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The Changing Role of the Repairer

o The complexity of the rapidly changing repair processes require that
repairers perform “repair due diligence” prior to writing their repair

plan

Definition of due diligence
1 law : the care that a reasonable person exercises to avoid harm to other

persons or their property; failed to exercise due diligence in trying to
prevent the accident a. the care that a prudent person might be expected
to exercise in the examination and evaluation of risks affecting a business

transaction

o This allows for all required repair operations to be properly identified
In the repair plan and a formulation of a strategy to ensure that they

are paid for in their entirety by third party payers.
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The Changing Role of the Repairer

Creating the repair file that clearly defines the
repair requirements and potential outcomes of
not properly addressing them is a newly added
administrative function that is unavoidable.

If not completed, it could potentially lead to
unacceptable risks for the repairer.

The information in this presentation will provide
a framework for documenting, discussing, and
presenting facts about the repairability needs of
the vehicle.

This is a process that can be used when
presenting facts to all interested parties that
may be involved at differing levels in the repair
and claim processes.
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Why is this important?

Traceability for the repair shop
owner. The repairer must be
able to document all of the
processes that were completed
on the vehicle, why they were
done and that they were
charged for and completed

properly.

In the event an issue arises
from the repairs, the repairer
needs to be able to clearly
communicate what was
completed and why. This
process will reduce unwanted
risk. It also serves as validation
of repair process completion.
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Key Take Aways

The information that will be covered will include but not be
limited to:

o ldentification of information that will be necessary to validate the
repair procedures required to repair vehicles to OEM required
specifications

o Assembling the documentation for the purpose of providing a
complete repair plan, information for parties interested in the proper
repair of the vehicle, and the third party payer when applicable

o Improving product knowledge of the insurance policy and what is
and isn’t covered in the repairers state

o Basic negotiation steps required to prepare documentation for
potential discussions and negotiations
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Store name and contact information

Repair Complexity R

Customer Name.

vehicle

Insurance Company,

Preferred contact Method: Text ___ Email___ Phone (check one]

o Increasing repair complexities are B

1DO HEREBY give my consant to repairs to be mzde to my vehicle to [Insert shop name here] {the shop, Insert

IName Here] znd/or their subcontractors or designees, 5 set forth in th repair order or “Estimate of repairs®

requiring that the repair planner to o e e
don o my vehicl; authorize the work to be done and for insert shop name here) o use parts,processes and

. . will plte the rzpair i with the OEM rapair speci '
2utharize the shop to operate the vehicle for purposes f testing, parforming cabratan procedures and
| e n | a n O C u I ' l e n a inspecingpror 1 cefery st ik Theshop il mot be e responsiblefor losor damageto the vekicl o for
articles leftin the vehicle in case of fire, thaft or acrident or any other cause beyond the shops control. |
. - understand that | am responsible for ail charges, deductible amounts 2nd or any balance due if nat covered by the
a I I C a b I e re al r ro C e d u re S to insurance compzny or other lizble parties including me parsonally at th time of vehicle pick/up.
DELIVERY. Payment is to be made in full for the entire amount in full by insurance check, bank check, and cash or

establish the “rules for the repair” i

| 3ls0 understand that:

Multi-level
Repair Authorization Form

5 Initial locations and
1 Signature

1. chargss the i v ility, including but not limited to the
- b o following: Towing, Deductic or for additional me.
kS s’ lien is hareby to secure the cost of repairs ta my vehicle in the
O ent ot v et oy e

. - Direction to Pay
repair nrocedures that if not e vt e o et ) e e
insurance checks in the event of co-pay insurance checks and or drafts are issued to the shop for repair of the

abowe identified vehicle (this document page 1)

completed properly will e

‘scan code Dit i Relegse of

compromise the integrity of the S s e

cequired steps inthe repair process. My insurer may or may not recognize these as necessary. Due to this fact,

name and contact information

QI e by s e ot e o document thle caim e
data that has
and date stamped in most cases and will show when thedimip
prior damage which may not be covered by the insurer.
INTIALS Date

Autharization to Order Parts

use in the repair of my vehicle understanding that if | choose to not repair
2t anather facility that 1 will be responsible for  30% restocking fee to have:
wihich they were purchased. This is to ensure that the time to handle,
unts receivable are covered.

this h y behalf. it may be

repair including but not limited to L
structural, mechanical, safety, ST, e
electronic and electrical systems. T

been completed.

Additionally the fit, finish and I -

Authorization to Order Parts

longevity of the repair if not using R
guality paint, materials and parts o s o

Customer’s Rights

1

Fa

HTIALS Date

In the Event the Insurer Denies Payment

Iunderstand that:

o The quality control process then e

+ 1may not be charged any amount over ten percent [10%) of the writtan estimate without writtan or ara

consant;

ensures that the repairs have e

4 imay not b charged for repais nt orginally authorized without writien oal ar vriten consent

been completed properly using -
repair quality checklists
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Repair Position Concerns

o ldentify how to use that identified data in the repair plan
Including but not limited to the repair position statements

o |dentify the types of information that is available and the relevance of
that data in repair planning

o Other positions taken by the OEM and the need to use it versus what
insurers or TPPs specify

o Mitigation strategies based on threats from insurers for repairers who
don’t fall in lock step to the DRP repairers who will change the repair
plan to suit the insurer

v OEM
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Repair Position Concerns

o Taking a stand on proper repairs
o Information is the highest priority item for the repairer to establish

o Repairers must push back on attempts by third party payers not to pay
what is owed relative to using and conducting proper repair processes

o “Well ABC Auto Body down the street doesn’t charge for that”. This
needs to be countered with the fact that the repairer being told that,
shouldn’t care what ABC charges for. It's the repairer’s responsibility to
identify what needs to be repaired and the proper method that needs to
be followed

v OEM
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Repair Position Concerns

o Threats and intimidation

o Must be met with providing the vehicle needs as determined by the OEMs
with the vehicle owner, your customer

o Share the information and provide them with the documentation

o If it's a denial that the insurer or TPP is communicating, let them
communicate it to the customer, not to you. Your job is to repair vehicles
properly, not to help settle the insurer or TPP claims

o Don't let the bully win!

Image: familyfriendpoems.com
Bullying is unwanted, aggressive behavior among

school aged children that involves a real or B G
perceived power imbalance. The behavior is

repeated, or has the potential to be repeated, over
time. Both kids who are bullied and who bully
others may have serious, lasting problems

www.autotraining.net nl



https://www.familyfriendpoems.com/poem/poem-on-overcoming-bullying-words-hurt
https://www.bing.com/images/search?q=imgurl%3ahttps%3a%2f%2fwww.familyfriendpoems.com%2fimages%2fhero%2flarge%2fteen-bullying.jpg&view=detailv2&iss=sbi&rtpu=%2fsearch%3fq%3dbullying&FORM=IEQNAI

Repair Position Statements

o What criteria is to be used in determining the repair procedures for
the vehicle

o OEM or OEM endorsed repair procedures only

o Electronics and safety systems (position statements)

o Pre-scanning identifies the baseline required by the OEM using the
scanner. It compares what the systems should read to the current
system condition. There should be no compromise on establishing
this variance from the OEM baseline

o These steps Must Be identified by the repair planner during
disassembly

www.autotraining.net




Repair Complexity

Scanning must be completed

RDN RepalRER

« Back « PREV Article | NEXT Article »

Boyd Group scan experiment
finds 81% vehicles had DTC
— often without dash light

By John Huetter on March 25, 2019
Announcements | Business Practices | Market Trends | Repair
Operations | Technology

Share This: @ © ® (=

An 822-vehicle study by Gerber Collision’s parent company last

year overwhelmingly demonstrated the need for diagnostic

scanning and supports the company’s decision to adopt this capability.

©  Copyright Automotive Training Institute ATl 2019
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Repair Complexity

- Sheet steel

|dentifying the proper repair
procedures

- High-strength steel

- Very-high-strength steel

o0|m|>

- Ultra-high-strength steel

[Fom Werwigrows Wt Prestswessv Temsmsveend  UseCharscieies
Shwetn oxse

o Structural versus non-structural

o Heat applications and the need
to identify the heat parameters
that must be used

o Adhesives
D We I d I n g : @E@ \nduded__ Not Included Included Not included Induded Not Included

DATABASE ENHANCEMENT GATEWAY

o Calibration processes

Significant numbers of repair
Issues must be clearly defined for
the technician, repair planner,
customer and TPP

©  Copyright Automotive Training Institute ATl 2019
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Repair Complexity

Audi R8 Spyder V10

Audi Space Frame in Multimaterialbauweise

Audi space frame in multimaterial construction

03/16

WO Kohlenstofffaserverstirkter Kunststoff (CFK)
Carban fiber-re nforced plastic (CFRPY

| Aluminium-Profil
S Al

Aluminum sectan

| Aluminium-Blech

Alurminum sheet

| Aluminium-Guss

Alurinum cashngs

©  Copyright Automotive Training Institute ATl 2019
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Repair Complexity

“25 Miles of Wiring”

= SUBARU

Position Statement

Subject: Pre- and Post- Scanning of Collision Vehicles

Subaru of America, Inc_, October 2018 - With each new model, Suban makes advancements in
technology that assist i the operation and safety of our vehicles. These advancements
incorparate different sensor, cameras, control units, as well 25 other companents, to assist
with the functionality of the vehidle. They are a critical part of vehidle operation and the safety
features in each Subaru vehicie.

In the event of a colision, these components could incur damage, which may trigger diagnastic
trouble codes (DTC), but may not be evident via a waming light on the instrument duster. It is
imperative that these components be evaluated sfter 2 collision to ensure the vehide s

comletely repaired. I these comp evaluated, fecton
vehicle aperation and safety.
for i odel year 2004 and forward i Subaru collison

repair procedure requires that pre-repair scanning be performed. Pre-scanning will reveal
DTCs for items that are not functioning properly in the vehicl. It allows a shop to identify any
E in the esti allowing a more and

repair process.

‘addtionally, Subaru colision regair procedure also requires that post-repair scanning be
performed on these vehicles. Past scanning s critical in ensuring the malfunctioning tems
have been repaired and there are no remaining DTCs. It may also assist in assuring the

p i,

Ppeop i perfor
To accurately determine whether DTCs are presenit in 2 vehide, Sutiaru recommends the use
of the Subaru tool. information i
diagnostic X the Subaru
Technical i (sTis| info.subx 2 i

5TIs) Spet
Tool Information. If a Subaru SSM4 diagnostic toolis not available, Subaru recommends the
use of an asTech™ device. The asTech™ device performs a diagnostic scan remotely using 2
genuine Subaru scan tool. Information regarding the purchase of the asTech™ tool can be
found at https://astechcom/ . Subaru does not recommend the usé of 2 generic scanning
device as we cannot guarantee the content or acousacy. Always refer to the applicable Subaru
Service Manual or Technical Service Bulletin (758] for the most up to date repar procedures.

©  Copyright Automotive Training Institute ATl 2019
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Information Portals

lllustrate the various locations
which act as portals to the
repair information

o ldentify the various source
information portals

o What are the differences with
OEM direct information
versus information found on
the portals

o What criteria is used to
determine which is either
appropriate or not

oemisToP
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Identifying the steps
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ldentifying the steps
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The Insurance Policy

o Although it is a separate and distinct contract that the customer
owns with the insurance company, it is important for the repairer to
know what some of the terms and definitions mean

o This information may be used against the repairer even though the
repairer has absolutely no obligation to work with the insurer

m Actual Cash Value Personal Auto Policy

Agreement . _
In return far pra-payment of the premium snd subject to all the terms of this policy.
wie agraa with you ss follows:

m Limits of liability Definitions
The terms defined below appear in bold type throughou this policy.
m DUtleS I n the event Of 1. Throughout this policy, “you™ and "your™ refer to:

a. The person{s) named on the Declaralions page, and
b. His or her spouss if a resident of the same household,

a |OSS 2. “We", “us” and “our® mean the Company as named on the Declarations page.

3. For purposes of this policy, a private passanger lype auto shall be considersd to
be owmed by a person if leased:
@ under a writlen agreement to that person, and
b. fora continuous period of =t least § months

4, "Actual cash value” means the amount which il would cost to repair or raplace
damaged property with malerial of like kind and guality, less aliowance for
physical deteriaration and depreciation.

www.autotraining.net




The Insurance Policy

o Leased vehicles - What does the lease contract specify for the use
of alternative parts? The leased vehicle is considered to be an
owned vehicle in this example

Personal Auto Policy
Agreemeant

In return for pre-payment of the premium and subject to all the terms of this policy.
we agree with you a5 follows:

Definitions
The terms defined below appear in bold type throughoul this policy.

1.  Throughout this policy, "you® and "your” refer fo:
a. The person{s) named on the Declarations page, and

b. His or her spouse if a resident of the same household,

“We", “us” and "our” mean the Company as named on the Declarations page.

3. | For purposes of this policy, a private passenger lype auto shall be considered to
be owmed by a person if leased;

a. under a varitten agreement to that person, and

b. fora continuous period of at least § months

4, "BActual cash value” means the amount which il would cost to repair or replace
damaged property with material of like kind and quality, less allowance for
physical deteriaration and depreciation.

www.autotraining.net nl




The Insurance Policy

o What is covered?
o What is excluded?

o What is the limit of the coverage?

Part A - Liability Coverage . . .. ... .. . . . 1
Insuring Agreement . ... ... 1
Supplementary Payments .. ....... ... .. ... ..., 1
EXCIUSIONS . . . . . e 1

Limit of Liability ... ... ... . 2
Outof State Coverage .. ... .. .. ... . 2
Financial Responsibility Required .. ......................... 2

Other INSUFANCE . . . . . e e e e e e e e e e e e e e e e e

www.autotraining.net nl




The Insurance Policy

o The insuring agreement identifies what the insurance policy covers
unless specifically excluded

Part D - Coverage For Damage To Your Auto

Insuring Agreement

We will pay for direct and accidental loss to your covered auto, including its
equipment, minus any applicable deductible shown on the Declarations page,
provided the Declarations page indicates Collision and Comprehensive Coverages
are in effect.

1. "Collision" means the upset of, or collision with another object by, your
covered auto. We will pay for loss caused by collision only if the Declarations
page indicates that Collision Coverage is provided. However, all other losses
are considered Comprehensive losses and include, but are not limited to:

missiles or falling objects, f.  hail, water or flood,

fire, g. malicious mischief or vandalism,
theft or larceny, h. riot or civil commotion,
explosion or earthquake, i.  contact with bird or animal, and
windstarm, j. breakage of glass.

PoacoTem

If breakage of glass is caused by a collision, you may elect o have it
considered a loss caused by collision.

If there is a loss to a non-owned auto, we will provide the broadest coverage
applicable to your covered auto shown on the Declarations page.

www.autotraining.net




The Insurance Policy

o Exclusions

Exclusions

We will not pay for:

1. loss to your covered auto which occurs whila it ks used to carry persons of
properly for a fee. This Exclusion does not apply o a share the expense car

pool;

2. damage due and confined to:
a. wearand lear,
b. freezing,
¢,  mechanical or elecirical breakdown or fallure, or
d. road damage to fires,

This Exclusion does nol apply if the damage results from the tolal thell of your
covered auto,;

3. loss due fo or a8 a consequence of.

radicactive contamination,

discharge of any nuclear weapan (even if accidental),
war (declared or undeclared),

civil war,

insurrection, or

reballion or revolution;

~ranoon

4. loss to tapes, records ar other devices for use wilth equipment designed for the
reproduction of sound unless listed on the Declarations page;

5. loss fo & canopy, campér body or traller not shown on the Declaralions page;

6, lossio:
a. TV antennas,
b, awnings or cabanas, or
c.  equipment designed 1o create additional living facilities;

7. loss to any of the following or their accessorios:
a. citlzens band radio,
b. two-way mobile radio,
c. lelephone,
d. scanning monior receiver (including radar detectors).

This exclusion does not apply if the equipment is permanently installed in the
apening of the dash or console of the auto. This opening musl be normally used
by the auto manufacturer for the installation of a radio;
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10.

1.

loss lo any custom furnishings or equipment in or upon any wehicle.
“Custom furnishings or equipment” means equipment, devices, acCessONES,
enhancements and changes, other than those that are installed by the vehicle
manufaciurer, which aller the appearance or performance of a vehicle. This
includes buf is nat limited fo any electranic equipment, anlennas, and other
devices used exclusively lo send or receive audio, visual, or dala signals, or play
back recorded media, other than those that are installed by the vehicle
manufacturer, which are permanently installed in your covered auto or
non-owned vehicle using bolls or brackels, inchading slide-out brackets

This exclusion does nol apply lo equipment permanently installed in the apening
of the dash or console of the vehicle. This opening musi be normally used by the
vehicke manufacturer for the installation of a radio;

Exclusions 4. 6§, 7 and & do nol apply to equipment lisled on the Declamations
page,

loss to any non-owned auto or any vehicke used as a lemporary aubstilule for a
vehicle you own, when used by you or any family member without a
reasonable beliel that you or that family member are enlitled lo do so;

loss fo any non-owned auto being mainiained or used by any person while
employed or athersise engaged in the business of:

a.  =elling, d. storing, or

b. repairing, e. parking

©.  senvicing,

vehicles designed for use on public highways. This includes road testing and
dalivery;



The Insurance Policy

o Exclusions
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12.

13.

14.

15.

16.

17.

loss to any non-owned auto being maintained or used by any person while
employed or otherwise engaged in any business not described in Exclusion 11.
This Exclusion (12.) does not apply to the maintenance or use by you or any
family member of a non-owned auto which is a private passenger auio of
trailer;

loss 1o any vehicie due to:

a. taking by any governmental authority,

b. conversion, embezzlement or secretion by any person who has the vehicle
due to any lien, rental or sales agreement;

loss due to the owmership, maintenance or use of any motorized vehicle in or in
preparation for any competitive speed test, race or contest;

loss intentionally caused by an insured person, whether caused direclly,
indirectly or at the direction of an insured person;

any reduction in the value of your covered auto or any non-owned auto after il
has been repaired as compared 1o its value before it was damaged; of

loss to any all-terrain vehicle (ATV) or recreational off-road vehicle or their parls,
equipment and accessories.



The insurance Policy

o Limits of Liability

Limit of Liability

Qur limit of liability for loss will be the least of the:

1. actual cash value of the stolen or damaged property,

2. amount necessary to repair or replace the property, or

3. any applicable Limit of Liabilty or Stated Amount vehicle coverage elected by
you.

However, the most we will pay for loss to any hon-owned auto which is a trailer is
$500.

Payment of Loss

We may pay for loss in money or repair ar replace the damaged or stolen property.
We may, at our expense, return any stolen propery to:

1. you,or
2. the address shown in this policy.

We may keep all or part of the property at an agreed or appraised value.
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The Insurance Policy

o Actual Cash Value — The amount which it will cost to repair or
replace damaged property with material of like kind and quality less
allowance for physical deterioration and depreciation

Personal Auto Policy
Agraemant

In return for pra-payment of the premium snd subject to all the terms of this policy.
we agree with you as follows:

Definitions
The terms defined below appear in bold typea throughout this policy.

1. Throughout this policy, "you” and "your” refer fo:
a. The person{s) named on the Declarations page, and
b. Hizs or her spouse if a resident of the same household,

“We", "us” and "our” mean the Company as named on the Declarations page.

For purposes of this policy, a private passenger lype auto shall be considered to
be owned by a person if leased:;

@. under a written agresment to that person, and

b. fora continuous period of at least & months

"pctual cash value” means the amourt which it would cost to repair or replace
darmaged property with material of like kind and quality, less allowance for
physical deteriaration and depreciation.
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The Insurance Policy

o Actual Cash Value — The amount which it will cost to repair or replace
damaged property with material of like kind and quality less allowance
for physical deterioration and depreciation

o The determination as to the prior condition of the part, the degree of
physical deterioration or the amount to be depreciated must be
identified and communicated to the policy owner by the insurance
representative

o This should NEVER be the responsibility of the repairer since they
have NO responsibility to the insurance policy

o The sample policy makes no reference to the replacement of OEM
parts with counterfeit parts produced to mimic the OEM
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The Insurance Policy

o Appraisal and Arbitration

—
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Appraisal

1.

if you and we fail o agree on the amount of loss, either party may make written
demand for an appraisal;

each party will select an appraiser and notify the other party of each appraiser's
identity within 20 days after the demand is received;

the appraisers will select a competent and impartial umpire;

if the appraiseré are unable lo agree upon an umpire within 15 days after
receiving notice of the identity of the appraisers (Item 2. above), you or we can
ask a judge of a court of record in the county where your residence 1s located to
select an umpire;

the appraisers shall then appraise the loss and submit {o us written reports
stating separately the loss to each item;

if the appraisers' reports are in agreement, we will pay the agreed upon amount;

if the appraisers cannot agree, they will submit reports to the umpire, and we will
pay the amount agreed upon by any two; and

each party will pay the appraiser it has chosen and will pay an equal share of the
expenses for the umpire and all other expenses of the appraisal.




The Insurance Policy

o Additional duties for coverage for damage to your auto

Additional Duties For Coverage For Damage To Your Auto

A person seeking Coverage for Damage To Your Auto must also: _

1. take reasonable steps after loss to protect your covered auto and its equipment
from further loss. We will pay reasonable expenses incurred to do this;

2. promptly nofify the police if your covered auto is stolen; and

3. permit us to inspect and appraise the damaged properly before its repair or
disposal.
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Negotiation Strategies

o Developing negotiation strategies that combine the OEM
Information with general repair

o How the repair information needs to be used to ensure the proper repair
of the vehicle
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Completing the diagnostic procedures
|dentifying the requirements for the repair

Developing repair judgment times if no time is identified in the information
provider estimating platform

Document the requirements electronically for the file
Communicate repair requirements to the technician

As needed, share the information with the insurer or other TPP for payment
relative to vehicle needs
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Negotiation Strategies cont’d

o Documentation and identifying when negotiating is essential in “selling”
the repair plan

o The repair planner may still hear a “no” relative to recognition of what
MUST BE performed even when identified in OEM documentation

o This can come from an insurer not wanting to set a precedent that they
pay for particular operations or that they just refuse because “nobody
else charges for that”

o It's about repairing vehicles correctly not about feelings

o Leveraging the customer and their influence on the insurer as the owner
of the policy may be necessary but sometimes difficult to initiate

* Learning negotiation skills both basic and then advanced will help this process significantly. This includes communicating using
both verbal and with non-verbal including body language and posture.
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Explaining the Vehicle’s Needs

o Information can be used to better explain the need to have all
required operations recognized as essential to the proper repair of
the vehicle. It's very much like a doctor going in to do surgery
without an X-ray or CAT scan. They wouldn’t risk the patient.
Repairers have the same responsibility.

o ldentifying “critical” non-negotiable repair items is key to the repair
planner’s success on behalf of the shop

o Developing examples of prior catastrophic failures of repairs that
weren’t completed in accordance with OEM procedures or by demand
influenced by the direction of insurance personnel

o Proper documentation (no charge items)
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Explaining the Vehicle’s Needs Cont’d

o Proper documentation (no charge items) when in DRP relationships
m It's imperative that all operations are listed on the repair plan

m There can be implications relative to safety, the longevity of the repair and
liability that can be associated with operations that aren’t listed

m The insurer/TPP may not want something documented because it sets a
precedent — concessions for paint and materials are a great example. They
will give a concession but want to make sure that their threshold still appears
on their estimate. That's fine, but there should be good notes about what the
concession is for in the repair plan and final invoice. This protects the shop
especially if the item is a repair critical application.
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Developing a Work File

o Create repair work “files” which detail all repair process steps, the
repair plan, documentation of contacts and conversations

o What is essential repair plan documentation once identified must be
contained in the file to make sure that the shops liability potential is
diminished

o Creating the documentation package
m List ALL conversations
m Create electronic “tracks” for everything that has been done or said
m Use consistent and repeatable processes so that it becomes habit

m Have the discipline to ensure that the processes are followed
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Using Effective Word Tracks

o Develop word tracks which support the repairer in attempts to have
all documented repair procedures properly reimbursed by third
party payers

o They should be created to identify the “risk” that is created not fixing
something correctly according to the OEM requirements

o Using words like “critical” and “potential risk” or “catastrophic failure
potential” are key to the repair planner’s success

o ldentifying the number of times that the situation occurred with the same
insurer/TPP is also important. It helps show intent or a pattern of
behavior which can be measured by outside entities such as an
iInsurance commissioner
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Using Effective Word Tracks Cont’d

o Design templates that provide word tracks for different repair scenarios
so that the shop personnel can be calibrated on positions that they will
take on various situations

m Featheredge, Block and Prime

m Welded panel repair

m Corrosion protection

m Clearcoat Top and Tail

m Structural pre-measuring to establish crash pulse route
m Structural set up

m Pull mapping
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Using Effective Word Tracks Cont’d

o Develop letters, deficiency notices and positions that will be taken for

specific repair opportunities and situations

o These reports identify the opportunities in the insurer estimate and are

custom tailored to the specific deficiencies or omissions
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Deficient Damage Analysis Report
To whom it may concemn [or insert name and insurer when knawn)

Please be advised that we: (pick and use the most appropriate or create a statement that best
fits your circumstance}

Created a damage analysis report also known a5 an estimate which was subsequently
reduced in scope and pricing by your company — representative’s name

Reviewed a damage estimate prepared by your company — adjuster name assigned to
the claim) and after further review of the operations have identified that the estimate of
damages s insufficient ta repair the vehicle to pre-loss condition, appearance and
safety.

Discussed 3 damage estimate with your staff adjuster/appraiser name and were unable
to reach agreement as they neglected ta identify completely all damages that need to
be corrected

Have been contacted by a TPA —Third Party Administrator representing your company
who has decided by reviewing a series of photographs and without actually viewing the
wehicle in person that our charges, operations or procedural repair requirements aren't
appropriate for whatever reason.

9

S

As highly trained collision repair experts, we have determined that the needs of the vehicle
have been carefully identified using industry standards of repair and eriginal equipment
manufacturer required procedures. Your damage estimate is deficient in ane or more areas
wihich will be outlined in this Deficient Damage Analysis Report or DDAR. Furthermore, the
safety, longevity and warranty that are all necessary in restoring the vehicle and the customer
to pre-loss condition for the consumer will be compromised if your recommended repair
estimate is followed, leaving the cansumer’s vehicle in a candition less than it was prior to the
loss.

Itis our responsibility as repair professionals to restore the structural, safety system,
mechanical, and cosmetic visual appearance and functionality of the vehicle. This includes items
that are mandated for performance by the Federal Motor Vehicle Safety Standards known as
FMVSS, such as glass, lighting, braking, fuel system, safety system i.e. airbags, seatbelts and
other mechanical, electrical and electronic systems. As repair experts, we have documentation
and experience with the required procedures that must be followed to restore these systems.
Additionally with a critical eye for detail which is necessary to restore the fit, flush gap and
paint luster and calor match of parts, components and systems we repair. Our damage analysis
report 2lso known as 3 “repair plan” allows for all of these 1o be identified and the proper
methad of repair to be performed within the times we specify, replacement as warranted and
adjustment and/or recalibration as required. Your damage estimate is deficient in doing so.

With that being identified as a problem with your estimate, please review the following areas
that we have determined to be deficient through our expert analysis and provide written proof
that there is either no need to perform what has been identified or your decision to decline to
pay for the necessary repair operations. OUF sUPROMing documentation including original
equipment manufacturer (OEM) repair data, OEM repair requirements and OEM position
statements a5 well as supporting documentation from information providers and GEM
recognized material providers, part manufacturers and vendors is available for your review.

This documentation is used in the formulztion of our comprehensive and complete repair plan
identified for the damages. Also included are the specific areas retrieved from your estimating
system provider P page logic which have been either intentionally or accidently omitted in the
initial estimate you provided to our representative. These include all of the “not included
operations” which are often overlooked in an effort t reduce the cost of repairs. However,
many of which have to be performed to return the vehicle to pre-loss condition

Incustry organizations have gone to exhaustive research ta be sure that these are in fact
necessary and that information has also been identified and included

Identify by line each of the items including shortage in labor
times clearly identified numerically and with detail

Wie will be providing a copy of this Deficient Damage Analysis Report ta aur custamer which il
allow them to have an educated discussion with you about the repair processes and how you
improperly formulated the degree to which their vehicle was damaged and the associated

costs. We are open to discussion about the times that we have identified but certainly not
about required repair procedures. Lack of recognition and proper repair of thes areas could
compromise the vehicle damageability and performance in future losses. As repair
professionals we will not do that and don't Expect that you would want that efther.

We would welcome further dialog with you about the deficiencies identified in your damage
and payment assessments for this vehicle and can be reached at:

Respectiully,




Developing a Long-Term Position

o Create an overall reusable long-term position on requiring third
party payers to properly pay for necessary repairs

o Designing a sustainable set of business practices that will reinforce the
need to be adequately reimbursed for repair processes required for the
proper repair of the vehicle
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Developing a Long-Term Position Cont’d

o Designing a sustainable set of business practices that will reinforce
the need to be adequately reimbursed for repair processes required
for the proper repair of the vehicle

o Sample process flow. The yellowed boxes are where a copy is
made for the file.

Proper
Diagnostic
Procedures
Identified

Print copies of
repair
requirements

Create
Comprehensive
Repair Plan
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=

Complete
Baseline
Diagnostic
Scan

Print copy
of scan results

Access
Portal Data
and
Establish Fees

Access
OEM Repair
Information

Complete
Meticulous
Disassembly

Proper
Damage area
Identification
Direct/Indirect

Complete
diagnostic
measurements
print results

Identify
Repair Steps
Complete Repair
Plan Entries

Identify Part
Processes and

Type

If aftermarket or
remanufactured
validate quality and
FMVSS compliance

Make copies of
compliance seals
or box labels for

the file

Validate
Parts
Mirror
Match
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Developing a Long-Term Position

1. Create an electronic and paper master file for the vehicle being
repaired. This is a file that will accompany the repair order
documentation. All printed copies that follow should be maintained
In this file

2. Complete diagnostic scanning procedures and print a copy of
the initial results. These serve as the baseline diagnostics that
will be used in comparison to the post repair scan to validate
successful repair of damaged systems and or parts.

www.autotraining.net nl




Developing a Long-Term Position

3. Access the specific repair information for the damaged vehicle by VIN
and identify the repair procedures identified by the OEM that address the
areas, parts or systems to be repaired. Print a copy of the OEM
procedures and position statements.

4. Complete a detailed comprehensive repair plan using the identified repair
procedures required by the OEM. This should include the diagnostic
measurements for structural damage and any criteria for repair or
replacement. Print a copy of the pre-structural realignment
measurements.
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Developing a Long-Term Position Cont’d

5. ldentify any part programs, part types and procedures. These should be very
limited given the OEM position statements on the use of alternative parts.
Print a copy of any position statements relative to these parts for the

file.

6. If using alternative parts in accordance with any policy provisions provided by
the insurer be sure they have documentation and are validated as meeting
the FMVSS testing requirements post OEM manufacturing. This is critical on
remanufactured parts. Copy any seals or indicators of compliance for the

file.
(F MVSS 108 Standard No. 108: Lamps, Reflective Devices, and Associated Equipment
Example) Scope and Purpose:

This standard specifies requirements for original and replacement lamps, reflective devices, and
associated equipment. The purpose of this standard is to reduce traffic accidents and deaths and

8‘6%‘\,2‘::2:’;?: Sulde injuries resulting from traffic accidents, by providing adequate illumination of the roadway, and
Federal Motor Vehicle by enhancing the conspicuity of motor vehicles on the public roads so that their presence 1s
g"’f"’y Standards and perceived and their signals understood, both in daylight and in darkness or other conditions of
egulations oy -
reduced visibility.
Application:

(a) Passenger cars, multipurpose passenger vehicles, trucks, buses, trailers, (except pole
trailers and trailer converter dollies), and motorcycles

(b) Retroreflective sheeting and reflex reflectors

(c) Replacement lamps, reflective devices, and associated equipment

https://www.nhtsa.gov/sites/nhtsa.dot.gov/files/fmvss-quickrefguide-hs811439. pdf
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Developing a Long-Term Position Cont’d

(FMVSS
108 Standard No. 108: Lamps, Reflective Devices, and Associated Equipment
Example) Scope and Purpose:

Thus standard spectfies requirements for oruginal and replacement lamps, reflective devices, and
‘ ‘ assoctated equipment. The purpose of this standard 1 to reduce traffic accidents and deaths and
334%“@?55??5 0 juris resulting fom traffic aceidents, by providing adequate ilumination of the roadvay, and
FoderalMotorVehicle | by enhancing the conspicuity of motor vehicles on the public roads so that ther presence is
::i:m’n"sd“rds | perceived and thei signals understood, both in daylight and in darkness or other conditions of
reduced vistbilty.

Application:

(2) Passenger cars, multipurpose passener vehicles, trucks, buses, tratlers, (except pole

tratlers and tratler converter dollies), and moforcycles
(b) Retroreflective sheeting and reflex reflectors
(c) Replacement lamps, reflective devices, and associated equipment

https;//wwwnhtsa.gov/sites/nhtsa.dot gov/files/fmuss-quickrefquide-hs811439pdf

O Repaired parts are required to meet the
performance expectations of the new
undamaged part (ask if they do) ot

DOT

ASI DOT D0
[ [] L]

naTiSer

Al P cwrpkaten

O Repairs need to meet the original Federal Motor Vehicle

. Safety Standards
requirements of the FMVSS (FMVSS)
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Developing a Long-Term Position Cont’d

7. Share the information with the “interested parties” in the claim process
and set repair expectations. This includes repair requirements, validation
measurements and scanning results that have validate the repair
positions taken. The documentation that has been collected to this point,
five pieces in total, should be shared to eliminate questions relative to
repair methodology.

8. Inthe event that there is a difference of opinion or a contrary position
taken relative to the proper repair sequence, parts or procedures the
information identified in this presentation will support the repair facility
efforts to clarify positions needed to repair the vehicle properly.
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Developing a Long-Term Position Cont’d

When working with an insurer
generated “estimate” it has to
be recognized that these
“estimates” are woefully
inadequate to repair the vehicle
properly. Creating a Deficient
Damage Analysis Report or
DAR will provide the differences
in what is presented by the
insurer and what will actually
repair it properly (blue print or
repair plan). A copy of this
letter should be generated,
copied and shared with the
vehicle owner and the
insurer.
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beﬁciem Damage Analysis Report
Towhom it may concern (or insert name and insurer when known)

Please be advised that we: (pick and use the most appropriate or Create a statement that best
fits your circumstance)

1. Created a damage analysis report also known as an estimate which was subsequently
reduced in scope and pricing by your company - representative’s name

Reviewed a damage estimate prepared by your company — adjuster name assigned to
the claim) and after further review of the operations have identified that the estimate of
damages is insufficient to repair the vehicle to pre-loss condition, appearance and
safety.

Discussed a damage estimate with your staff adjuster/appraiser name and were unable
to reach agreement as they neglected to identify completely all damages that need to
be corrected

Have been contacted by a TPA - Third Party Administrator representing your company
who has decided by reviewing a series of photographs and without actually viewing the
wehicle in person that our charges, cperations or procedural repair requirements aren't
appropriate for whatever reason.

=

w

S

As highly trained collision repair experts, we have determined that the needs of the vehicle
have been carefully identified using industry standards of repair and original equipment
manufacturer reguired procedures. Your damage estimate is deficient in one or more areas
‘which will be outlined in this Deficient Damage Analysis Report or DDAR. Furthermore, the
safety, longevity and warranty that are all necessary in restoring the vehicle and the customer
o pre-loss condition for the consumer will be compromised if your recommended repair
estimate is followed, leaving the consumer’s vehicle in a condition less than it was prior to the
loss.

Itis our responsibility as repair professionals to restore the structural, safety system,
mechanical, and cosmetic visual appearance and functionality of the vehicle. This includes items
that are mandated for performance by the Federal Motor Vehicle Safety Standards known as
FMVSS, such as glass, lighting, braking, fuel system, safety system i.e. airbags, seathelts and
«ather mechanical, electrical and electronic systems. As repair experts, we have documentation
and experience with the required procedures that must be followed to restore these systams.
Additionally with a critical eye for detail which is necessary to restore the fit, flush gap and
paint luster and caler match of parts, components and systems we repair. Our damage analysis
repaort also known as a “repair plan” allows for all of these to be identified and the proper
methed of repair to be performed within the times we specify, replacement as warranted and
adjustment and,or recalibration as required. Your damage estimate is deficient in doing so.

With that being identified as 2 problem with your estimate, please review the following areas
that we have determined to be deficient through our expert analysis and provide written proof

that there is either no need to perform what has been identified or your dedision to decline to
pay for the necessary repair operations. Qur supporting documentation including original
eguipment manufacturer {OEM) repair data, OEM repair requirements and OEM position
statements as well 35 supporting documentation from infarmation providers and OEM
recognized material providers, part manufacturers and vendors is available for your review.

This decumentation is used in the formulation of our comprehensive and complete repair plan
identified for the damages. Also included are the specific areas retrieved from your estimating
system provider P page logic which have been either intentionally or accidenthy omitted in the
initial estimate you provided to our representative. These include all of the “not included
operations” which are often overlooked in an effort to reduce the cost of repairs. However,
many of which have to be performed to return the vehicle to pre-loss condition.

Industry organizations have gone to exhaustive research to be sure that these are in fact
necessary and that information has also been identified and included.

Identify by line each of the items including shortage in labor
times clearly identified numerically and with detail

We will be providing a copy of this Deficient Damage Analysis Report to our customer which will
allow them to have an educated discussion with you about the repair processes and how you
improperly formulated the degree to which their vehicle was damaged and the associated
costs. We are open to discussion about the times that we have identified but certainly not
about required repair procedures. Lack of recognition and proper repair of these areas could
compr hicle ility and & in future losses. As repair
professionals we will not de that and don't expect that you would want that either.

We would welceme further dialog with you about the deficiencies identified in your damage
and payment assessments for this vehicle and can be reached at:

Respectiully,




Closing Statement

o The repair shop must be protected from adverse decisions made
that can compromise repair integrity, safety, quality and that can
create predatory pricing by TPP entities

o Information relative to the required repair procedures repair steps,
parts, and other factors must now be collected and used by
repairers to validate their positions

o Care must be taken so that the relevant information is researched,
copied and placed with the repair file so that there are no questions
as to the repair methodology required and executed by the repairer

Thank you!

Keith Manich
ATI Collison Director

www.autotraining.net




