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The Changing Role of the Repairer

 The complexity of the rapidly changing repair processes require that 

repairers perform “repair due diligence” prior to writing their repair 

plan 

 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. 

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
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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. 

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:

 Identification of information that will be necessary to validate the 

repair procedures required to repair vehicles to OEM required 

specifications

 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

 Improving product knowledge of the insurance policy and what is 

and isn’t covered in the repairers state

 Basic negotiation steps required to prepare documentation for 

potential discussions and negotiations 
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Repair Complexity

 Increasing repair complexities are 
requiring that the repair planner to 
identify and document all 
applicable repair procedures to 
establish the “rules for the repair” 

 These rules are OEM identified 
repair procedures that if not 
completed properly will 
compromise the integrity of the 
repair including but not limited to 
structural, mechanical, safety, 
electronic and electrical systems. 
Additionally the fit, finish and 
longevity of the repair if not using 
quality paint, materials and parts

 The quality control process then 
ensures that the repairs have 
been completed properly using 
repair quality checklists

Multi-level

Repair Authorization Form

5 Initial locations and 

1 Signature
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Repair Position Concerns

 Identify how to use that identified data in the repair plan 

including but not limited to the repair position statements

 Identify the types of information that is available and the relevance of 

that data in repair planning

 Other positions taken by the OEM and the need to use it versus what 

insurers or TPPs specify

 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
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Repair Position Concerns

 Taking a stand on proper repairs

 Information is the highest priority item for the repairer to establish

 Repairers must push back on attempts by third party payers not to pay 

what is owed relative to using and conducting proper repair processes

 “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 
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Repair Position Concerns

 Threats and intimidation

 Must be met with providing the vehicle needs as determined by the OEMs 

with the vehicle owner, your customer

 Share the information and provide them with the documentation

 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

 Don’t let the bully win!

Image: familyfriendpoems.com

Bullying is unwanted, aggressive behavior among 
school aged children that involves a real or 
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 

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
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Repair Position Statements

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

the vehicle

 OEM or OEM endorsed repair procedures only

 Electronics and safety systems (position statements)

 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

 These steps Must Be identified by the repair planner during 

disassembly
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Scanning must be completed

Repair Complexity
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Identifying the proper repair 
procedures

 Structural versus non-structural

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

 Adhesives

 Welding

 Calibration processes

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

Repair Complexity
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Repair Complexity
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Repair Complexity

“25 Miles of Wiring”
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 Illustrate the various locations 

which act as portals to the 

repair information

 Identify the various source 

information portals

 What are the differences with 

OEM direct information 

versus information found on 

the portals

 What criteria is used to 

determine which is either 

appropriate or not

Information Portals
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Identifying the steps
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Identifying the steps
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The Insurance Policy

 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

 This information may be used against the repairer even though the 

repairer has absolutely no obligation to work with the insurer

◼ Actual Cash Value

◼ Limits of liability

◼ Duties In the event of 

a loss
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The Insurance Policy

 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



www.AutoTraining.net
www.autotraining.net

www.AutoTraining.net
www.autotraining.netwww.autotraining.netwww.autotraining.net

The Insurance Policy

 What is covered?

 What is excluded?

 What is the limit of the coverage?
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The Insurance Policy

 The insuring agreement identifies what the insurance policy covers 

unless specifically excluded
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The Insurance Policy

 Exclusions
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The Insurance Policy

 Exclusions
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The insurance Policy

 Limits of Liability
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The Insurance Policy

 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
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The Insurance Policy

 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

 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

 This should NEVER be the responsibility of the repairer since they 

have NO responsibility to the insurance policy

 The sample policy makes no reference to the replacement of OEM 

parts with counterfeit parts produced to mimic the OEM



www.AutoTraining.net
www.autotraining.net

www.AutoTraining.net
www.autotraining.netwww.autotraining.netwww.autotraining.net

The Insurance Policy

 Appraisal and Arbitration  
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The Insurance Policy

 Additional duties for coverage for damage to your auto  
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Negotiation Strategies

 Developing negotiation strategies that combine the OEM 

information with general repair 

 How the repair information needs to be used to ensure the proper repair 

of the vehicle 

◼ Completing the diagnostic procedures

◼ Identifying 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

 Documentation and identifying when negotiating is essential in “selling” 

the repair plan

 The repair planner may still hear a “no” relative to recognition of what 

MUST BE performed even when identified in OEM documentation

 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”

 It’s about repairing vehicles correctly not about feelings

 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

 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.  

 Identifying “critical” non-negotiable repair items is key to the repair 

planner’s success on behalf of the shop

 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 

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

 Proper documentation (no charge items) when in DRP relationships

◼ It’s imperative that all operations are listed on the repair plan

◼ There can be implications relative to safety, the longevity of the repair and 

liability that can be associated with operations that aren’t listed

◼ 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

 Create repair work “files” which detail all repair process steps, the 

repair plan, documentation of contacts and conversations 

 What is essential repair plan documentation once identified must be 

contained in the file to make sure that the shops liability potential is 

diminished

 Creating the documentation package

◼ List ALL conversations 

◼ Create electronic “tracks” for everything that has been done or said

◼ Use consistent and repeatable processes so that it becomes habit

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

 Develop word tracks which support the repairer in attempts to have 

all documented repair procedures properly reimbursed by third 

party payers

 They should be created to identify the “risk” that is created not fixing 

something correctly according to the OEM requirements

 Using words like “critical” and “potential risk” or “catastrophic failure 

potential” are key to the repair planner’s success 

 Identifying 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 

insurance commissioner 
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Using Effective Word Tracks Cont’d

 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

◼ Featheredge, Block and Prime

◼ Welded panel repair

◼ Corrosion protection

◼ Clearcoat Top and Tail

◼ Structural pre-measuring to establish crash pulse route

◼ Structural set up

◼ Pull mapping
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Using Effective Word Tracks Cont’d

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

specific repair opportunities and situations

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

custom tailored to the specific deficiencies or omissions 
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Developing a Long-Term Position

 Create an overall reusable long-term position on requiring third 

party payers to properly pay for necessary repairs

 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

 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

 Sample process flow. The yellowed boxes are where a copy is 

made for the file.

Complete

Meticulous

Disassembly

Proper

Diagnostic 

Procedures

Identified

Access

OEM Repair

Information

Access

Portal Data 

and 

Establish Fees

Complete

diagnostic

measurements

print results

Proper

Damage area 

Identification

Direct/Indirect

Identify

Repair Steps

Complete Repair

Plan Entries

Create 

Comprehensive 

Repair Plan

Identify Part 

Processes and 

Type 

Make copies of 

compliance seals 

or box labels for 

the file

Validate

Parts

Mirror

Match

Print copies of

repair 

requirements

Complete

Baseline

Diagnostic

Scan

Print copy

of scan results

If aftermarket or 

remanufactured  

validate quality and 

FMVSS compliance
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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.
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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. Identify 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. 

(FMVSS 108 

Example)
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Developing a Long-Term Position Cont’d

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

 Repairs need to meet the original 
requirements of the FMVSS

(FMVSS 

108 

Example)
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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. In the 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

9. 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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Thank you!

Thank you!

Keith Manich 

ATI Collison Director

Closing Statement

 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

 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

 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 


