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From the summer’s devastating 
bushfires, to hailstorms and the COVID-19 
pandemic, the past year has challenged 
the nation in extraordinary ways. 

These disasters have had deep impacts 
which are still being felt. But what has 
shone through is the resilience and 
spirit across our communities, and the 
dedication of our people in supporting 
our customers and partners through 
these challenges and doing everything 
we can to keep them safe. 

Whether through the NRMA Insurance 
helicopter to help protect homes from 
bushfires or introducing virtual assessing 
via video for property inspections during 
COVID-19 lockdowns, we’re always 
looking at new ways to protect our 
customers and the community.

Although COVID-19 restrictions had 
a significant impact on the number 
of quality inspections that could be 
conducted across both Motor and 
Property repairs, we remained focused on 
delivering the best possible outcomes for 
our customers.

Our Quality Framework is an integral part 
of our Promise to Customers to deliver 
repairs to the highest possible standards, 
which benefits all road users.

For the eighth consecutive year, we lead the 
industry in conducting quality inspections 
and providing the results to reinforce our 
dedication to ensuring all repairs meet our 
quality and safety standards.

The principles and values which underpin 
our dedication to quality and safety are 
embedded across our entire business.

Our expert teams are the most highly 
trained in the country.

In the motor vehicle industry, the latest 
developments by manufacturers and the 
increased use of advanced technology, 
are making the motor vehicle not only 
safer, but smarter.

This year’s Quality Report also features 
the IAG Research Centre’s insights on 
Advanced Driver Assistance Systems 
(ADAS), the uptake across the nation 
and the opportunities and challenges 
this presents.

We’re focused on ensuring our Assessors 
and Partner Repairers continue to build 
their knowledge, keep up to date with 
the latest technology and are suitably 
trained.

Our IAG Property team continues to 
innovate with the latest technology, 
utilising a Virtual Assessment tool as part 

of IAG’s COVID-19 response to reduce the 
requirement for face to face interactions, 
and providing an efficient claim 
experience for our customers, colleagues 
and partners.

We’ve also rolled out an innovative new 
roofing material that is stronger, lighter 
and more secure for our customers who 
suffer damage to their roofs.

Our key safety initiative, the Motor and 
Property teams’ Workplace Health and 
Safety (WHS) Contractor Management 
Program continued to mature and 
is improving workplace health and 
safety for our colleagues, contractors, 
customers, partners, suppliers, visitors 
and other people who may be impacted 
by our work activities in the community. 

Over the past year, our partners have 
achieved a high level of compliance in 
the Program, along with positive audit 
results.

This latest IAG Quality Report highlights 
our dedication to quality, safety, 
continuous improvement and leading 
industry initiatives across the Motor and 
Property portfolios, to make your world a 
safer place.

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.
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Our Motor and Property Quality 
Framework provides protection for 
our customers and gives them the 
peace of mind that is an integral part 
of a great repair experience.

IAG’s high quality repair standards 
are underpinned by our Quality Plan 
which is regularly reviewed by our 
Insurance Supply Chain team.

Our investment in quality 
inspections, documented guidelines, 
tools and training, enables us to

 deliver high quality repairs for our 
customers and caters for the latest 
technology.

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.

How we deliver 
Quality Repairs

Our Quality Plan

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.

Guidelines and Tools  
For measuring 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.

Repairer Premises 
and Equipment Audit  
Audits conducted based on a 
standard checklist.

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

Parts Guidelines 
Our Parts Guidelines simplify 
authorising repairs and makes 
our expectations of repairers 
clearer.

Lifetime Guarantee 
Providing peace of mind to  
our customers by guaranteeing 
the workmanship of the repairs 
we authorise.

Regular reporting of 
Quality Performance

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

Access to IAG Research 
Centre motor vehicle 
technical support and 
information

Quality audits  
and monitoring  
of processes
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The Quality Repair Framework brings 
together our 10-point plan to monitor 
and control quality performance. 

This year the COVID-19 restrictions 
limited our teams’ ability to perform 
on site Quality Inspections. Despite 
this, more than 25,000 quality 
inspections were conducted by our 
Motor Assessors and Auditors.

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.

Motor Repair  
Quality Snapshot

Quality Report Card Definitions

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.

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.  

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

Motor Repair

IAG’s Quality Repair Framework 
provides our customers with 
confidence in their vehicle  
repairs, which is backed by  
our lifetime guarantee.
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Number of 
quality inspections

25,009 6.53% 195

96.8%1,923  56

Quality inspections as 
a % of authorised repairs

Number of 
behavioural issues

Number of quality  
issues logged

Average 
quality score

Number of potential 
safety issues

Quality Inspections 
FY 2019 – 2020

Our Quality  
Repair Criteria

• Parts
• Remove and Replace
• Repairs Panel Alignment
• Welding/Bonding
• Structural
• Mechanical
• Occupant Safety

Paint:

• Colour match
• Blemishes
• Gloss level
• Texture finish
• Paint blends
• Interior colours
• Sealers, Adhesives, Foams
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ADAS – Advanced Driver Assistance Systems

Automated vehicles are one of the most discussed automotive trends these days and even though it might still be quite 
a while until they hit the road outside of trials, people can already experience some significant building blocks that will 
finally lead to a new driverless travel experience. 

Advanced Driver Assistance Systems (ADAS) are already available today and form the foundation of any higher level 
of automation. Pretty much every new car that hits the market nowadays is equipped with some kind of ADAS, and to 
score a five-star ANCAP safety rating, good levels of performance across a number of ADAS systems are required.

However, with an average age of vehicles in Australia of 10.4 years, it will take a while until we see ADAS deployed in 
significant numbers across the country. Austroads published a forecast on the uptake and fleet penetration of ADAS in 
their Future Vehicles 2030 study in June 2020.

So, by 2026 roughly half of the Australian fleet should be equipped with ADAS that go beyond a reversing camera or 
parking sensors. This is in line with other forecasts we see from markets overseas.

It is IAG’s purpose to make your world a safer place, and we closely monitor all new technologies that can make driving 
safer and can mitigate or even prevent collisions. On top of that, as Australia’s leading general insurer, we also take a 
more holistic perspective on these technologies and try to determine the potential side effects on the overall operating 
risk of a vehicle. This includes potential new challenges to the repairs of ADAS themselves or more generally, repairs of 
high-tech equipped vehicles.

Adult Occupant 
Protection

Child Occupant 
Protection

Vulnerable Road User 
Protection

Safety  
Assist

0

2019 2020 2021 2022 2023 2024 2025 2026 2027 2028 2029 2030

10

20

30

40

50

60

70

80

90

100

Pr
op

or
tio

n 
of

 c
ar

 a
nd

 S
U

V 
fle

et
 w

ith
 

au
to

m
at

io
n 

fe
at

ur
es

No AEB (1)

AEB + multiple Actuve Safery Systems

+ urban Highly Automated Driving

AEB Only

+ motorway Highly Automated Driving

+ rural Highly Automated Driving

Source: Austroads research report Future Vehicles 2030, June 2020.

IAG Quality Report 2019/2020

7



At the IAG Research Centre we thoroughly test all new vehicles that hit the 
Australian market and assess the performance of any ADAS against the 
backdrop of their contribution to safety and their potential to reduce collisions.

ADAS – Advanced Driver Assistance Systems 
Continued

Next to our focus on the main 
function of these systems, we 
research the impact of these 
technologies on the wider repair 
industry. Assistance systems work 
with highly sophisticated sensors 
placed around vehicles and add 
an additional level of complexity 
to a vehicle repair, resulting in an 
increased demand for time, repair 
infrastructure and the knowledge 
of the person who carries out 
these tasks. 

To ensure our customers get their 
vehicles back repaired to the highest 
quality and safety standards, the 
IAG Research Centre investigates 
repair methods, tests equipment 
and develops well founded technical 
expertise around new additional 
tasks like the necessary calibration 
of these systems before the vehicle 
is handed back to the customer. 
These insights are used to educate 
and qualify our repair network and 
to inform and advocate on behalf of 
our customers.

8
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Lockdown restrictions and risk 
mitigation strategies designed to 
keep our customers and employees 
safe changed the way we delivered 
our quality program.

Using remote video based Virtual 
Assessing technology enabled claims 
to progress with minimal disruption 
and risk for customers, staff and 
partner suppliers.  This technology 

provided the platform for delivery 
of our Quality Assurance & Safety 
Program. We developed new ways 
to protect damaged properties while 
repairs are planned, using the latest 
materials. Working with NSW Fire, 
we enabled use of new fire retardant 
technologies deployed using 
specially designed helicopter.

Property Repair 
Quality Snapshot

Property Repair

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 
Any situation at the property 
posing a human safety risk, 
that is found to be unresolved.

Partner Repairer 
A repairer/supplier who 
has been appointed as a 
preferred repairer by IAG.

We continued to deliver 
quality repairs despite the 
unprecedented challenges 
of COVID-19, in addition to the 
Black Summer bushfires which 
devastated the nation.
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Number of 
quality inspections

4,873 7.01% 436

37

Quality inspections as  
a % of authorised repairs

Number of quality  
issues logged

Number of potential  
safety issues

Quality Inspections 
FY 2019 – 2020
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As part of IAG’s COVID-19 response 
we broadened the use of video 
assessment technology so that IAG 
Assessors could remotely capture, 
assess and approve property repairs.

In addition to virtual assessments, 
our IAG partner suppliers completed 
826 virtual assessments in 3 months.  
This improves response times and 
helped to keep our customers’ world 
a safer place by reducing the need for 
onsite inspections during COVID-19.

The technology has resulted in 
several benefits including:

• Maintaining the safety of our 
customers, employees and 
partners, which is paramount.

• Increased customer service 
through greater convenience and 
flexibility.  Our customers are 
rating the experience over 9.5/10.  

• Expediting the assessment 
process, especially in areas 
with restricted access.

• High quality imagery provides 
trade qualified assessors and 
builders with the ability to 
accurately assess claims. 

• Images and voice are recorded 
with assist, with timely validation.

Overthe past year, IAG has 
supported customers with 
property repair claims 
through the use of Virtual 
Assist technology. 

Property Quality Improvement Initiatives 
Codafication Virtual Assist
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IAG donated a specialised helicopter 
to the NSW Rural Fire Service to trial 
the use of a new biodegradable, non-
toxic fire retardant called Firelimit, 
sprayed from the NRMA helicopter, to 
help protect homes and properties in 
the line of fire.

This provided NSW Rural Fire Service 
with the opportunity to test new 
technology and equipment to help 
protect NSW residents affected by 
bushfires.

IAG has been examining new materials to provide our customers with better alternatives to traditional tarpaulins. 

We have a new partnership that will provide our builders with an innovative roofing solution made from plastic 
cross mesh material that is flexible and contours to the roof.  The product is lighter, easier to install and a step change 
in the way IAG property repairers will secure roofs at the time of a Make Safe of a home or during large scale repairs. 
Last year, 36,275 Make Safes were completed as part of claims. 

This picture shows IAG customers that have the new modern, white tarpaulins compared to their neighbours that 
didn’t have coverage or have traditional tarpaulins with inferior protection.

Property Quality Improvement 
Initiatives 

Make Safe Roofing Solutions

The product has significant benefits, including: 

• A reliable, high-quality Make Safe for our customers;

• Peace of mind for customers that a repeat Make Safe 
is not required from further weather;

• Reduced risk of further internal damage to the home;

• Customers on occasion, can live inside the home 
without the fear of a noisy or leaking tarpaulin;

• A safer solution compared with traditional tarps 
which use ropes, sandbags and loose tiles; and

• The product can be recycled and is biodegradable. 
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IAG’s Work Health & Safety 
Contractor Management Program 
has matured since its inception in 
June 2018 and is embedded across 
our teams.

The elements of the program include:
• Pre-Qualification Compliance 

– 100%. Regular monitoring to 
ensure that repairers/suppliers 
have current licensing and  
insurances, to meet legal and 
WHS requirements.

• Onsite Contractor Verification 
(OCV) Audits – 420 Completed.

• Third Party WHS consultants 
provide onsite & ‘virtual’ desktop 
verification of our repairers’ WHS 
management systems.

•  A new Auditing Analytics 
Platform was launched within 
the OCV program on 1st January 
20, providing visibility of the 
Average Audit Scores.  From 1 
January – 30 June 2020, 
213 audits were conducted with 
an average score of 96.27%.

• IAG WHS Spot-Checks – 270 
Completed.

• IAG Assessing Staff complete 
reviews against a WHS checklist 
when attending a worksite 
and a repair is in progress. Any 
Safety Issues are recorded and 
actioned.

• Ongoing WHS Training Program.  
All IAG repairers, suppliers 
and property assessors 
complete training as part of our 
onboarding process with 14,000 
users currently compliant.

Property Quality Improvement Initiatives 
IAG Work Health & Safety Contractor Management Program

IAG’s Work Health & Safety 
Contractor Management Program 
has been fully embedded this year 
with repair partners meeting pre-
qualification compliance requirements.
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IAG Corporate Communications
 

   corporateaffairs@iag.com.au

   +61 02 9292 9742

We make your world a safer place

Insurance Supply Chain

   SupplyChainManagement@iag.com.au 


