| presented a submission to thisenquirey totaling some 130
pages and sill have several pointsto put forward regarding
serious problemsthat plaguethisindustry.

Thefirg of which areassessors, incentive programs,
qualificationsfor assessorsand hourly rates.

An assessorsmain objectiveisor should betofirst of all identify the
vehicle, seethat vehicle complieswith the policy. Establish the
damageis consistent with the claim, and foremost to allow a fair and
reasonablefigureto restorethe damaged vehicleto its pre accident
condition.

Part of my original submission was a leaked document regarding
the | AG staff incentive program. Accor ding to the document
supplied the program pays moreto call centre staff for seering
work to the selected repairer network, and assessorsfor sripping
body shop quotesthan they reward quality service etc. Steering and
stripping quotesreceiveareward of .5% whilethereward for quality
1S.4%.

Often assessorswho attempt to srip an honest quote Satethat the
amount they arriveat isfair and reasonable and they can not do any
better. If therepairer ssandsfirm and putsforward afair argument
and appear sthat hewill not be deterred, generally hewill receivea
better deal. If therepairer cowersand acceptswhat the assessor
deemsisfair in thefirs instance, then he hasvirtually been deprived
of what heisfully entitled to. In the | AG instance the assessor hasjust
helped | AG control the projected annual cost of repairs. If the
assessing depar tment achieve the 12 months projected aver age cost of
repairsthe assessor isrewarded hisbonus. The question needsto be
asked how can you achieve a projected claimsfigure without
making a conscious decision to go out and cut back estimates.



Someindependent assessorsusethe sametacticsfor reward. | nstead
of a cash bonusthey attempt to persuadetheinsurer to usetheir
services mor e frequently. The mutual reward is obvious, greater
savingsfor theinsurer and morework for the assessor.

Many shopswill begrudgingly accept whatever ismetered out by
assessor s because they areworried about reprisals by insurance
companies such aslate paymentsand assessments, towing out of
vehiclesor diverson of work and any other penaltiestheinsurer
may wish to impose.

| have documents| will present to provethat both insurance and
independent assessor sattempt to strip repairersof ther rightful
entitlements. But when therepairer sandsfirm or threatensto use
the courtsto obtain afair outcomethe assessor relentsand findsthe
extrathat supposedly did not exist.

Using incentive programsand other such rewardsissmply
encour aging an assessor to per petrate an unconscionable act with
the backing of an insurerssize, power and position in theindustry.

| will present documents and statutory declarationsfrom clients
and witnessesin relation to statements made by an independent
assessor who stated that " if hewasto allow arealistic figurefor
labour and paint whilst assessing, his company would not be given
any work by themajor insurers.



All if not ailmogt all body shop proprietorswould have had both staff
and independent assessor s make the satement that, Yesthe hourly
rateisinadequate but my handsaretied, or | am audited by the
office, or if | allow what isreasonable | would be out of ajab.

ASSESSORS AND QUALIFICATIONS

Unfortunately there is a great deal of mistrust by the Autobody
industry regarding insurers and their front line assessors at the
moment.

Much of thisisbought about by assessorsnot being allowed to assessa
vehicleat proper hourly rates. Being audited by head office and by
using paint sheetsdesigned to beaguide only asa bible and waved in
theface of therepairer with such statementsasthereit isin black and
white, | can't giveyou any more.

It ishard enough for a pand shop proprietor to endurethistype of
tactic from someone who hasan industry background and admits
to knowing what thereal hourly rate should be.

| wonder how many shop ownersin theindustry rdisethat many of
these people they have assessing vehiclesin their shopsdo not have
any industry background, other than a short courseand arehanded
ared pen and told to go out and assessas we have instructed you.

A ligt of assessorsfrom variousinsurance companieswill be
presented to the enquirey which will show that many so called



assessor s have never worked on avehicleasa body repairer and
would not know how long atask or full repair would take, what
materialsit involves and how to solve a problem when it ariseswhilst
carrying out that repair.

With thelack of knowledge and expertiserequired to assessa vehicle
and then if required to discussor negotiate an alternativer epair
method and or figure many of these so called assessorsare from
mechanical backgrounds, whilst it isof some assstance when it comes
to assessing. An assessor isout of hisdepth in my opinion if hedoesnot
have hands on experience let alone someone with 2 yearsin marketing
or an assessing team leader with mechanical background etc which is
included in thelist provided.

Thebody repair shop must be staffed by qualified per sondl, have
an extensve and expensive equipment level, be audited and passan
occupational health and safety audit regularly and upgrade
equipment and staff knowledge astechnology deter mines.

After doing what isrequired and investing lar ge sums of money and
time to comply with insurersand gover nment demands, the
repairer isthen expected to accept an assessment and reduction in his
estimate carried out by an individual whoislessthan qualified to do
0.

For many year sthere hasbeen a call for assessorsand repairersalike
to belicensed. Part of that licensing agreement would be minimum
criteriafor assessors.

Insurersareboasting record profits| AG for instance $665 million
after tax for 2003-04.



| nsurance premiums have risen by up to 130% over the past 5
years. Y et when the autobody industry has approached theinsurers
or the ACCC regarding arisetothesagnant hourly rate (norise
snce 1991) wearetold it isnot possibleto lift thehourly rateasthis
would impact on the consumer.

Yesall of usin busnessareawar e of how important the consumer
istoour livelihood. But it istimethe ACCC and other gover nment
bodiesrealizethat insurersareusng the policy holder asnothing
mor e than a shield to be waved in front of them when questions
such asthehourly ratesare discussed.

In my original submission | included the VACC hourly rate
document which explainsfully therisesin labour materialsand
general overheadsrequired to run abodyshop.

The document presented isup to date self explanatory and isfilled
with irrefutablefacts.

Thereareafew facts| would liketo present totheenquirey
regar ding insurance company motor premiumsand
compr ehensive coverage. (Documents supplied)

Motor insurance premiums rise annually by up to 15% some even
higher and dueto depreciation or whatever terminology theinsurer
wishes to use, thar liability drops by 5% or more. Thisin fact isan
annual win for theinsurer of some 20% year in year out.

If you were to question the insurers regarding this occurrence the
reply would bearisein incidentsin your suburb, arisein theft in that
sector, in other words next year we would forecast alossif we did not
lift your premium.



The pand industry in victoria has had to endure 13 years of rises
in all agpectsof body shop oper ations. We have had meetings with
gover nment officials, the ACCC, theinsurersand anybody that
would listen.

You don't need to beeingtein or an academicto realisethat the dtuation
between theinsurer and therepairer isway out of balance. If this
situation continuesthe panel industry will all but collapseand
because of theloss of expertise etcit will have an adver se effect on the
consumer.

Thelast enquirey into therepairer insurer relationship had atotal of
30 recommendations made. Not one of those was acted upon, not a
snglechangetotheindustry wasmade. In short it wasatotal waste of
public money and awaste of timeand effort by all concer ned.

| and repairersnationally hope some of theimbalancein place at
the moment will be removed with the current enquirey.

The VACC codeof practiceisthe perfect vehiclein my opinion to
achieve a balanced and even handed approach to thisindustry.



