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As a result of ongoing forensic engineering investigations Delta-V Experts have developed 

specific experience in relation to insurance related accidents and associated repairs.  This 

arises from: 

1. Regularly entering vehicle repair workshops to inspecting damaged vehicles, 

vehicles undergoing repairs or repaired vehicles across Australia and within NSW; 

2. Conducting crash tests; 

3. Evaluating the structural performance of crashed vehicles. 

In the past 12 years Delta-V Experts have undertaken consulting projects for the following:: 

1. BHP Billiton (Iron Ore, Nickel West, BECSA, GEMCO and ICAMS); 

2. Rio Tinto (Mobile phone usage and Traffic management plans); 

3. Pacific National (Crash investigations and Black boxes); 

4. Alinta Energy (Fire cause and failure investigations and evaluation of vehicles); 

5. Parmalat (Chain of responsibility); 

6. Visy (Chain of responsibility training, OH&S training, Truck law training and 

assessment of machine manning); 

7. Australia Post (Vehicle selection assessments and Failure investigations); 

8. Department of Foreign Affairs and Trade (Vehicle selection assessments and Failure 

investigations); 

9. Department of Sustainability Victoria (Testing and evaluation of vehicles); 

10. Department of Defence (Vehicle risk assessments, Vehicle handling and 

Crashworthiness analysis); 

11. Hume City Council (Motorcycle road safety audits); 

12. Patrick Logistics (System safety review); 

13. Victorian Transport Association (Training); 

14. Australian Centre for Agricultural Health & Safety (Testing Quad bikes); 

15. Brisbane Water (Testing and evaluating vehicles); 

16. Ergon Energy (Testing and evaluating vehicles); 

17. Racing Victoria (Testing and evaluating running rail systems); 

18. Roads & Traffic Authority NSW (Snow clearing vehicles); 



19. SafeDrive International (Evaluating, designing, supervising manufacture and 

installation of vehicle safety systems in the Oil, Gas and Exploration sector 

internationally); 

20. VicRoads (Motorcycle road safety audits, Pole protection systems and Rumble strip 

trials); 

21. Yarra Trams (Collision investigations); 

22.  As well as other entities. 

Delta-V Experts have also undertaken consulting projects work for; The National Motor 

Vehicle Theft Reduction Council, Suncorp Group, Capital SMART Repairs and QPlus 

Production, which is closely related to the Inquiry questions.  These inspections and audits 

have enabled Delta-V Experts to: 

1. Inspect damaged (crashed), repaired and undamaged vehicles; 

2. Assess safety devices and features; 

3. Assess repair processes from an engineering perspective.  

Delta-V Experts, in this work estimates it would have audited, evaluated, reviewed or been 

within more than 200 repair facilities across Australia, with a many in NSW within the past 3 

years.  The inspections and audits of repair workshops have focused on process, 

documentation, equipment, training, and the safety and quality of the repairs and, 

therefore places Delta-V Experts in an excellent position to provide a submission to this 

Inquiry.  Some of the findings for this work are outlined below. 

National Motor Vehicle Theft Reduction Council 

The National Motor Vehicle Theft Reduction Council contracted Delta-V Experts in January 

2010 to research and revise the Statutory Write-Off Criteria in 2010, based on structural 

damage to vehicles.  The work undertaken by Delta-V Experts resulted in the Statutory 

Write-Off Criteria being adopted either in full or part across Australia.  (Refer to Appendix A; 

Society of Automotive Engineers Paper 2012-01-0576 ‘The Development of the Current 

Australian Statutory Write-Off Criteria for Damaged Vehicle Repair’ presented at the 2012 

Society of Automotive Engineers World Congress, Detroit, USA). 

  



Suncorp Group 

Delta-V Experts were contracted in July 2012 by Suncorp Group to conduct a number of 

independent assessments and audits of various ‘heavy hit’ vehicle repair shops around 

Australia, as identified by Suncorp.  The audits were conducted from an engineering 

perspective, to ensure that a vehicle was repaired in such a way that it was returned to its 

pre-collision state and would be safe to drive.   

Based on the inspections, Delta-V Experts assisted Suncorp in the development of a best 

practice guide which was further refined into the Vehicle Repairer Standard currently used 

by Suncorp Group with its recommend repairers.  This standard sets out minimum 

requirements for repair shops in order to safely repair motor vehicles.   

It should be noted that the Suncorp Vehicle Repairer Standard was recognised (Highly 

Commended) in the 2013 Society of Automotive Engineers – Australasia Engineering 

Excellence Awards. 

Capital SMART Repairs 

Delta-V Experts were engaged by Capital SMART in April 2013 to review the process 

undertaken in its facilities.  A number of days were spent in the Capital SMART repair shops 

across Australia, and in NSW and Delta-V Experts concluded that: 

1. Capital SMART do not undertake any repairs to safety related parts such as steering, 

brakes, suspension, chassis, restraint devices or any structural or integral 

components of vehicles; 

2. Significant repairs (large, time consuming repairs) or repairs requiring chassis 

alignment or body straightening were not undertaken; 

3. Capital SMART do undertake cosmetic repairs such as scratches, bumper 

replacements, dent removal and bolt on part and trim replacement/repair; 

4. During the time spent at Capital SMART, a number of vehicles were rejected from 

the Capital SMART system on the basis that the repairs exceeded criteria of the 

Capital SMART process (i.e. may have involved a safety related or structural 

component). 



It was identified that Capital SMART were able to repair large volumes of vehicles due to the 

setup of the shop (specifically the workflow) and a focus on a particular type of repair.   

No issues were identified where shortcuts were taken by Capital SMART to finish a vehicle 

on time.   

Delta-V Experts observed: 

1. That the vehicles being repaired in the Capital SMART system were small repairs 

which could be completed quickly.   

2. Multiple examples of vehicles being removed from the Capital SMART repair 

process, because vehicle damage was beyond the scope of Capital SMART.  The 

damage beyond the scope of Capital SMART was identified either during the initial 

inspection at Capital SMART or during the repair process. 

The repairs undertaken by Capital SMART did not impact on the safety devices or the 

structural safety systems of the vehicles. 

Capital SMART has designed a workflow which works efficiently and is tailored to work with 

cosmetic and minor repairs.  The initial inspection of the vehicle at Capital SMART is critical 

to the efficient and economic repair of the vehicle.  Capital SMART did not repair vehicles 

with structural damage but focuses on cosmetic damage or minor damage to vehicles.  As a 

result, Capital SMART has been able to streamline the processes to suit minor and cosmetic 

repair tasks.  Hence Capital SMART is able to organise the flow of vehicles through the shop 

and optimise the workflow to repair vehicles in an efficient and timely manner. 

QPlus Production 

QPlus was audited against the Suncorp Vehicle Repairer Standard QPlus undertakes heavy 

hit repairs (non-driveable) where safety devices or structural components were being 

repaired. 

Key elements of the QPlus repair process were that all vehicles repaired were repaired by 

following either the repair manuals or other acknowledged repair guides (such as Thatcham 

Methods) which were given to the repair technicians.  No repair was undertaken without 

the use of a repair guide.   



Over multiple visits a number of days were spent at QPlus where it was identified that repair 

technicians were following the provided repair guides when repairing the vehicles.  The 

repair quality was high, with good quality welding and finishing identified on all vehicles. 

The processes and procedures at QPlus were in compliance with the Suncorp Vehicle 

Repairer Standard with well documented and implemented methods.  Various checks were 

undertaken following each step of the repair process.  The repairs viewed and assessed 

were of high quality with no safety or quality issues identified.  QPlus had an abundance of 

equipment available to the repair technicians which would enable them to correctly 

complete a repair. 

QPlus was audited against the Suncorp Vehicle Repairer Standard and achieved a very high 

score, which is well above what other repairers that Delta-V Experts have visited would 

achieve.   

QPlus have designed a workflow process which works within QPlus and is tailored to work 

with heavy hit (non-drivable) repairs.  As a result, QPlus was able to streamline their 

processes to suit the repair tasks.  This means that QPlus was able to organise the flow of 

vehicles through the shop and optimise the workflow process to repair vehicles in an 

efficient and timely manner. 

RESPONSE TO INQUIRY TERMS OF REFERENCE 

Based on Delta-V Experts experience and knowledge the following Inquiry Terms of 

Reference will be addressed within this submission: 

1. “Smash repair work and whether it is being carried out to adequate safety and 

quality standards;” 

2. “The business practices of insurers and repairers, including vertical integration in 

the market, the transparency of those business practices and implications for 

consumers;” 

  



Smash repair work and whether it is being carried out to adequate safety and quality 

standards 

It is Delta-V Experts’ experience that the majority of smash repair work it is being carried out 

to adequate safety and quality standards.  However, there remain no defined repair safety 

and quality standards consistently applied across the industry.  

Rather, there are individual methods of operation which result in a variety of outcomes in 

terms of both safety and quality.  Manufacturer methods appear to be the most common 

form of methodology applied, but these are inconsistently applied in practice.  There is wide 

variation in understanding of the term ‘industry standards’. 

In general terms there are three levels of collision damage: 

1. Cosmetic; 

2. Non-structural; 

3. Structural. 

The typical practice within the repair industry is to provide repairs across each of the three 

levels of repair within one repair workshop, which then requires the repairer to hold the 

capabilities (workshop, tools, equipment, personnel, knowledge and experience) to 

undertake the three levels of repair.  Some repairers have demonstrated the ability to do 

this and provide repairs that are both safe and to a high standard of quality the larger repair 

work does require a higher level of skills, equipment and training.   

The issue of quality of the repair is applicable across all three levels, whereas the issue of 

safety is applicable predominantly to structural repairs (non-drivable).  Vehicles which have 

sustained either cosmetic or non-structural damage by definition should not have damage 

to the structural safety systems. 

Recommendation:  The Suncorp Vehicle Repair Standard or a similar (well researched and 

engineering verified) methodology should form the basis of a NSW repair standard or 

authorised process for each repair. 

Recommendation:  Manufacturers should as part of their import licence be required to 

provide technical repair information to the independent repair sector as the best means 

to ensure processes are correctly and appropriately followed.  



The business practices of insurers and repairers, including vertical integration in the 

market, the transparency of those business practices and implications for consumers. 

Delta-V Experts has independently reviewed, evaluated or audited the Suncorp joint venture 

facilities of both Capital SMART and QPlus.  We found that the quality of the repairs is 

comparable or better with other leading repairers.  Capital SMART does not conduct 

structural repairs, whereas QPlus do structural repairs.   

Both Capital SMART and QPlus have presented to Delta-V Experts  that their optimised work 

process and their focus on specific types of repair, allows for a the fact that their overall cost 

per repair is lower than the traditional repair workshop, while maintaining high standards of 

quality and safety. 

The implication for consumers is that the cost of repairs should be reduced, which should as 

we understand it, positively influence overall premium costs to consumers in the long run.  

However the economic detail will need to be presented independently by Capital SMART 

and QPlus. 

Observation:  From Delta-V Experts’ perspective there are no safety or quality issues with 

either Capital SMART or QPlus. 

CONCLUSION 

Delta-V Experts welcomes this NSW Parliamentary Inquiry and its focus on safe, high quality 

repairs to ensure consumers are appropriately protected.  It is Delta-V Experts’ view that 

smash repair work is being carried out to a high standard in the majority of smash repair 

facilities, however, to drive consumer and regulatory confidence in the repair sector a 

defined repairer standard is needed nationally.   

Delta-V Experts see no evidence that well equipped, well organised repair facilities set out 

to do a poor repair job.  They appear in the most part to be doing the best they can with the 

information available to them.  However, Delta-V Experts submit that the repair industry 

need some assistance to ensure that correct information, training and a regulated standard 

are available to assist them in improving repair outcomes. 



Delta-V Experts see that insurer vertical integration programs appear, at this stage, be part 

of the industry’s path to improvement.  It is Delta-V Experts experience of the programs 

evaluated that they are producing high-quality repairs and repair oversight. 

Delta-V Experts is happy to discuss its independent work in the automotive repair industry 

further should the Committee wish to obtain further clarification on any of the issues raised 

in this submission. 

 

Dr Shane Richardson 

Principal Forensic Engineer (Managing Director) 

Delta-V Experts  



About Delta-V Experts 

Delta-V Experts have investigated a number of high profile incidents such as the Trawalla 

and Waterfall rail accidents, the Swanston St wall collapse, 2006 Bus rollover in Egypt, 

various mining injuries and fatalities throughout Australia and internationally and high 

profile criminal driving cases. 

In addition to the Forensics, Delta-V Experts also: 

1. Conduct objective vehicle handling assessments for Victoria and NSW Police, 

evaluating all of the Police fleet vehicles. 

2. Design, develop and test Roll Over Protective Structures (ROPS) for a range of 

Mining and Exploration vehicles.  Delta-V Experts created a company in South 

Africa (Delta-V Experts SA) in 2009 after working with several companies in South 

Africa from 2005.  Delta-V Experts has ROPS manufacturing arrangements with 

companies in Colombia, USA and the Netherlands. 

3. Developed with Proof Engineers (based in Queensland), an objective methodology 

to collect and process daily road data to evaluate both road roughness and 

transients (potholes) for Mining and Road Authorities. 

4. Is developing systems to instrument and analyse sporting equipment. 

5. Provide engineering design and analysis services as required. 

6. Sell in vehicle monitoring systems and crash analysis software. 

7. Conduct maintenance audits of transport and mining organisations.  

8. Published and presented both nationally and internationally on quad bike safety, 

yaw analysis, crush analysis, statutory write-off criteria, development of repair 

guidelines for heavy hit repair, cost of repair parts, truck suspensions, hail 

damage, pedestrian impact and other matters. 

Delta-V Experts staff have conducted, supervised and been involved in crash tests at 

Crashlab and Autoliv, as well as crash tests between vehicles and objects to demonstrate 

and illustrate the behaviour of vehicles and vehicle structures when involved in a collision(s).  

Delta-V Experts have conducted virtual crash tests and crash simulations.  Delta-V Experts 

annually attend crash testing days held at DSD, Linz, Austria.  



Appendix A – Statutory Write-Off Criteria 
 

 













































 

 

 

  

 



 




