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We make your world a safer place
IAG is Australia and New Zealand’s largest 
general insurance company with a purpose to 
make your world a safer place, whether you are a 
customer, partner, employee, shareholder or part 
of the communities IAG serves across Australia, 
New Zealand and Asia.

For more information,  
please visit www.iag.com.au

Introduction

Steve Fitzpatrick  
Executive General Manager 
– Short Tail Claims

The delivery of great value, 
service and quality is  
a primary goal of all  
IAG Partners.

This year’s IAG Quality Report highlights the 
quality being delivered for our customers 
across the Motor and Property portfolios. 

This is the fifth consecutive year we have 
published quality repair data and we are still 
the only insurer to publish an annual Quality 
Report card publicly.

This financial year, we have been able to increase our 
quality inspections across all brands underwritten and 
backed by IAG. Just under 50,000 inspections have 
been completed. 

IAG has been investing in its Partner Repair Network 
since 2012 to deliver safe, quality repairs and great 
service for customers, across all our brands.

We’re proud to partner with independent and 
high‑quality repair businesses Australia‑wide.

As an industry leader, we are focused on continually 
supporting our partner repairers to further enhance their 
knowledge and ability to deliver high quality repairs for 
our customers. This is particularly important due to the 
rapid advances in technology that are continually being 
introduced to the market.

This year a specific IAG Customer Service training 
module was introduced to all partners and trades to 
ensure we are all striving for excellence in a consistent 
approach in each interaction with our customers. 

IAG has also introduced the Road to Gold I‑CAR 
Certification for Motor Partner Repairers. This training 
will take approximately 24 months for our partners to 
complete and is currently being rolled out progressively 
state by state. It will further enhance the knowledge of 
our motor partner repairers and gives our customers 
further peace of mind that their vehicle is being repaired 
to the highest quality standard by a partner with the 
highest possible accreditation in the nation. 

The I‑CAR program complements the range of initiatives 
we have put in place to ensure the quality of our repairs, 
including our 10 Point Quality Repair Plan, our Partner 
Repairer National Standards, as well as IAG’s attainment 
of I‑CAR Gold Class Insurer status.

Over the next year, we will continue to ensure our 
Partner Repairer Network evolves to provide the best 
possible experience for our customers, with the delivery 
of high quality repairs and excellent customer service.
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1
Lifetime Guarantee – Providing peace of mind to our customers by guaranteeing the 
workmanship of the repairs we authorise for the life of the vehicle.

2
Quality Assurance Auditor (QAA) Roles – Complements existing audit processes and 
increases the number of inspections we complete annually.

3
Repair Performance Consultant (RPC) Roles – Our RPCs work with the repairers to 
improve quality and manage our quality data.

4
Increased Quality Inspections – Inspection guidelines and Quality Inspection forms 
record repair quality.

5
Genuine Parts – Our Parts Guidelines simplify authorising repairs and makes clear our 
expectations of repairers.

6
Assessor Training – We have a tailored smash repair training program for our motor 
assessors nationally which complements existing training and is backed by a highly‑
trained assessing workforce.

7
Repairer Premise and Equipment Audit – Audits conducted regularly by the RPCs 
based on a standard check list.

8
Guidelines and Tools for Measuring Quality and Measuring Quality Breaches – 
Guidelines for repairer performance management and a matrix for handling quality 
issues and making improvements to our repair management system.

9
Regular External Reporting of the Quality Performance – We post our repair quality 
performance on our retail websites and produce annual reports on our results.

10
Post Repair Follow Up – As well as our usual customer follow up surveys, QAAs 
complete additional random post repair inspections.

Our 10-point Plan

How we manage 
and control 
Quality Repairs
The foundation to deliver the highest quality, 
safe repairs for our customers is our 10 Point 
Repair Quality Plan. A key element of this plan  
is the Quality Framework which sets out how 
we manage repair quality nationally.

The objective of the Repair Quality Framework 
is to deliver a consistent, national process to 
manage repair quality. The Framework provides 
documented processes, tools and training to 
assist all repairers across our brands nationally. 
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Quality Report Card Definitions

Quality inspections – Detailed inspections performed by our Motor Assessor or Quality 
Assurance Auditors of motor vehicle smash repairs

Quality issue – Repair issue requiring slight or minimal rework through to poor repair 
potentially compromising the pre‑accident condition of the vehicle

Behavioural issue – Issues relating to alleged repairer fraud

Safety issue – Significant rework/rectification required due to poor repair potentially 
compromising the safety of the vehicle

Partner Repairer – A repairer who is recommended to customers by IAG 

Non-partner Repairer – All other smash repairers who are not Partner Repairers

Motor Repair Quality Snapshot
The Quality Repair Framework 
and the 10 Point Plan provides 
customers with confidence we 
continually monitor the repair 
process at repair facilities by 
one of our trained assessors 
around Australia.

This is the fifth consecutive year we 
have published quality repair data 
and we are still the only insurer to 
provide an annual quality report 
card publicly.

Over the 2016/17 FY we have 
been able to increase the number 
of inspections of all brands 
underwritten and backed by IAG. 
The increase in the number of 
inspections coincides with the 
introduction of the ‘Ways of Working’ 
program to IAG in October 2015 
which has seen all brands processed 
under a single term of authority 
and Quality Framework, to deliver a 
consistent repeatable process, each 
time a vehicle is inspected.

Quality Inspections 

43,478

Number 
of quality 

inspections 

10%

Quality 
inspections as a 
% of authorised 

repairs 

2,048

Number of 
quality issues 

logged

0.51%

Quality issues 
as a % of 

authorised 
repairs

290

Number of 
behavioural 

issues 

0.07%

Behavioural 
issues as a % 
of authorised 

repairs 

48

Number of 
potential 

safety issues

0.01%

Potential safety 
issues as a % 
of authorised 

repairs

An increase of over 10,000 inspections from last year with the 
introduction of the Ways of Working across all IAG brands
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Motor Quality 
Improvement Initiatives
Introduction of Road to Gold 
program for IAG partners
IAG initiated a program for the Motor Partner Repairer 
network to become I‑CAR Gold Class Accredited 
Repairers. This initiative will complement our 10 Point 
Quality Repair Plan, our Partner Repairer National 
Standards, as well as IAG’s attainment of I‑CAR Gold 
Class Insurer status. 

The training for Motor Partner Repairers around Australia 
will take about 24 months to complete and is currently 
being rolled out progressively state by state.

Achieving I‑CAR Gold Class Accreditation for IAG’s 
Motor Partner Repairer network, will assist in delivering 
on our purpose, to make your world a safer place, by 
further enhancing our partners’ knowledge and ability 
to produce a high‑quality standard of repair. 

From an overall industry perspective, it demonstrates  
we are market leaders when it comes to motor vehicle 
collision repairs. This initiative also provides further 
certainty and peace of mind for our customers  
knowing that their vehicle is being repaired to the 
highest possible standard.

I-CAR Gold Class for Assessors
IAG for the fifth consecutive year has achieved an I‑CAR 
Gold Class Insurance Certification.

To achieve the I‑CAR Gold Class Insurance certification 
at the corporate level 60% of an insurer’s assessing staff 
must achieve Platinum certification.

Currently IAG has over 90% of its assessing staff 
accredited at the I‑CAR Platinum status.

To achieve Platinum status each assessor must obtain 
and maintain Individual Platinum. Platinum status 
is achieved by completing 10 courses initially and 
then a minimum of two courses annually to maintain 
the accreditation.

Customer Service Training 
All partners completed an online training module to 
provide guidance and understanding of what good 
customer service looks like and how to professionally 
deliver it. 
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Quality Report Card Definitions

Quality inspections – Detailed inspections performed 
by our Home Assessor or Quality Assurance Auditors of 
building repairs

Quality issue – Repair issue requiring slight or minimal  
rework through the poor repair compromising the condition  
of the work

Safety issue – Significant rework/rectification required  
due to poor repair potentially compromising the safety  
of the  property

Partner Repairer – A repairer/supplier who is recommended 
to customers by IAG

Property Repair Quality Snapshot 
Our quality program and inspections 
provide our customers with peace 
of mind knowing we use the 
collected information to continually 
improve the delivery, quality and 
professionalism of our service. 

In the past 12 months, we have 
been able to increase the number 
of quality inspections as we have 
added all IAG brands under the 
quality inspection framework.

Also, the additional work from 
Tropical Cyclone Debbie kept our 
Partner builder and trades busy with 
an additional 4,300 work allocations 
from Far North Queensland down to 
Northern NSW. 

Quality Inspections 

6,200

Number 
of quality 

inspections 

10%

Quality 
inspections as a 
% of authorised 

repairs 

1,595

Number of 
quality issues 

logged

2.56%

Quality issues 
as a % of 

authorised 
repairs

30

Number of 
potential safety 

issues 

0.05%

Potential safety 
issues as a % 
of authorised 

repairs
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Virtual Assessment
Virtual Assist (VA) is a video communication tool being 
used by our Partner Repairers.

VA allows the partners to live steam HD video from the 
damaged property and receive images or videos of the 
property. The technology enables:

• Repairers to better triage the claim.

• The ability to remotely monitor repair quality during 
the repair.

• The expediting of the assessing and repair process.

• The reduction of the number of vehicles on the road 
for builder supervisors and estimators.

• Increased customer service through greater customer 
convenience and flexibility.

We are now exploring opportunities for IAG’s 
internal Assessing, Audit and partner coaches 
to use the technology to further extract service 
and quality advantages.

Property Quality 
Improvement Initiatives
Customer Service Training 
All Partners, Sub‑contractors and Trades completed 
an online training module to provide guidance and 
understanding of what good customer service looks like 
and how to professionally deliver it. 

The following categories were covered during 
the module:

• Why we are here.

• What to consider when getting ready for your day.

• Things to remember when arriving at the 
customer’s home.

• Professional etiquette while performing your role.

• Things to remember on departure.

• Reminders about behaviour in the workplace.

Customer service is about…
• Treating every customer as an individual.

• Taking genuine interest in their issue.

• Understanding what’s important to them.

Professionalism means…
• Building trust and confidence with customers.

• Being courteous, respectful and responsible.

• Keeping your promises.
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Contact
For Industry matters please contact:

Stephen Palmer
Industry Development 
(02) 4924 3154

For Media queries please contact:

Tim Potter
Senior Manager Corporate Communications 
0411 010 781 
tim.potter@iag.com.au

We make your world a safer place


