panel beaters attempt to manage competing interests in an evolving market.  

These tensions have been subject to insurer/repairer reviews over the past two decades, including the Industry 

Commission Inquiry (1995), the Australian Competition and Consumer Commission Inquiry (2003), the NSW 

Stay Safe Committee 66 (2005) and the Productivity Commission Inquiry into the Australian Smash Repair 

Industry (2005). 

                                                      

19
 The economics of apprenticeships and traineeships, NCVER, 2011. 

20
 Crash Repairer State of the Industry Survey 2012, Suncorp Motor Claims, n=439. 

21
 Crash Repairer State of the Industry Survey 2012, Suncorp Motor Claims, n=439. 

22
 IBIS World Industry Report G5323, Smash Repairing in Australia, Nuguid, A, IBISWorld Pty Ltd, September 2012, p 27. 

23
 NSW Centre for Road Safety http://roadsafety.transport.nsw.gov.au/aboutthecentre/statistics/fatality_rates_1908_2013.pdf. 

24
 IBIS World Industry Report G5323, Smash Repairing in Australia, Nuguid, A, IBISWorld Pty Ltd, September 2012, p 27. 
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Generally, these reviews have found an industry in a state of flux, with little united view on the future shape of 

the industry, or leadership on how to overcome the challenges facing the industry collectively. Individually, 

some repairers are reshaping their businesses to reposition themselves in the future industry, to provide better 

services and increase productivity in expectation of gaining a competitive advantage in a business that must 

inevitably respond to changing technology.  

Industry consolidation 

In the course of change, these issues may place some small-scale traditional repairers under considerable 

pressure in the current market. To maintain competitive, business operators must invest in new training and 

equipment in an environment where existing skills become out-dated, staff are harder to recruit and the falling 

volume of vehicle repairs intensifies competitive pressures. These pressures are driving industry consolidation 

throughout Australia with 26 per cent fewer smash repair business in 2012/13 compared to 2006/07.
25

  

Figure 13 – Ongoing rationalisation of the smash repair industry, national.
 26

 

 

Australia’s motor vehicle repair industry remains characterised by its fragmented nature and a diversity of 

players, including independent repairers, manufacturer-aligned repairers, prestige and customer brand 

specialists, and very few ‘major players’ in terms of national chains. In contrast to the multi-billion dollar scale 

of repair work, a typical motor vehicle repair shop is a single location business with average annual revenue of 

$1.1 million and fewer than 5 employees.
27

  

The majority of repairers rely on business from multiple insurers to operate effectively. Many of these 

businesses have been operating for more than 20 or 30 years.  

Repairers that invest in skills and scale are more likely to remain competitive businesses whose market 

success also holds down the cost of vehicle repairs and insurance premiums.  

These repairers are comparatively profitable, with industry operating profit margins in Australia of around 8–10 

per cent
28

 compared to gross margins in the UK of 0–3 per cent.
29

 These margins clearly favour larger 
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repairers prepared to invest in technology and scale to maintain an advanced repair shop. Scale allows 

repairers to keep up-to-date with modern repair techniques and earn sufficient revenue to attract 

knowledgeable staff, invest in new technology and earn a sustainable profit.  

Market experience in Europe and the US also suggests there is still considerable consolidation to occur in the 

Australian market. In the US, the latest Collision Repair Education Foundation report (co-sponsored by I-Car) 

found “[the] Collision Repair industry is predominantly independent businesses that continue to decrease in 

number while increasing in average size, number of employees and sales volume.” The report found the 

number of shops fell by 7 per cent over the past six years, with shops doubling in size and number of 

technicians since 1995.
30

 

Most significantly, likely reflecting the Australian and global experience driven by the need for more technology 

and productivity to repair modern cars, the US has seen the number of small shops (with revenue below 

US$300,000) fall from 44.3 per cent of the market to 8.7 per cent. What the Collision Repair Education 

Foundation dubs ‘super shops’ have increased from 15 per cent of facilities in 1995 to 66.5 per cent in 2013. 

This is supported by Suncorp’s State of the Industry Survey 2012, which found that 20 per cent of repair 

business owners expect they will no longer be in business within five years, with the majority (45.5 per cent) 

citing a shortage of tradesmen as the leading reason.  

Analysing the issue in 2005, the Productivity Commission found:  

“Rationalisation and productivity improvement in the smash repair industry will continue in response to 

a wide range of industry and market factors, not just in response to actions by the four major insurers 

to reduce costs. 

This reflects actions by insurers to reduce costs as a means of enhancing shareholder returns and 

containing premiums for consumers, as well as a range of ‘external’ factors, including: increased 

capital requirements due to changes in vehicle technology; a possible decline in the incidence and 

severity of motor vehicle accidents; more stringent occupational health and safety, and environmental 

requirements; and difficulties in attracting skilled labour.”
31

 

Suncorp is committed to working with and investing in the industry through this restructure to continue to 

support repairer innovation, increase standards and deliver quality repair services for our NSW consumers.  

                                                      

30
 http://www.i-car.com/pdf/education_foundation/2013_Snapshot_Exec_Summary.pdf. 

31
 Smash Repairs and Insurance, Productivity Commission, 2005, p XXXVII. 
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Figure 14 – Shape of the Australian smash repair industry, Suncorp’s Roadmap to a Shared Future 
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Regulation protecting consumers 

The Inquiry terms of reference also outlined an examination of alternative models of regulation, including in 

other jurisdictions. Within this context, an examination of the current regulatory landscape is important, with the 

Motor Vehicle Insurer and Repairer Code of Conduct, highlighted with the terms of reference for examination, 

an important part.    

It is vital that regulation ensures NSW residents have a motor repair industry that is customer-focussed, highly-

skilled, sustainable and properly equipped to get them back on the road safely. Competition is healthy within 

the market, with products and services in the market providing choice to all consumers.  

Suncorp believes the current overall regulatory approach provides strong consumer protection where insurers 

are involved in the repair process and supports appropriate business practices as detailed in our submission.  

Suncorp applauds the NSW Government on the recently amended Motor Dealers and Repairers Act 2013 

(NSW), which governs smash repairers and is regulated by the Department of Fair Trading. It should be noted 

that Suncorp’s recommendations have been made ahead of the release of the regulations that will inform a 

portion of the Act. 

Beyond extensive federal regulation and self-regulation through industry codes there is also a raft of 

independent organisations dedicated to reviewing and rating insurance products to assist consumers in 

making an informed choice and ensuring transparency.  

On the repairers’ side, the structure of the repair industry makes the consolidation of similar knowledge 

impossible to provide to consumers and transparency extremely difficult. Consumers with limited technical 

knowledge understandably struggle to make judgements about the justified scope of repairs and quality of 

workmanship.  

Insurers have filled this gap within the market by offering managed repair policies, backed by lifetime 

guarantees on repairs, and through partnerships with recommended repairers.  

Given the current performance of the industry and the high level of satisfaction from customers, any regulatory 

change needs to weigh the benefits against the potential to increase the cost of repairs – and thus premiums – 

without any net benefit for consumers. 

For example, any further regulation to mandate consumer choice of repairer – often known as anti-steering 

legislation – would be detrimental to the consumers who have no interest in taking over responsibility for their 

own repairs. Currently all consumers can choose between insurance policies that enable them to retain the 

right to nominate their repairer, or elect to have insurance company experts manage to repair process on their 

behalf.  

Regulatory changes that reduce consumer choice of insurance policies that offer mainly managed repair 

approaches also risks increasing the opportunities for predatory and criminal elements in the industry, which 

will lead to increased repair costs, premiums and lower productivity.  

Choice of repairer work is already more than 25 per cent above average cost of recommended repairs and 

produces the same level and severity of rectifications.  Suncorp’s projections are that absorbing this cost 

across all consumers would increase premium prices by as much as 10 per cent, when the cost of doing 

business in NSW and other localised factors means consumers already face higher premiums compared to 

both Victoria and Queensland.  

The Productivity Commission recommended against this in 2005, noting that:  

“Moving work from preferred repairers to non-preferred repairs is likely to increase prices for 

repair…[and] enhance the fortunes of a particular section of repairers…at the expense of other repairs 

that operate efficiently and effectively under present arrangements.”
32
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There are steps government could consider to reduce the cost of insurance to NSW consumers, such as more 

resources for the Department of Fair Trading to regulate poor practices within the industry, including the 

practices of some groups targeting not-at-fault consumers after an accident.  

In addition, a level criminal activity within the repair industry continues to push up prices for NSW motorists. 

Suncorp strongly advocates for enhanced regulatory oversight and enforcement to reduce these practices and 

better protect consumers from premium increases and other possible consequences. 

The Motor Vehicle Insurance and Repair Industry Code of Conduct  

Suncorp is a founding signatory to the Code and believes it remains the best mechanism to guide the 

relationship between insurers and repairers. Its national reach, structure and insurance consumer-centric 

approach makes it effective without becoming a barrier to quality or productivity.   

The most recent Code Review found that a level of tension within the industry still remains on both sides. The 

cases of intimidation against insurance assessors have reduced but are still present, and tensions remain with 

some repairers not feeling confident to raise issues with insurers.
33

 

As a member of the Code Committee Suncorp believes this does not diminish the significant improvement in 

relationships between insurers and the repair industry since the Code’s inception. The purpose of the Code is 

not to restructure the industries, but to assist insurers and repairers to better define their commercial 

relationship. This develops mutually beneficial relationships that benefit the end-customer.  

All signatories also benefit from a defined dispute resolution process. Benefits for repairers include greater 

certainty of payment terms, minimum standards and contractual certainty associated with recommended 

repairer schemes.  

The development of these schemes has been an important aspect in facilitating certainty of work volume for 

the repair industry. Many organised and resourced repairers have built their business model around being part 

of a scheme. 

Suncorp made a number of suggestions to further improve the Code during the latest mandated review. These 

include aligning the Code more broadly with the General Insurance Code of Practice and consumer laws in 

order to match minimum standards in relation to claims.  

Suncorp has also advocated for the Code dispute resolution system to allow signatories to go to arbitration if 

necessary. While commercial parties may seek arbitration through the court system, specific reference to 

arbitration within the Code provides the opportunity to develop an improved, industry-specific dispute 

resolution process. 

In NSW there is also an issue with the version of the Code mandated by the Fair Trading Act 1987.
34

 Currently, 

NSW repairers and insurers are required to comply with the original 2006 version of the Code. As the Code is 

reviewed every three years we believe the reference to the Code in the regulations to the Act should be 

revised to accommodate updated versions.  

The Code has recently been reviewed by an external party. The Code Administration Committee is currently 

considering that report for inclusion of amendments and enhancements. It is important that NSW legislation 

recognises the up-to-date national code as soon as practicable or it will risk falling behind other states in repair 

industry self-regulation. 

Future challenges – higher repairer standards 

Suncorp believes the greatest challenges for the Inquiry to consider lie in the rapidly approaching future. 

Evolving vehicle technology and other changes continue to pressure the smash repair industry’s ability to 

maintain the high level of quality it has so far achieved at a sustainable cost to consumers. As a fragmented 

industry with minimal governance standards (and reasonably low barriers to entry), more could be done to 

support a transition to overcome the vehicle complexity challenges looming on the horizon. 
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Increased standards are an option, although the Productivity Commission also noted that care must be made 

to ensure any registration requirements bring a net benefit to the community and avoid increasing inefficiency 

by focusing on input regulation rather than the quality of outputs. 

“Any benefits from a mandatory scheme would need to be weighed against the costs, including the 

costs to taxpayers and industry of setting up and operating such a scheme. Some of the costs and 

risks now incurred by (mainly) insurers to ensure probity and quality would, in effect, be shifted onto 

taxpayers.”
35  
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Conclusion 

Suncorp has expended considerable resources over the past decade in responding to the changes in 

consumer demand for motor vehicle insurance and repairs, which has resulted in greater competition and 

consumer choice.  

Suncorp’s success in meeting changing consumer demands can be measured in the success of our motor 

vehicle insurance products in the competitive NSW market.  

Modern motor vehicles are likely the most complex machine that most consumers own, as evidenced by the 

sheer number of recalls issued on motor vehicles that need rectification due to manufacturer faults.  

Repairing them is no easy task, and all available data indicates that Australian motor vehicle repairers are 

acquitting themselves well.  

Yet there are challenges facing the smash repair industry that have ramifications for consumers, both now and 

into the future.  

Criminal activity and the practices of some third party repairers (including a lack of transparency) are driving up 

the premiums of consumers unnecessarily and placing them at financial risk.  

Structural challenges, like the increasing complexity of motor vehicles and subsequent skill and equipment 

demands, have rendered many of the old operating practices of smash repairers unsuitable. 

The difficulty these issues pose for many consumers is in understanding which repairers are suitable and able 

to repair their modern vehicle safely, cost-effectively and efficiently.  

The vast majority of consumers want insurers to handle the vehicle repair on their behalf, and some repairers 

are going a step further as a result and developing new ways of working to provide better outcomes for 

consumers. 

Suncorp has vertically integrated with two such smash repairers, QPlus and Capital SMART Repairs, and the 

data shows they are providing industry-leading services to NSW consumers.  

Against this backdrop the Select Committee has been appointed to examine the smash repair industry and its 

relationship with consumers.  

Suncorp believes this submission has clearly outlined the benefit that insurers provide to NSW consumers in 

this environment. Suncorp has implemented many initiatives aimed at growing these benefits into the future.  

There are also opportunities for the NSW Government to make changes that could improve outcomes further 

for NSW consumers. This includes stronger enforcement against third party repairers and criminal activity 

within the industry, higher standards for all repairers and supporting changes to the Motor Vehicle Insurance 

and Repair Industry Code of Conduct to allow better outcomes for all parties.  

Suncorp looks forward to discussing these options and any other recommendations that could drive better 

outcomes for NSW consumers when it comes to protecting what is often their second most valuable asset. 
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Executive 
summary

We have created this Roadmap to 
describe the challenges being faced by 
the repair industry and insurers, as 
outlined by four experts, and also to 
discuss the initiatives Suncorp is 
undertaking to enable it to better serve 
its customers, shareholders, repairer 
partners and the community.  

Many of the challenges are well known 
to those in the industry and won’t 
surprise those who are thinking about 
where the future of this industry lies. 

We believe the best way to overcome 
these challenges is by working closely 
together. To do that, we want to continue 
to be transparent about our future 
direction and be open and consultative 
about how we want to work with you. 
In return, we also ask our partners to be 
open and consultative with us. 

We’ve split this Roadmap into four main 
sections that detail our response to 
these challenges. Our direction is based 
on considerable research, review, 
planning and technical advice. It is a 
long-term approach that we believe 
offers the best services to our customers 
and our business’ sustainability.

While some of the initiatives in the 
Roadmap overlap and deal with a 
number of challenges simultaneously, 
the four sections broadly describe: 

 • How we are working to achieve 
operational excellence for 
ourselves and our partners, 
working smarter to meet rising 
industry challenges 

• What we are doing to support 
innovation and secure our future 
as a business through closer 
partnerships with fewer repairers as 
industry consolidation continues 

• What we are doing to enhance 
industry sustainability to meet 
some of the workforce and other 
challenges affecting smash repairers

• How we are working with repairers to 
create an industry Standard, which  
is part of enhancing industry 
sustainability, but highlighted 
separately because of its importance. 

We realise that people may have 
different opinions and perspectives on 
these challenges and our Roadmap. And 
as both our industries continue to change 

and adapt over the coming years we are 
committed to re-examining, updating and 
sharing it with you. 

That’s why we ask you to review this 
Roadmap and think about how your 
business can respond to the challenges 
identified and the direction we have 
outlined. 

We will be speaking with you about this 
in the coming months. 











































Current initiatives

Structural Repair Standard for our 
repairers

Working with forensic engineers Delta-V Experts, our Repairer Councils and 
leading industry repairers, we have developed a minimum criterion for structural 
repairs to be included in our next SPIRA. 

Establishing an Australian Standard 
for automotive repairs

Suncorp is also committed to pursuing a single vehicle Standard to be supported 
by repairers, manufacturers, suppliers, industry bodies, and potentially other 
insurers. Consultation with the industry will be led by Standards Australia to 
ensure high-quality feedback and advice and give the best chance yet of 
establishing an Australian industry technical Standard/specification.

Highly-skilled assessing workforce All Suncorp assessors have industry backgrounds and undertake a minimum of 
two I-Car courses a year. Repairing the Suncorp Way is the next step along this 
path, and entails building knowledge and skills through the progressive rollout of 
the Certificate IV in Vehicle Loss Assessing to all of our 250 assessors. By July 
2013, we plan for every assessor to have completed their Certificate IV in  
Loss Assessing.

A knowledge-based assessment 
system

We are investigating knowledge-based systems like Audatex and Thatchamnet 
(escribe) and local systems to integrate and optimise repair processes. Our 
ultimate aim is to ensure our assessors have access to a fully computerised 
method-based decision making process which is consistent and based on 
best-practice repair and assessment procedures.

MORE INITIATIVES TO COME

Updating the Repair Standard It is one thing to create a Standard; it’s another to keep it current, and 
useful. The advice of our Aligned Repairer Advisory Councils, industry 
bodies and independent experts will be sought regularly to ensure it is 
up-to-date as we move towards a national Australian Standard. 
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Current initiatives

The Suncorp Repair Industry Plan Launched in 2011, 18 of the plan’s 51 initiatives have already been implemented, 
with 21 more currently underway. Many aim to enhance industry skills and 
contribute to a sustainable repair workforce. Initiatives still to be implemented 
include business leader mentoring schemes pairing younger business owners with 
non-competing industry leaders, and further steps to improve our apprenticeship 
program. 

Appropriate access to 
manufacturers’ specifications

We continue to campaign and lobby for more technical information to be 
commercially available for our repairer partners.

Autobody Repairer of the Year 
Award

In conjunction with Paint and Panel magazine, Suncorp sponsors this independent 
award to recognise excellence in the industry.

Suncorp Repairer Overseas Study 
Tour

We run a part subsidised international study tour every two years for aligned 
repairers to gather intelligence on overseas trends, best practice and innovation.

Platinum sponsor of I-Car Suncorp supports national training provider I-Car as a platinum founding sponsor 
to fund its future development and grow its training offering.

Platinum sponsor of the 
International Bodyshop Industry 
Symposium

We are taking 48 people to the conference in 2013, including representatives from 
over 30 repairers, partners and Suncorp staff.

TAFE Equipment Grants We provide up to $40,000 each year to TAFEs across the country to buy 
equipment to ensure their staff and students have access to appropriate 
technology and training.

Environmental sustainability 
workshops and subsidy

We conducted an audit of repair shops that found 25 per cent could be saved on 
energy bills, and ran six workshops for 150 repairers across the country to share 
this information. A subsidy scheme was organised with Energex for Queensland 
repairers who make capital investments to reduce their energy footprint. 

Apprentice support for aligned 
repairers

Suncorp offers more than $1 million every year in apprenticeship subsidies for 
aligned repairers to help recruit and retain high-calibre apprentices. This includes a 
hardship scheme, which supports apprentices considering leaving the industry 
because of financial problems. Suncorp also runs individual support programs on a 
state-by-state basis, and is developing further mentoring programs. 

In South Australia, we worked with our Aligned Repairer Advisory Council and 
TAFE SA to develop a pre-apprenticeship program to improve the quality of 
entrants and completion rates. 

In Queensland, we are working with the Red Cross on an Indigenous pre-
apprenticeship training scheme through a state- and Suncorp-funded 12-week 
program delivered by MTA Queensland. Suncorp will provide scholarships and 
help young apprentices find jobs at the end of the program.

In New South Wales, Q-Plus will employ 50 apprentices at full capacity, making it 
the largest provider of new talent for the industry. Q-Plus will also partner with 
Youth off the Streets to provide a work experience program that leads to a 
mentored pre-apprenticeship program for teenagers from disadvantaged 
backgrounds. 

In Victoria, we are working with suppliers to support Mission Australia to open a 
‘social venture’ repair shop that will train young people from the juvenile justice 
system and disadvantaged communities, and ultimately aims to place them into an 
apprenticeship in our repairer network.  
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Fostering industry sustainability 

Current initiatives

Disability diversity program We are working with our Aligned Repairer Advisory Councils and disability support 
services providers to identify opportunities in the industry for people with a 
disability. This will include employment by Capital SMART Repairs, as well as a 
number of repairers who see the benefit of accessing this relatively untapped 
talent pool.

Model training plan for aligned 
repairers

Suncorp and its Aligned Repairer Advisory Councils, in consultation with Auto 
Skills Australia, have developed this plan to outline the training units they should 
expect their Registered Training Organisation to deliver to their apprentices.

Training grants for every aligned 
repairer

An annual rebate of $500 for approved training courses is provided, increasing to 
$750 in 2014. We also arrange training provider I-Car to run group training 
sessions for aligned repairers. This will continue to expand.

Management diplomas for aligned 
repairers

Suncorp organised for Auto Skills Australia to provide aligned repairers with 50 
Federally funded Diploma of Management courses in 2013. We will continue to 
look for funding options.

IR Advice Hotline Suncorp funds an independent national hotline service to help repairers who have 
no access to IR advice.

MORE INITIATIVES TO COME
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SECTION 3 – Repair Methods
CRITERIA COMMENTS

BONuS POINTS 
RuNNINg TAlly

AuDIT EvIDENCE, COMMENTS AND ANy REquIRED ACTIONS

3.1  Does the repair facility have access to 
contemporary structural repair information? (from 
licenced products, repair manuals, dealerships or 
other viable sources)

Mandatory

c  Yes 

c  No 

N/A •	 Obtain	copies	of	repair	manuals,	repair	manual	licenses	or	dealership	information	(front/key	page	is	
sufficient).

•	 Obtain	copies	of	letters,	emails	or	phone	logs	to	identify	attempts	at	contacting	dealerships	and	
manufacturers.

COMMENTS

3.2  Are experts from vehicle manufacturers requested 
to assist and provide advice on the repair 
methods?

recoMMended

c  Yes, when required (1) BonUS

c  No 

NOTE  
AwARDED BONuS  

POINTS hERE

•	 Obtain	copies	of	letters,	emails	or	logs	showing	contact	made	with	 
experts from manufacturers.

•	 Obtain	copies	of	invoices	or	manufacturer	letters	showing	assistance	 
was provided.

COMMENTS

3.3  Does the repair facility have licences 
for third party repair information source/s?

Mandatory

c  Yes – escribe  licence in place  

(Mandatory)

c  Yes – other third party information systems 
licences in place (5) BonUS PoIntS

NOTE  
AwARDED BONuS  

POINTS hERE

•	 Obtain	copy	or	invoice	for	escribe	licence	–	check	and	confirm	with	escribe	manager

•	 Obtain	customer	number,	subscription	licence	or	invoice	copy	for	other	services.

COMMENTS

3.4  Does the staff member repairing the vehicle 
have access to the information during the repair 
process?

Mandatory

c  Yes 

c  No 

N/A Obtain examples of repair staff using repair resources (e.g. escribe, repair manuals) on jobs.  Information should 
be recorded in job files or job sheets.

Observe work in progress.

COMMENTS

c  Achieved Mandatory Points – YES  /  NO c  BONUS POINTS ____ out of 6
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SECTION 6 – Quality Control (cont)
CRITERIA COMMENTS

BONuS POINTS  
RuNNINg TAlly

AuDIT EvIDENCE, COMMENTS AND ANy REquIRED ACTIONS

Documentation 6.4  Are the records of repair (including before and 
after vehicle measurements where required) 
kept on file, either physically or electronically, 
for a minimum period of three years? 

Mandatory

c  Yes

c  No 

N/A •	 Obtain	copy	of	measurement	process.

•	 Obtain	copy	of	previous	jobs	showing	measurement	of	vehicle	before	and	after

COMMENTS

Control 6.5  Is a there a control of quality process in 
place? (documentation of defects  
or issues during the repair process,  
e.g. parts delays, paint defect, equipment 
fault) 

Mandatory

c  Yes

c  No 

N/A •	 Obtain	copy	of	quality	control	procedure.

•	 Obtain	copy/ies	of	identification	rectification	of	issues	or	faults	for	jobs

COMMENTS

c  Achieved Mandatory Points – YES  /  NO c  BONUS POINTS ____ out of 2
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SECTION 7 – Workflow (cont)
CRITERIA COMMENTS

BONuS POINTS  
RuNNINg TAlly

AuDIT EvIDENCE, COMMENTS AND ANy REquIRED ACTIONS

Repair Facility 
Layout

7.3  Are adequate electrical sources, air lines and 
other required utilities available at each  
repair area?

recoMMended

c Yes (1) BonUS PoInt

c No 

NOTE  
AwARDED 

BONuS  
POINTS hERE

•	 Photograph	power	sources,	air	lines	and	equipment	at	each	repair	area.

COMMENTS

Work Flow 
Assurance

7.4  Does the repair facility have a system or 
processes in place to deliver consistent work 
flow? (including minimising the breakdown  
of repair flow).

recoMMended

c Yes (1) BonUS PoInt

c No 

NOTE  
AwARDED 

BONuS  
POINTS hERE

•	 Obtain	copy	of	work	process	system.

COMMENTS

c  BONUS POINTS ____ out of 6
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SECTION 8 – Business, WH&S & Environment (cont)

c  Achieved Mandatory Points – YES  /  NO c  BONUS POINTS  ____ out of 2

CRITERIA COMMENTS
BONuS POINTS 
RuNNINg TAlly

AuDIT EvIDENCE, COMMENTS AND ANy REquIRED ACTIONS

Workers Health  
& Safety

8.3  Is there a Workers Health & Safety policy and safety 
management plan in place?

Mandatory: Must coMMence froM 1 april 2014

c  Yes 

c  No

N/A •	 Obtain	copy	of	Workers	Health	&	Safety	plan	and/or	policy.

COMMENTS

Environmental 
outcomes

8.4  Are hazardous substances always disposed of properly  
and safely??

Mandatory

c  Yes, in a designated area 
 with a bund

c Yes, in a designated area 

c No

N/A •	 Obtain	copies	of	a	minimum	of	two	invoices	for	the	pickup	or	disposal	of	hazardous	
substances.

•	 Photograph	designated	disposal	area(s).

COMMENTS

8.5  Is the repair facility a current member of a ‘green stamp’ 
program or similar carbon neutral initiative?

recoMMended

c Yes (2) BonUS PoIntS

c No

NOTE  
AwARDED 

BONuS  
POINTS hERE

•	 Photograph	certification	or	acceptance.

COMMENTS
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Appendix A 
Suncorp Training Competencies – MANDATORY

AURSS00023 - Advanced Body Repair Skill Set (Release 1)

AURSS00024 - Advanced Body Repair Welding Skill Set (Release 1) 

AND

Training Compliance Definitions and  
Important Information:

qualification required: All relevant repair facility staff must have completed Certificate III-level panel 
repair training or equivalent to proceed with the skill set.  Apprentices must be enrolled in these units as 
part of their training plan with a Registered Training Organisation (RTO).

Training transition period:  To demonstrate compliance under this Standard at least 50% of the repair 
facility’s panel repair staff (excluding apprentices) must be successfully assessed against the mandatory 
skill set, with any required gap training completed by 30 June 2016.

New staff:  New staff joining the repair facility after 1 April 2014 must be assessed against training unit 
competencies within 12 months of their commencement date, and 24 months to successfully complete all 
required units.  The repair facility may make an application to Suncorp for a particular new staff member 
to be excluded from the Standard’s training requirements, provided more than 50% of repair facility staff 
complete their units or are in the process of doing so, and the total number of staff compliant with the 
prescribed training does not fall below 50%.

Training recognition: Tradespersons who have successfully completed the training units will receive  
a certificate and documented recognition as a Suncorp Group Advanced Body Repair Technician and  
RTO certification.

Future certification:  If new training units or skills are identified by Suncorp, the Certified Repair  
Facility will be given reasonable time to source and complete such training, with funding support options 
identified if available.

Training Bonus Points: As per 4.3 of the Standard 10 Bonus Points will be awarded where 100% of the 
repair facility’s tradepersons (excluding apprentices) have completed the compulsory panel repair training 
skill sets contained in Appendix A within the training transition period.

uNITS OF COMPETENCy uNIT NAME 

AURETH4011 Deactivate and reinitialise power supply in hybrid electric vehicles

AURVTA3002 Remove and replace supplementary restraint systems

AURVTN3023 Remove and replace adhesive bonded panels and structures

AURVTN3028 Identify and repair high strength steel components

AURVTN3029 Set up and operate universal measuring systems

AURVTN3035 Apply original equipment manufacturer repair procedures

uNITS OF COMPETENCy uNIT NAME 

AURTTA3020 Apply heat-induction processes

AURVTW2003 Carry out gas metal arc welding procedures

AURVTW2005 Carry out spot welding procedures
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