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Introduction
IAG's purpose - we make your world a safer
place, is underpinned by our belief that we
can make tomorrow safer than it is today.
Not just for our customers, but for all road
users. We can make a difference that helps
people, communities and society prosper.
In the past year, we have completed over 60,000
quality inspections across our motor and property
brands.

Steve Fitzpatrick
Executive General Manager
Short Tail Claims

We lead the industry in conducting these
inspections, and our expert teams are the most
highly trained in the country. In the motor vehicle
industry, continued development by vehicle
manufacturers and increased use of advanced
technology is making the modern motor vehicle not
only safer, but smarter.
We are focused to ensure our assessors and
partners continue to build their knowledge, keep up
to date with new technology and are suitably trained.
At the same time, we are committed to providing our
customers with the best possible experience,
ensuring peace of mind that their vehicle is being
repaired to the highest quality standard through our
National Metropolitan and Rural Partner Network.
These principles and values exist across our entire
business.
Our IAG Property team continues to test future
technology, such as the use of drone imaging to
expedite a quality claim experience for our
customers.
Other property initiatives include our new Health and
Safety (HS) Contractor Management Program.
The program provides HS training to all IAG Partner
Repairers and their contractors, as well as our
property Assessors and Auditors.
This latest IAG Quality Report highlights our
commitment to quality, continuous improvement and
leading industry initiatives across the Motor and
Property portfolios to make your world a safer place.
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How we
deliver
Quality
Repairs
Our Motor and Property Quality Framework
provides protection for our customers and gives
them the peace of mind that is part of a great
repair experience.
IAG's high quality repair standards are underpinned by
our Quality Plan which is regularly reviewed by our
National Supply Chain team.
Our investment in quality inspections, documented
guidelines and tools and training enable us to deliver high
quality repairs for our customers.
Repair plans which identify the correct repair methods in
accordance with documented manufacturers technical
specifications and repair guidelines (including those
supplied by other industry agencies or authorities) ensure
we provide our customers with a quality, and safe, repair.
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Our
Quality
Plan

Lifetime Guarantee – Providing peace of mind to our customers
by guaranteeing the workmanship of the repairs we authorise.
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Quality audits and monitoring of processes.
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Repair Performance
Consultant (RPC)
Roles – Our RPCs
work with the repairers
to improve quality and
manage our quality
data.

Quality Inspections – Repair and inspection criteria
guidelines and repair quality data.

Genuine Parts – Our Parts Guidelines simplify authorising repairs and makes our
expectations of repairers clearer.
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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.
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Repairer Premise and Equipment Audit –
Audits conducted based on a standard
check-list.

Guidelines and Tools for Measuring Quality and Managing Quality.
A consistent framework for repairer performance management
and a matrix for handling quality issues and making improvements
to our repair management system.
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Regular reporting of
Quality Performance.
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Access to IAG Research Centre motor vehicle
technical support and information.

Motor Repair Quality Snapshot
The Quality Repair Framework provides
our customers with confidence in their
vehicle repairs, which is backed by our
lifetime guarantee.
The Quality Repair Framework brings together
our 10 point plan to monitor and control quality
performance. This year our qualified IAG Motor
Assessors completed over 440,000 repair
assessments. Between our Motor Assessors and
Auditors they completed more than 54,000 quality
inspections.
We are the only insurer in Australia to complete
this number of quality inspections to ensure we
deliver high quality repairs for our customers.
This valuable quality data is used by our Repairer
Performance Consultants to work with repairers to
improve repair outcomes.

Quality Inspections
Our Quality Repair Criteria
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54,108

12.3%

2,207

34,049

Number of
quality
inspections

Quality
inspections as
a % of
authorised
repairs

Number of
quality issues
logged

Mid Repair
Inspections

97.5

288

39

20,059

Average
Quality
Score

Number of
behavioural
issues
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Number of
potential
safety issues

Post Repair
Inspections

Parts
Remove and Replace Repairs
Panel alignment
Welding/Bonding
Paint
- Colour match
- Blemishes
- Gloss level
- Texture finish
- Paint blends
- Interior colours
- Sealers, Adhesives, Foams
Structural
Mechanical
Occupant Safety

Quality Report Card Definitions
Quality inspections – Detailed inspections performed by our Motor Assessor
or 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 repairs not completed as authorised and customer
service
Safety issue – Significant rework/rectification required due to poor repair potentially
compromising the safety of the vehicle therefore not meeting our quality and safety
standards
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Motor Quality Improvement
Initiatives
IAG Supporting Future
Leaders of the Motor
Repair Industry

Repairers Quality Assurance

This year IAG National Supply Chain invested in a
Quality Test and Learn with some of its Partners and
Exclusive Repairers.
The project was aimed at better understanding
quality assurance programs. It demonstrated that
when the bodyshop workflow management system
was embedded as part of the workshop culture, two
things occured;
• Quality and smart processes go handin-hand; and
• Repairers were able to self-manage
the quality and safety of the repair.
Our IAG Assessors inspected 163 vehicles to
validate the output of the bodyshop quality
assurance program.

Steve Fitzpatrick presenting Henry Prom with the
"Future Leaders Award”.
During the year IAG in conjunction with National
Collision Repairer Magazine continued its ongoing
support and promotion of excellence in the Industry
through the Future Leaders Program.
The program was developed to recognise the
achievements of young Australians working in the
Collision Repair Industry that have undertaken
additional professional development that will make
them Industry Leaders in future years.
Several of the award recipients have competed in
the WorldSkills competition both at State and
National level. Next year one of the Award winners,
Maxine Colligan, will represent Australia in the
International Finals in Russia, competing in the
Vehicle Painting Category.
Another award recipient, Henry Prom, is employed
by one of our Partner Repairers, Parramatta
Smash Repairs. Henry, not only completed his
apprenticeship as a Motor Mechanic but undertook
additional night classes at TAFE to also complete
an Auto Electrician qualification. Henry now
performs the diagnosis of complex Advanced
Driver Assistance Systems of vehicles in the
workshop.
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We found 132 vehicles scored greater than 90%
and highlighted good bodyshop workflow systems
result in great value, service and quality.

I-CAR Gold Class for
Assessors
For the sixth consecutive year, IAG 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 status.
Platinum status is achieved by completing 10
courses initially and then a minimum of two courses
annually to maintain the accreditation.

Property Repair Quality Snapshot
Our quality program and
inspections provide our
customers with peace of mind
that we use the collected
information to continually
improve the delivery, quality and
professionalism of our service.
This year our Property Assessors
completed over 80,000 repair
assessments and more than
7,700 quality inspections.
In the past 12 months, we have
expanded our quality inspection
framework to also focus on
Contents claims and nonstructural repairs.

Quality Inspections
7,793

10%

4,229

Number
of quality
inspections

Quality
inspections as a
% of authorised
repairs

Number of
quality issues
logged

5.19%

38

0.05%

Quality issues
as a % of
authorised
repairs

Number of
potential safety
issues

Potential safety
issues as a % of
authorised
repairs

Quality Report Card Definitions
Quality inspections – Detailed inspections
performed by our Home Assessor or Auditors of
building repairs
Quality issue – Repair issue requiring slight or
minimal rework through poor repairs compromising the
condition of the work
Safety issue – Significant rework/rectification
required due to poor repairs potentially
compromising the safety of the property
Partner Repairer – A repairer/supplier who is
recommended to customers by IAG
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Property Quality
Improvement
Initiatives
Drone Roof and
Property
Inspections
Following our continued success
from our Partner Repairers
using video communication tools
like Virtual Assist, IAG formed a
partnership with AirAssess. The
company has CASA qualified
Drone Pilots who capture HD
video and photo imagery of
property damage.
While drone technology is not
new, the application to capture
data with the drone to conduct
property and roof inspections
has significant benefits. These
include:
• With human safety at the forefront, the safety of our contractors is
paramount. This type of inspection reduces the need for personnel to
physically climb onto a roof;
• Expedite the assessment process, especially for major event safety no
go zones such as bushfires and floods;
• High quality imagery provide trade qualified assessors with the ability to
accurately assess claims; and
• Increased customer service through greater customer convenience and
flexibility.
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Property Quality
Improvement
Initiatives
IAG Work Health & Safety Program
IAG has introduced a new Health and Safety Contractor
Management Program which provides training to all IAG
Partner Repairers and their contractors, as well as our
property Assessor and Auditors. This includes Health and
Safety spot checks on site, as well as in the Partners
Repairers' offices, with a focus on high-risk areas including:
• Working at Heights;
• Safe work method;
• Job Safety Analysis;
• Tested and tagged electrical; and
• Safety data sheets stored for
chemicals.
The program is implemented for all Property
Partner Repairers, with all other property suppliers
and repairer categories going live by the end of Q1
FY19. The program will also be expanded across all
motor categories in 2019.
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Contact
For Industry matters please contact:

National Supply Chain
SupplyChainManagement@iag.com.au

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

