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Background

Late payments by insurers to body repairers for smash repairs have been an issue for some years now.  VACC started a campaign in 2000 to help its members to fight against this industry-wide problem.  It has now been acknowledged by insurance and Government bodies that a delay in payment of an invoice causes a lot of strive to small business owners.  The unpredictability of insurers with regard to payment leaves the small business owner in a position where they have difficulties managing their cash flow.  They themselves are expected to pay their debtors in good time and also have obligations to comply with Government regulations such as GST payments.

The collection of data about the payment habits of insurers has been crucial in proving evidence that indeed some insurers take in excess of 90 days to settle payments.  This is unacceptable and, provided that all paperwork is in order, there is no reason why body repairers couldn’t be paid within 30 days at the most.

In the UK and Europe, legislation is already in place to apply penalties for the late payment of commercial debts.  This initiative is aimed at helping small and medium sized businesses to combat unfair commercial terms.  The UK’s Late Payment of Commercial Debts (Interest) Act 1998 was amended to incorporate the benefits of a new European legislation referred to as the EC Directive, 2000/35/EC.  Under the amended Late Payment of Commercial Debts Act, UK businesses are able to claim reasonable debt recovery costs and will benefit from the simplification of the calculation of statutory interest. Additionally, bodies representing small and medium-sized enterprises, such as the Federation of Small Businesses, will have the right to challenge grossly unfair contract terms used by purchasers, which may affect the ability to recover late payment interest

In November 2002, Senator Stephen Conroy released a draft Private Members Bill – the Late Payment of Commercial Debts (Interest) Bill 2002 – to crackdown on late payments by big business and government customers to their small business suppliers.  The Bill will ensure that where payment is late, i.e. over 30 days, big business and government will have to pay interest to their small business supplier on the overdue amount.  Some 100 small businesses have received a copy of the draft for review before the introduction into parliament.

It is essential that this Bill will be introduced into Parliament, as it will show the Government’s commitment to assist small business to operate in a fair trading environment.

Summary of Results

In one of VACC’s earlier surveys (“Payments by Insurers” – August 2001), almost 10% of respondents indicated that they used factoring agents for their insurance invoices.  The percentage of respondents using these agents has increased since then.  A survey in March 2002 showed that about 15% were factoring invoices.  In this survey, around 14% of respondents indicated that they are using factoring agents.

Observation about payment of claims for varying amounts:

· “Payments of lower (smaller) accounts turn up before the bigger accounts, even though the smaller accounts were sent a month after the big ones.”

Insurers included in the Survey

The following insurance companies were included in the survey:

· AAMI, Australian Alliance, Australian Pensioners, Sun Royal
· Allianz, HIH, CIC, FAI, WMG
· GIO, Sun Corp
· Ansvar

· Catholic Church

· CGU, VACC Insurance

· Swann

· HBA

· Elders

· Guild Insurance

· Lumleys

· QBE, Mercantile Mutual

· RACV/NRMA

· Ready Plan

· Wesfarmers

· Western QBE

· Zurich

Location of Businesses

The graph below shows the location of businesses that participated in the survey.  Respondents indicated whether they were located in the metropolitan area or from rural areas.  64% of the respondents’ businesses are located in the metropolitan area and the remaining 36% of businesses are located in the rural areas of Victoria.
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Payments within 0 to 21 days

Respondents were asked to indicate for each insurer that they were dealing with, what percentage of all payments by this insurer were made within 0-21 days.   Respondents were asked to restrict their answers to the last three months.

AAMI was once again the insurer that performed best in this category.  Respondents indicated that AAMI made around 47% of their payments to repairers within 21 days.  Catholic’s percentage of payments in this timeframe was 42%, while QBE paid 31% of their invoices.

RACV has improved dramatically from the previous surveys.  The survey found that 31% of its payments were made within 21 days.  That is indeed good progress!

CGU had the lowest percentage of payments made within 21 days.  According to respondents; only 9% of payments were made within this timeframe.
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	Insurer
	%

	AAMI 
	46.6

	Catholic 
	42.4

	QBE 
	31.4

	RACV 
	30.9

	Swann 
	29.6

	Guild 
	28.6

	Ready 
	27.5

	Elders 
	26.5

	Western 
	25.1

	Wesfarmers 
	22.4

	Zurich 
	21.2

	GIO 
	19.8

	Allianz 
	14.0

	HBA 
	12.9

	Lumley 
	12.9

	Ansvar 
	12.7

	CGU 
	9.1


Payments within 22 to 40 days

Respondents were asked to indicate for each insurer that they were dealing with, what percentage of all payments by this insurer were made within 22-40 days.
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Guild, HBA and Swann made the highest percentage of payments within 40 days.  The total was 56% for Guild, 54% for HBA and 52% for Swann’s payments.

RACV’s percentage of payments within 40 days was at 45%, AAMI made 37% and Ready Plan 33% of their payments.  Most other insurers made about half of their payments within 40 days.

	Insurer
	%

	Guild 
	56.4

	HBA 
	54.5

	Swann 
	51.9

	Lumley 
	51.6

	Western 
	50.2

	Ansvar 
	49.8

	QBE 
	49.2

	Wesfarmers 
	48.5

	Zurich 
	48.4

	GIO
	48.2

	Catholic 
	48.1

	Allianz 
	47.5

	Elders 
	47.4

	CGU 
	46.1

	RACV 
	45.4

	AAMI 
	37.5

	Ready 
	33.1


Payments within 41 to 60 days

Respondents were asked to indicate for each insurer that they were dealing with, what percentage of all payments by this insurer were made within 41-60 days.   Respondents were asked to restrict their answers to the last three months.

Ready Plan, CGU, HBA and Lumleys had the highest percentage of payments made between 41 and 60 days.  Almost a quarter of all payments by these insurers were made within 60 days.  Not a very good performance!  

RACV, Guild, AAMI and Catholic Church had the lowest percentage of payments made within this timeframe.  AAMI has also had the lowest percentage in this category in the past survey.
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	Insurer
	%

	Ready 
	33.1

	CGU 
	31.3

	HBA 
	25.2

	Lumley 
	24.7

	GIO 
	23.2

	Allianz 
	22.7

	Western  
	22.4

	Zurich  
	20.4

	Elders 
	20.1

	Wesfarmers  
	18.7

	Swann 
	18.5

	Ansvar 
	18.0

	QBE 
	15.7

	RACV 
	15.7

	Guild 
	11.4

	AAMI 
	10.6

	Catholic 
	5.7


Payments beyond 60 days

Respondents were asked to indicate for each insurer that they were dealing with, what percentage of all payments by this insurer were made beyond 60 days.   Respondents were asked to restrict their answers to the last three months.

Ansvar, Allianz, CGU and Lumleys had the highest percentage of payments beyond 60 days.  This is a very poor performance and must be taken very seriously by the insurers in question.

Guild, Western and Swann performed well in this category – they had the lowest percentage of payments in this category.
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	Insurer
	%

	Ansvar 
	19.5

	Allianz 
	15.8

	CGU 
	13.6

	Lumley 
	10.8

	Wesfarm 
	10.4

	Zurich 
	10.0

	GIO 
	8.8

	RACV 
	8.0

	HBA 
	7.4

	Ready 
	6.3

	Elders 
	6.1

	AAMI 
	5.3

	Catholic 
	3.8

	QBE 
	3.7

	Guild 
	3.6

	Western 
	2.4

	Swann 
	0.0


Factoring of Invoices

The survey contained a question for respondents to indicate whether they were using a factoring agent to obtain payment from the listed insurers.  The list below shows that between 6% and 21% of respondents used a factoring agent for the various insurers.  Catholic Church was the insurer where the least respondents received payments via a factoring agent.  Around 20% of respondent used a factoring agent for RACV, CGU, Allianz, GIO and AAMI.

Some respondents commented that they would not use a factoring agent if the insurers paid within 21 to 30 days.  Most of those that used factoring agents said that this was necessary in order to maintain a steady cash flow.  Respondents also said that factoring of invoices was particularly important for large invoices even though this costs small business between 3 and 5 % of the invoice.  Especially when BAS payments are due, they felt that it was necessary to resort to factoring agents.
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Factoring of invoices by insurers as a percentage of total factoring
	AAMI 
	8.6%

	GIO
	8.6%

	CGU 
	8.4%

	Allianz 
	8.4%

	RACV
	8.1%

	QBE
	7.1%

	Lumley 
	6.9%

	Zurich 
	6.1%

	Western
	5.8%

	Wesfarmers 
	5.1%

	Elders 
	5.1%

	Swann 
	4.3%

	Ready 
	4.3%

	Ansvar 
	3.8%

	Guild 
	3.6%

	Factor
	3.3%

	Catholic
	2.5%

	Total
	100.0%


Payments when Supps are attached to Original Quote/Invoice

Respondent were asked to indicate which insurers were the slowest in settling final payment if a supp was attached to an original invoice.  Supplementary assessments are usually additional repairs/parts that are attached to an original quote.  These may become necessary due to unforeseen damage and for additional parts that may be required but were not included in the original quote/assessment.  According to respondents supps are delaying the payment process dramatically even if they were authorised.

The insurers that performed worst in this category were CGU, RACV and AAMI, with 24%, 23% and 13% of respondents respectively nominating them as the slowest payers.  Australian Alliance, Elders and Wesfarmers were nominated by the fewest respondents as being bad with supps payments.
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Reasons for delays in payments

Respondents were asked what reasons/explanations they were given when they followed up with insurers about delays in payments.  The majority of respondent, 63%, said that the excuses usually were that “the file wasn’t at hand”, “the file was lost” (46%) and other explanations as listed below (43%).  Incomplete paperwork was mentioned by a quarter of respondents and 23 % mentioned that “recent mergers caused problems.  

Staff shortages accounted for 18% of the explanations given by insurers for delays in payments and 6% said that the claim wasn’t registered.  Ten per cent of respondents said that they don’t usually follow on payments up with insurers.
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Other reasons and excuses used by insurers for delays in payments:

· Invoices have not been received or are lost.

· Too many staff dealing with one claim – lack of consistency and knowledge.

· Assessors delaying process

· File sent to wrong branch

· Claims officer on leave

· Computer systems down

· Excess not paid by 3rd party

· File already closed.  Supplementary payment has been overlooked.

· “I will call you back.” – It never happens.

· Claim not in the system.

In summary, the explanations given are a sign of poor customer service, inadequate staff training, high staff turnover and unreliable systems.  Insurers must address these issues, as they are unacceptable to small business and consumers.

Realistic timeframe for payments

Repairers were asked what they thought to be a realistic timeframe for receiving payments from an insurer for completed work.   Some respondents had “ambitious” expectations – almost 8% thought that invoices should be paid within 7 days ( up from 5% in the last survey).

Almost 90% felt that they should be paid between “up to 14 days” and “up to 30 days”.  It seems that payment within 2 to 3 weeks would be acceptable to most repairers and even up to 4 weeks should be the target the insurers that are currently exceeding this timeframe should aim for.

Only 4% of respondents found payment timeframes of up to 60 days realistic.  No respondent thought that 90 days were acceptable, yet on average, 8% of payments are made within this timeframe.
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Improvements over the past three months

Respondents were asked to nominate insurers that, in their opinion, improved the timeframe in which they were paying.  The answers reflect improvements that occurred over the past three months.

RACV was nominated by the most respondents (27%) as having improved its payment timeframe.  AAMI also received almost 27% of the votes for improvement and CGU was nominated by almost 13%.  Ten per cent of respondents felt that GIO had improved over the past three months.  All remaining insurers received less than 10% of the respondents’ votes.
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Insurers’ badges or signs held by BRD members

BRD members were asked to list which insurers’ badges or signs they held.  Almost 27% of respondents indicated that they held AAMI badges or signs.  24% held RACV badges or signs and 17% held CGU ones.  14% said that they held GIO badges or signs.  Motorcare, Sun Alliance and Wesfarmers badges were held by the fewest respondents.
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 Some respondents indicated that they did not hold any badges because this was a practice that was against their beliefs.  Comments were made that these very badges were used against body repairers in billing tactics, such as the setting of hourly rates, by threatening to take them off the repairers.  Other respondents said that they did not want to show any favouritism to any insurer but used the VACC scheme to guarantee their work.

BRD Members’ Comments

The best and the worst:

“Allianz would have to be the worst insurer to deal with!”

“CGU - from bad to worse.”

“CGU has improved the most. Every other company is now fairly swift in payment.”

“It's quite funny to see that the insurer that we as an industry have fought with and despised for so many years, is actually the best payer by far. Our own industry insurer has always been the worst and since joining CGU they have gotten worse.”

Using factoring agents to manage cash flow:

“If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges.”

“Factor everything due to necessity of cash flow. No idea who pays in what time frame.”

“Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid.”

“I factor all my invoices so I do not know which is slow or otherwise.”

“Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame.  Unfortunately the use of factoring has become necessary to enable steady cash flow.”

“Small claims <$1000 payment ok; over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.”

“The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.”

Applying penalties to late payments:

“If an insurance company fails to pay within 30 days then finance charges should be able to be added to the account - (we are not in the finance/free loans sector).”

“60 days & over should be a charge of 20% on invoices”

“I have been chasing up payment from Lumleys insurance for the past 3 months. Excuses that cheque comes from Sydney. - Please send out copy of tax invoice again!  Late payers should pay a fee.”

Delays on larger invoices/claims:

“AAMI are exceptional quick, its terrific.  However, when you have jobs worth in excess $10,000, this seems to prolong the payment process. Which makes it difficult, especially when we have already paid for the parts.”

“AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long and frustration process.”

[Re CGU]: “It also seems the larger the payment due, the more complications involved with the file. Very frustrating to deal with!”

Towing-out practices and preferred repairer systems:

“AAMI the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?”

“I am sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place for these unnecessary and very inappropriate practices.”

The use insurers’ badges and signs:
“Authorised repairer for majority of companies, we show no favouritism to any company, therefore do not display any signs.”

“We do not run any insurance companies’ signs, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asset their car.”

“We don’t and will not run any insurance badges as we do not want to be dictated to.  We guarantee our own work using the VACC scheme. We stand on our own credibility.”

Hourly rates:
“Hour labour and paint far too low.”

“Hourly rates must increase to cover normal running cost eg. Power, gas, shire charges, wages, Superannuation and WorkCare.”

“MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?”

Direct credit system:

“The direct credit system of payment we find works well and cuts down mail and cheque drawing delays.”

Other issues

“Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.”

 “Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelling the country to eventually get nowhere. $23 per hour - ABSOLUTELY RIDICULOUS - SHOULD BE AT LEAST $35 PER HOUR. Increasing in line with CPI.”

“Insurances companies never follow anything up themselves, they wait until you final notice them and threaten legal action.”

“It seems some insurance companies are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a computer that can do the job.  We are the only panel shop within 1 hours travelling but they still insist on the insured to get 2 quotes most times they are stressed enough with out this problem.”

“Note. How many times has Ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 - makes a lot of money!”

“Only crash repairer in town-we have no trouble with any except for Lumleys who has a minimum hr rate then also apply a 5% discount overall.  We will not be repairing their repairs until they change.  If all insurance companies paid within 14 days we would not use a factoring company.”

“Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.”

“Ringing each month for payment of invoice costs money & time.”

“They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.”

“We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.”

“We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days.”
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		4				80		10		9		1		100				90		10						100				100								100																												100								100																100								100				100								100																				100				100				100								100				90		10						100																100								100				100								100				100								100				AAMI/CGU								1												Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.		3,4		CGU								VACC		AAMI

		5						100						100						100						100																																										100						100								100				100						100						100																																																				60		40						100																														60		40				100																CGU								1		1				1		1		1		invoice not received although sometimes have faxed copies of same invoice 3 times		2		RACV								VACC

		6		2				90		10				100										100		100				90		10						100																		100						100						90		10				100																														100						100																				100				100						50		50				100				10				70		20		100																		100						100						80		20				100				100								100				RACV								1										1		file still on assesors desk		4		AAMI								RACV												Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		7		1		10		50		40				100		1				70				30		100		1				20				80		100		1												1												1		80		20						100		1												1												1												1												1												1												1				50		50				100		1												1												1												1		100								100		1								1		1										1				2		ZURICH		CGU		ALLIANZ		ROYALSON		CGU

		8		1												1												1												1				70		30				100																										1																																				1												1				100						100						100						100						90		10				100														1				90		10				100						90		10				100						90		10				100				CGU		AAMI						1												none given		1		QBE/MERCANTILE		LUMLEY		RACV/NRMA				RACV/NRMA		CGU		ALLIANZ		ZURICH

		9		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1						4

		10		1				80		20				100																				80		20		100																														80		20				100																																																																												50		50						100																														100						100																AAMI								1								1						2		RACV								RACV

		11		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1				file is in parts pricing, perosn dealing with calim has left the company or on holidays		4

		12		1		10		80		5		5		100						50		50				100				25		75						100						50		50				100						50		50				100								50		50		100																																																																		50		50				100				10		80		10				100																																										100						100				CGU		ALLAINZ		RACV				1		1				1		1						3		RACV		AAMI		GIO		ZURICH

		13		1		60				40				100				100								100				30		70						100				60		40						100				60		40						100				100								100				20		80						100				50		50						100				50		50						100				40		60						100				40		60						100				40		60						100				30		70						100				50		50						100																																																1						1								1		AAMI		SUN ROYAL		ALLIANZ		PENSIONERS		AAMI		RACV		NSA		ALLIANZ

		14		1		75						25		100																		100						100																																50		50		100																												100								100				100								100						100						100				60						40		100				100								100																												100								100						100						100				AAMI										1												2

		15		2		100								100														1												1																												50		50				100		1																																				1																								1				100						100		1				100						100		1																																								50		50				100		1		LUMELYS		CGU						1												claim officer on leave, file sent to wrong branch		3		RACV/IMA		CGU						CGU		AAMI		GIO		SUNROYAL						Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		16						40		40		20		100						40		40		20		100						40		40		20		100																														40		50		10		100																																																								80		20		100																		20		40		40		100																				80		20		100						20		60		20		100						20		60		20		100				RACV		PRESTIGE		CGU				1										1				3

		17		1				100						100		1		40		60						100		1		10		30		60				100		1																100						100		1				30		70				100																		100						100																																45		55		100				70		30						100				35		30		35				100				100								100																		30		70				100																LUMLEY		ALLIANZ						1										1				2		CGU/ALLIANZ								VACC												I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		18		1				100						100																																																																																																																																																																																																				AAMI								1										1				3		AAMI								AAMI												NO!

		19		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		GIO																				Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.		4																						WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		20		1												1												1												1												1																								1																																																1												1												1												1												1																								1												1										1				1										2		RACV								RACV

		21		2		75		10		10		5		100				5		75		15		5		100				20		75		5				100																100								100				10		10		75		5		100																												80		20						100																50		50						100				90		10						100				25		50		15		10		100																100								100				90		10						100				90		10						100				RACV/NRMA		AAMI		CGU				1		1						1				Havent received account		3		AAMI		RACV/NRMA		GIO		ELDEN

		22		2												1		100								100														1																																				1												1																100						100																										1												1												1																								1																								1																								2																						Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		23		1				50		50				100						100						100								100				100																																100				100																																																																		100						100						100						100																														100						100						100						100				RACV		AAMI		GIO				1						1		1				Assessor not submitting file after 30 days		2		HOTLINE		IMA		AAMI		GIO														When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		24		1		50		50						100								100				100				90		10						100																												29		43		14		14		100																33		67						100																												50		50						100																		58		42				100																														100						100				100								100				RACV/NRMA		CGU/VACC		ALLIANZ						1				1		1				RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date		3		GIO								GIO												We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		25		2		100								100						100						100						100						100																														100						100																												100								100																		100						100				100								100						95		3		2		100																		100						100						100						100						100						100				NRMA								1										1				3		CGU		RACV/NRMA						IMA/RACV		GIO

		26		1																																																																																																																																																																																																														RACV		CGU						1												FILED AWAY		4		ALLIANZ		CGU		RACV

		27		2				80		20				100								80		20		100						60		40				100																														20		80				100																																																						60		20		20		100						60		20		20		100				40		30		20		10		100																		80		10		10		100																		80		10		10		100				GIO		LUMLEYS		WESTFARMERS				1								1		1				1		AAMI		AUST PENSIONERS		RACV				RACV		AAMI

		28		1		50		40		10				100				50		50						100				33		67						100																														50		50				100																		100						100										100		100				50						50		100										100		100				100								100				60		40						100				100								100						100						100				100								100										100		100												1														3		IMA

		29		1		100								100																100								100																80		20						100																												50		50						100				80		20						100																100								100				100								100				80		20						100																												100								100				80		20						100												1								1		1				2,4		AAMI								VACC		GIO		RACV

		30		1		40		50		7		3		100																																																						20		80				100																																																																														90		10				100																																																				CGU								1		1										invoice not received		2		royal		racv						AAMI												AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		31		2				80		20				100						100						100						80		20				100		1																																				1																												80																								80						80						80		20				100														1																								1												1												1		RACV/NRMA		AAMI		ZURICH				1		1				1				1		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT		3		AAMI		CGU		WESFARMERS		GIO		VACC												It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		32		1		90				10				100				10		50		40				100				50		50						100						50				50		100																30		65		5				100				100								100																																								33		67						100																20		70		5		5		100																												100								100				100								100				CGU								1		1								1		File returned to assessors faxed copies not received incorrect claim number given by assessors		4		VACC		RACV						RACV/IMA		CGU

		33		2												1												1		100								100		1												1																		100				100		1																																				1																								1		100								100		1												1																100						100		1												1				100						100		1																						Generally no explanations most process cheque quickly if paper work is complete		1,2		GIO		QBE																		We factor most of our invoices as we require payment in 2-7 days

		34		2		50						50		100						75				25		100				80		20						100																																																																				100				100																						100		100				100								100				75		25						100																				100				100																100								100				AAMI		RACV				1										1						2		RACV		GIO

		35		1		100								100		1		100								100																																										100						100																																																																		100						100						100						100		1																100						100						100						100																RACV		AAMI						1		1												4		AAMI		RACV		ALLIANZ				AAMI

		36		2				100						100								10		90		100						100						100										100		100																				100				100																		90		10				100						20		80				100																		20		80				100						50		50				100				20		80						100				10		80		10				100								5		95		100																						100		100				IMA		ALLIANZ		AAMI				1		1						1		1		Amounts vary - need/waiting on assessor		4		IMA		AAMI						AAMI												Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		37		1						100				100						100						100								100				100																														30		70				100																																																																100								100				50		30		20				100																														100						100						100						100				RACV		AAMI		CGU				1												Blame assessors for incomplete work		3		cgu		racv

		38		1		60		20		20				100		1												1																								1																								1												1												1												1												1												1												1		80		20						100														1												1												1												1		ALLIANZ		CGU						1										1		Invoice ot received pls fax or send again		2		RACV								RACV		GIO		CGU		CGU/VACC

		39		2												1												1												1																																				1																																				1																80		20				100		1		20		80						100		1		20		80						100		1																								1		10		80		10				100		1								100		100		1		CGU/VACC		GIO				1																3										VACC

		40		1				100						100						100						100						95				5		100																														80				20		100						100						100

		41		2				80		20				100		1												1				80		20				100		1																												70		30				100		1												1														80		20						100		1																70		20		10		100		1				80		20				100		1		70		30						100																80		20						100																																				1		1				1		1		1		Excess not paid by 3rd party		4										VACC		RACV		GIO		HBA						small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		42				20		20		20		40		100				20		20		20		40		100								50		50		100																														25		25		50		100																																																						25		25		50		100						25		25		50		100								25		75		100																																																				RACV		GIO																1				2		aami		cgu		allianz				lumleys		vacc

		43		2		15		85						100		1						80		20		100		1												1																																				1																																																		100								100		1												1												1																								1												1												1		racv								1		1		1								computers are not working today "we just don’t have that account you are refering to" - how convenient		1,2		aami		cgu						aami		vacc		sun alliance& Royal

		44		2		95		5						100						5		45		50		100				30		50		20				100						100						100																		50		20		30		100																																																																100								100				98		2						100																		70		20		10		100				100								100										100		100				qbe								1								1						2		racv																				Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		45		1				100						100						100						100						95				5		100																														80				20		100																		100						100																														80		20				100				20		80						100				20		80						100																												10		80		10				100										100		100												1						1				1		I'll get so & so to ring u back		2,3,4										racv

		46		1				100						100						60		40				100						100						100																														100						100																																																				70		30						100				60		40						100						30		70				100																																										60		40				100				nrma/racv		gio		zurich				1										1				3		zurich		gio		aami				vacc

		47		1						100				100																				100				100																																100				100																				100				100																																90		10		100																				100				100																																												100				100				gio								1								1				invoice not on file		2		racv		aami		cgu				racv

		48		1		50		50						100						25		75				100								100				100								100				100																				50		50		100																				100				100																																100				100								100				100				50		50						100																		50		50				100						50		50				100								100				100				vacc		lumleys		zurich																invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.		5										aami		racv

		49		1				100						100						100						100						100						100				100								100																		50		50				100																100								100																												100								100				100								100				100								100																100								100																												cgu		aami		gio						1				1						assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help		3m,4										racv		vacc

		50		1		80		20						100				5		25		70				100				80		20						100				60		40						100				40		60						100						20		80				100				10		10		80				100				10		10		80				100																														80		20				100				50		50						100				50		50						100																																																				cgu								1		1								1				4		qbe		racv		aami		allianz		gio

		51		2				70		20		10		100																				100				100																																10		90		100																																																																		90		10				100						10		50		40		100																																																				cgu		racv						1		1										waiting for invoice		2		aami								aami		racv										hour labour and paint far too low

		52		2		50		20		20		10		100								50		50		100				50		25		25				100																												70		20		10				100																												70		15		15				100																40		40		20				100				70		10		10		10		100				60		20		10		10		100																																																				allianz		lumleys		elders				1		1								1				2		ima		aami		gio				racv		gio		cgu		aami		vacc

		53		1				100						100						100						100																																										100						100																																100				100																		100						100						100						100				100								100																														100						100						100						100				allianz		elders																		have not received invoice - then I have to pull mine out and fax through paperwork		2		racv		cgu						cgu		racv

		54		1				80		20				100						100						100						50		30		20		100																																100				100																																																																												100								100																																								100								100				gio								1		1				1				1		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice		31		gio		aami

		55		1						100				100		1						50		50		100		1						100				100		1																																				1																														50		50		100		1																		100				100		1						100				100		1						100				100		1						100				100		1																		100				100		1						100				100		1		aami		racv		allianz				1		1						1		1				2										allianz												if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		56		1				90				10		100						50		30		20		100						50		50				100																														25		25		50		100																														100						100																														100						100						50		50				100																																												100				100				allianz		aami		cgu				1										1		computers are down		4		racv		qbe						vacc

		57		1				80		20				100						60		20		20		100						100						100																														80		20				100																		80		20				100						100						100																		100						100																100								100																		100						100																		100						100				gio		cgu						1										1				4		racv		hba						racv		vacc		cgu		hba		allainz

		58		1		80						20		100																														100						100																		100						100																																																						100						100						100						100				100								100																																																										1																3		racv		lumley						lumley

		59		1		60		25		15				100						70		30				100																																										10		70		20		100																																																																												75		25						100																																																				cgu								1		1				1		1		1		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)		2		racv								racv		aami										CGU - from bad to worse

		60		1																																																																																																																																																																																																																																																										We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		61				75						25		100				60				20		20		100						100						100																														75		15		10		100				100								100																																								25		50		15		10		100																		98		1		1		100																																														100		100				Zurich		aami		lumley				1										1				4		racv		lumley						vacc		racv

		62		1		80		20						100						50		50				100				20		80						100						100						100																		100						100																		100						100						100						100																				100				100																		100						100																																										100						100												1										1				4

		63				100								100						100						100				100								100																																100				100																												100								100																		100						100				100								100				100								100																		100						100																												cgu		racv		aami				1								1						2		racv		aami		qbe		gio

		64		2		60		40						100						40		60				100		1												1																																				1																												40		60				100																		40		60				100				40		60						100														1																										100								100																racv		gio						1										1				3		aami		gio

		65		2		90		10						100								100				100										100		100																														50		50				100																														100						100																		100						100				100								100								25		75		100																				25		75		100								25		75		100						100						100												1		1								1		assessor has not sent in file		2		aami

		66		1				70		20		10		100						50		30		20		100				50		40		10				100						100						100																				80		20		100																		100						100																																100				100				90		10						100						80		20				100																												100								100				100								100				allianz		aami		cgu										1				1				4		gio		racv						gio		allianz

		67		1		85		15						100						90		10				100						40		50		10		100																50		50						100						80		20				100																		80		20				100																														80		20				100						90		10				100				70		30						100																																																																																				aami		vacc

		68						100						100						100						100						100						100						100						100																		100						100						100						100						100						100						100						100																		100						100						100						100						95		5				100						100						100																		100						100																																																cgu		allianz0		lumley

		69		2		100								100				30		30		10		30		100										100		100										100		100				50		25		25				100				50		25		25				100																																																																100								100				100								100																																								100								100				ansvar		gio																1		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever		3		racv

		70																																																																																																																																																																																																																																																aami		gio										the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		71		1		80		20						100		1		10		90						100		1		40		60						100		1																										30		70						100		1																																																														10		90						100		1		20		40		40				100		1																																																		racv/nrma		allianz								1												2		racv/nrma

		72		1				40		40		20		100						50		40		10		100						50		45		5		100																														50		45		5		100																																100				100																		65		30		5		100								95		5		100						65		30		5		100																																										50		50				100				aami/aust alliance/sun. royal/aust pensioners		cgu						1		1				1		1		1		File closed still with assessor file handled interstate changed offices		4		aami		allianz		lumley				aami		racv		gio		allianz		lumley

		73		1				80		20				100						80		20				100						70		30				100						45		45		10		100																		45		35		20		100																														100						100				10		90						100						40		50		10		100						80		20				100				10		70		10		10		100																		80				20		100																		50		50				100				lumley		cgu		ansvar														1		Never received file		2		racv		lumley - only slightly		others - slightly				racv		vacc		lumley								Ringing each month for payment of invoice cost money & time

		74		2		80		20						100						40		60				100		1				50		50				100		1																														60		40		100		1																		60		40		100						40		60				100																		100						100				40		60						100										100		100		1																100						100						100						100																yes								1		1								1				4										gio		aami

		75		2												1												1												1																																				1												1																90		10				100																										1												1												1																								1																										lumley		racv				1																3		elders		aami		qbe																1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		76		1				100						100								50		50		100								100				100																																50		50		100																																																																												50		50						100																																																				allianz		cgu						1										1				4		racv		aami						vacc

		77		1				100						100						100						100						100						100						100						100																20		80						100																																																																		100						100						100						100																																																				all same												1		1				1				3		aami		qbe		cgu

		78				100								100																		10		90				100																														100						100																														100						100																		10		50		40		100						100						100																																												100				100								100				100																				1		1		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.		4

		79		1												1												1												1												1																								1												1												1												1																								1												1												1												1																								1												1								1				1																						vacc												Sorry, we are ok no real halp as we factor all our insurance work.

		80		1																																																																100						100																																																						95				5		100																																																																																				1														4

		81		2				100						100																																																						100						100																																																				100								100																						100		100																																																				racv can take 90 days		vacc		aami				1		1								1		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.		3		cgu		aami						racv		vacc

		82		1		85		15						100						80		20				100						70		20		10		100																														20		50		30		100																		40		50		10		100																																100				100						40		60				100						10		70		20		100								100				100																														100						100				racv		cgu		lumleys						1		1						1		Not my file, I will pass you on.		3		aami		racv		allianz				aami

		83		2		90		10						100						90		10				100						90		10				100																														90		10				100								100				100																				100				100																				100				100								90		10		100								90		10		100																				90		10		100								90		10		100						80		20				100				We don't attach supps to original invoice						1																3,4		aami		cgu						bmw		cgu

		84		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																								1																						It's too competitive, insurance companies always stuff us up.

		85		1				50		50				100																																100				100						100						100						100						100																																																						100						100																30		50		20				100																		100						100																												aami		sun royal						1										1				2		racv								racv

		86		1		92		6				2		100				100								100				100								100																														100						100				100								100																																																																100								100																																								100								100																1						1				2		aami		racv/nrma		gio		zurich		aami

		87		1		100								100						100						100						100						100																100								100				10		90						100																		100						100																														100						100				100								100						100						100				100								100																												100								100				ima - racv								1																aami		ima - racv		allianz

		88		2																																																																																																																																																																																																														cgu		gio						1						1						The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.		2																						Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		89		1		90		10						100																		100						100																100								100								100				100																																																				100								100				50		50						100				25		50		25				100																																																												1										1		Sent to wrong state office.		4		qbe/merc mutual		gio

		90		1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		racv		cgu						1								1		1				1		aami								aami		cgu

		91		2		100								100																																																						80		20				100																												100								100																																								100								100																																																				cgu								1										1				4		racv								vacc

		92		2		100								100				95.0						5		100				100								100																												80		20						100																																																																100								100						100						100																																																				allianz																1				Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!		3		cgu								cgu												Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		93		2				80		15		5		100						35		60		5		100						50		50				100																														35		50		15		100						100						100						50		50				100						50		50				100																		50		30		20		100						60		40				100				20		60		20				100																		50		50				100																		50		50								zurich		allianz						1								1						4		racv		aami						racv		aami		fai		gio		qbe		zurich

		94		2																								50		50		50						100																																100				100																								0						100						100																																								100								100																100								100																												cgu								1														3										racv		hba		gio		zurick		qbe mercantile mutual				We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		95		1		90		10						100				40		50		10				100				10		30		40		20		100								30		70		100																		20		40		40		100				70		30						100						10		40		50		100																												60		40						100				80		20						100				60		40						100																												40		40		20				100				5				35		60		100				cgu & zurich		gio		allianz				1												File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.		2		allianz																				CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		96						100						100																		100						100																		100						100						100						100						100						100																10		90						100																		100						100				100								100																																																												0				aim		lumley		sun alliance																Haven't had to follow up		2		nrma/racv		aami						vacc

		97		1		15		80		5				100						10		80		10		100						20		80				100						20		80				100																		20		80				100																														80		20				100																														90		10				100						15		80		5		100																		70		30				100						70		30				100						70		30				100				royal sun alliance		racv								1										95% of the time the claims officer will say that they do not have the invoice on the file.		4		allianz		aami						aami		racv		alliaz		motorcare						Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		98		1														100								100																																																																																																																												100								100																																								100								100																								and investigate		1

		99		1		75		5		10		10		100		1				90		10				100						90		10				100						100						100																		90		10				100						100						100						100						100																		100						100						90		10				100						100						100						90		10				100																		100						100								100				100						100						100				very rarely are supps attached to original - payment 30-40 days								1												Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.		4,5		aami - some of the time								aami, sun royal, alliance, aust pens		allianz										Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		100		1		90		8		2				100																																																						98		2				100																																																																														80		20				100																																																				racv		all states auto						1												Not received tax invoices (which would ave posted and faxed to the insurance co)		2		racv		cgu						aami

		101				40		60						100				100								100				40		60						100				40		60						100				100								100				60		40						100																												100								100																30		30		40				100				60		40						100				100								100																		40		60				100				60		40						100				40		60						100				lumley								1										1				4		racv		aami						cgu		lumleys

		102		2												1												1												1												1																								1												1												1												1												1												1												1												1																								1												1												1										1		1						1		1				3										vacc		aami										The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		103		2		100								100		1				100						100		1				100						100		1				100						100		1																100						100		1				100						100		1												1				100						100		1												1				100						100		1		100								100		1		75		25						100		1												1		100								100		1				100						100		1				100						100		1		racv		gio										1						1				2		racv		allianz						aami		vacc										Direct credit payments are best

		104		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		aami						1																2										gio		cgu

		105		1		50		50						100						50		50				100						100						100																														100						100																																																						100						100						100						100						25		50		25		100																																																				racv								1												Did not receive invoice so they say		4

		106		1				100						100		1				50				50		100		1												1																														20		80		100		1																																																																100						100		1				100						100		1																																																		vacc		allianz																1				4		ima								vacc

		107		2		70		30						100						50		40		10		100								100				100																														50		50				100																																100				100																												70		30						100										100		100																		100						100				70		30						100																racv								1						1		1		1				2																						MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		108		1		80		20						100						10		90				100						50		50				100						50		50				100				50		50						100				60		40						100				60		40						100						60		40				100						60		40				100						60		40				100						60		40				100								60		40		100				95		5						100						60		40				100						60		40				100						80		20				100						80		20				100				cgu		aami		qbe		1																1,2		racv		cgu																		Direct debits would be a solution

		109		1								100		100		1								100		100		1								100		100		1																																100		100		1																																																								100		100		1								100		100		1								100		100		1																																																		lumley - by far								1										1		Invoice not received		2										racv

		110		1		95		5						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1										1												Invoice in relevant file but payment overlooked		2		aami								aami		vacc

		111		2		100								100						75		25				100				50		50						100						100						100																50		50						100																												90		10						100																		100						100																				100				100																100								100																		80		20				100				aami		racv						1		1												2,3		gio		elders		cgu		wesfarmers		vacc

		112						70		30				100						100						100				40		60						100																														100						100																																																				80		20						100																				30				30																																																				racv/nrma								1		1								1				4		aami								gio		lumley

		113																																														100		100																																																																																																				100								100																																																										1																3		racv																				Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		114		1		70		20		10				100				20		80						100				5		95						100																												5		95						100																										10		60		20		20				100																																								25		40		35				100																																																				gio		cgu						1														2		aami		australian international ins.		racv

		115				80		20						100										100		100								100				100				100								100				100								100								80		20		100																						100		100																100								100				100								100						100						100						80				20		100																														100						100						100						100				cgu/fortis								1						1		1		1				5										ima		gio		cgu

		116		1		15		80		5				100				50		30		20				100				50		50						100																																		100		100								100				100																																																								100				100				100								100																																																				gio		aami						1		1				1						Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)		2		gio		racv		aami				aami		gio		vacc

		117		1				100						100						100						100										100		100																																		100		100																																																																				100				100								80		20		100																																																				cgu/vacc		gio		ima				1						1		1		1				4		aami								aami		cgu/vacc		ima

		118		1												1												1												1												1												1												1												1												1												1												1												1												1										0		1												1												1												1												1																								2

		119		1																																																																																																																																																																																																																										1						1				2		cgu								vacc												cgu has been the most improved. Every other company is now fairly swift in payment.

		120		2		80		20						100						90		10				100						70		30				100						100						100																		90		10				100						100						100						100						100						100						100																		90		10				100						80		20				100				10		80		10				100																																										100						100				gio		racv		allianz				1						1				1		Have not received account		2		aami		aust pensioners		racv		allianz														aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		121		1		80		15		5				100										100		100																																												100				100																																																						80		20				100						100						100						100						100																														100						100																lumley														1		1		1		Never received invoice		1		racv								aami		lumley										They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		122														1																																																																																																																																																1																																																		racv/nrma		qbe				1		1										1		have lost file and assessor can't remember assessing		2

		123		2		90				10				100				30		70						100				20		40				40		100																												15		50		15		20		100																														75		25				100																						100		100				40				60				100				48		52						100																						100		100																				100				100												1						1		1		1				5		cgu								gio												Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		124		2																																																																																																																																																																																																														allianz		cgu																		rarely need to follow up now. All payment time are good.		4		all of them								racv		cgu		aami

		125		2		50		50						100				30		60		10				100				30		65		5				100																												10		50		40				100																																																																30		60		10				100				10		80		10				100																																								30		60		10				100				cgu																		1		We still haven't received your invoice		3		aami		gio						cgu		aami		racv

		126		1		95		5						100				50		50						100				40		40		20				100																														75		25				100																100								100				50		50						100																		100						100																100								100																																100				100																racv/nrma										1										Awaiting assessors report (for supps usually)		2		racv		cgu

		127		1		90		10						100						100						100																																										100						100																																																						90		10				100																		100						100																														100						100																								1		1						1						4		aami								aami												We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		128														1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1								1																1																						I factor all my invoices so I do not know which is slow or otherwise.

		129		1		90		10						100				100								100				80		20						100				100								100				100								100				60		40						100																80		20						100																																								80		20						100				70		30						100																80		20						100				100								100																All if you deal directly with the assessor																				I call after 7 day to see if received and it gets the ball on the way		3		racv

		130		1				100						100																		100						100																														100						100																																																						100						100						100						100				100								100																																																										1																4										lumley												I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		131				100								100						100						100						100						100																		100						100								30		70		100																				100				100								100				100				100								100				100								100						100						100								70		30		100																				100				100								100				100						100						100				cgu/fortis								1								1		1				5										cgu		allianz		wesfarmers		lumley		qbe

		132		1				100						100										100		100						100						100						100						100				100								100								100				100						100						100								100				100						100						100						100						100								100				100						100						100								100				100								100				100																		100						100						100						100												1		1		1										5										vacc

		133		1																																																																																																																																																																																																																																				4																						Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		134		1		100								100										100		100						100						100						100						100				100								100						100						100																						100		100										100		100																		100						100						100						100				100								100										100		100																100								100						100						100				aami		racv		gio				1												Processing of chq. Over looked		2		aami		racv						racv		aami

		135		1		80		20						100						80		20				100		1		95		5						100								80		20		100								90		10		100						10		80		10		100																		10		80		10		100						80		20				100						80		20				100								80		20		100						80		20				100						80		20				100																				90		10		100						80		20				100				70		20		10				100				cgu								1						1								4		aami		gio

		136		2		100								100										100		100										100		100																		100						100								50		50		100																																100				100																				100				100						100						100						100						100																						100		100																												racv		gio		nrma				1				1						1				1		aami																				We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		137				100								100														1												1																										100								100														1																																																1												1		25		50		25				100														1												1												1												1								1																4		racv		aami						aami

		138		1						100				100																																																								100				100																																																						100						100																80		20						100																																										100						100				zurich								1						1		1		1				4		lumley								ima

		139		1		100								100																																																																100								100																																																																		100						100																																										100						100																								Invoice is different to accepted quote - Invoice needs to be separated into two		4																						No longer to retail repairs

		140		1				40				60		100		1				100						100		1												1																												50		50				100		1																																																						40		60		100		1				100						100		1		35		30		35				100		1				60		40				100		1																60		40				100		1														allianz		lumleys						1								1		1		File lost send another invoice		3		qbe		cgu						vacc												60 days & over should be a charge of 20% on invoices

		141		1						100				100				100								100				100								100										100		100																100								100																																		100		100																		100						100						100						100						100						100																						100		100																100								100				racv		ansvar		aami				1		1		1						1		I will call you back. Never happens.		1		gio		allianz		zurich		cgu/vacc														With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i

		142		1						80		20		100		1						80		20		100		1								100		100		1																												100						100		1																																																				100						100		1																70		30				100		1																																												100		100		1								1				1												2										vacc

		143		2		100								100																																																																																																																														100						100						100						100																		100						100																												racv		cgu						1								1		1				2,3		cgu		racv

		144						100						100								100				100						50		50				100																																100				100																														100						100																		100						100						25		75				100						100						100																		100						100								100				100																cgu								1		1						1						4		aami

		145		2		100								100																				100				100																		100						100								50		50		100																		100						100																														100						100																		100						100																																																				cgu								1		1												2		aami

		146		2												1												1												1																																				1																																				1																								1												1												1																								1												1														all accounts are factored						1																1

		147		1		100								100		1				100						100																																										100						100																																																																		100						100						100						100		1																																																		racv								1										1				4		aami		racv		allianz				aami		vacc										Payments have been a lot better since the GST came into affect

		148		1				100						100						20		40		40		100						80		20				100						100						100																		20		40		40		100																																																				60		40						100						50		50				100						50		40		10		100																														50		30		20		100						80		20				100				allianz		cgu						1										1		Parts being checked not my file		5		zurich		ima/racv		aami		gio		racv		gio

		149		2		95		5						100						50		50				100				95		5						100								90		10		100						100						100				55		45						100																														100						100																				100				100						75		25				100				75		25						100																		50		50				100						75		25				100						80		20				100				ansvar		allianz		racv						1								1				4		racv		gio						cgu

		150						80		20				100																										1																																				1																																																																										90		10						100																				100				100														1												1		cgu								1		1								1				2										nrma		aami		zurich

		151		2				20		80				100																		100						100																														100						100																																																								100				100																		100						100																																																				racv								1										1		File already closed. So they obviously had overlooked the supplementary		2		aami		racv						racv/nrma		aami		vacc								aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		152		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																						You must have sent it to the wrong department. Your invoice must have been lost can you send it again.		4		Due to the across the board late payments by generally all …….. We now don't take chances on waiting for our money, and have been forced to factor everything or most accounts which costs us everytime.																				We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		153				100								100																												100								100																		100						100																		100						100																																								100								100						100						100																																																												1														2		aami		cgu		racv

		154		2		100								100				53		47						100				54		46						100						45		55				100																														100						100						100						100				60		40						100						100						100						100						100				100								100						90		10				100																48		52						100						100						100				50		50						100				cgu/vacc																1		1				3		cgu/vacc								gio		aami		fai/allianz		vacc		cgu

		155		2		90		10						100						50		50				100						100						100																														50				50		100				100								100																100								100																		100						100				100								100										100		100																		100						100						100						100

		156		1				50		40		10		100						80		20				100								25		75		100																														70		20		10		100																																																						100						100						100						100				90		10						100																100								100																				90		10		100				zurich								1										1				2

		157		2				100						100								100				100						100						100																														90		10				100																																																																100								100						30		50		20		100																100								100																		100						100				racv								1		1										many say invoice never received instead of saying file not on hand		3		aami								vacc		racv										Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		158		1		70						30		100								100				100						100						100										100		100				100								100						30		50		20		100																		100						100																																		100		100						100						100						100						100																																												100				100																						1				4		aami		cgu

		159		2		100								100		1				100						100																		20		80				100																		20		80				100				10		90						100						30		70				100						90		10				100																														30		70				100						80		20				100																		20		80				100						15		70		15		100																racv																				lost invoice please re fax		4		racv								vacc		cgu

		160		1				30		40		30		100						50		50				100																																										45		55				100																																																						80		20				100						80		20				100						90		10				100																														60		40				100				30		50		20				100				cgu		aami		racv														1		generally file lost or misplaced after 5 phone calls		3		zurich																				sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		161		1				100						100								100				100						100						100						100						100										100		100										100		100								100				100								100				100						100						100								100				100										100		100						100						100						100						100								100				100						100						100				100								100								100				100				vacc/cgu		allianz		racv				1		1				1						not worth commenting		4		aami		racv		gio																It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		162		1		100								100																		20		80				100																														20		80				100																20		80						100																																																								100				100				80		20						100				80		20						100																		80		20				100				nrma/racv								1														2		aami								aami		hba

		163		1																																																																																																																																																																																																														lumleys								1						1				1		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.		2		aami		gio						racv		cgu/vacc		motorcare

		164						100						100										100		100								100				100						100						100																				100				100																																																										100		100										100		100										100		100																		100						100																		100						100				qbe		lumleys						1										1				4		aami		zurich																		sick em!

		metro		91										135		34										108		33										109		34										44		15										29		10										126		33										26		17										42		13										57		20										14		14										95		27										101		28										132		32										16		17										53		20										59		23										79		24								17		104		43		10		29		37		75		70		11

		rural		51																																																																																																																																																																																																																																				50

																																																																																																																																																																																																																																								29

		sum		142																																																																																																																																																																																																																																				45

																																																																																																																																																																																																																																								6

		metro %		64.1%																																																																																																																																																																																																																																				0

		rural %		35.9%

		sum				6286		5064		1429		721						1508		5132		2450		1710						2157		5258		2525		960						560		2190		790		860						1230		1395		165		110						1144		5806		3941		1709						770		1350		480		0						543		2287		1060		310						1530		2740		1160		350						400		790		160		50						1238		4942		2365		1035						3170		4965		1590		375						4091		6000		2076		1063						440		530		530		100						1188		2572		990		550						1480		2960		1320		140						1695		3870		1635		800

		empty				84		72		118		138						137		89		110		129						127		85		118		145						157		136		152		152						149		146		161		162						141		73		88		125						153		148		159		164						155		133		147		158						145		126		144		160						158		155		161		163						146		101		123		143						123		97		132		155						100		68		109		136						158		156		156		163						151		131		146		153						146		125		138		159						143		116		134		153

		data entered				81		93		47		27						28		76		55		36						38		80		47		20						8		29		13		13						16		19		4		3						24		92		77		40						12		17		6		1						10		32		18		7						20		39		21		5						7		10		4		2						19		64		42		22						42		68		33		10						65		97		56		29						7		9		9		2						14		34		19		12						19		40		27		6						22		49		31		12

		average				77.6		54.5		30.4		26.7						53.9		67.5		44.5		47.5						56.8		65.7		53.7		48.0						70.0		75.5		60.8		66.2						76.9		73.4		41.3		36.7						47.7		63.1		51.2		42.7						64.2		79.4		80.0		0.0						54.3		71.5		58.9		44.3						76.5		70.3		55.2		70.0						57.1		79.0		40.0		25.0						65.2		77.2		56.3		47.0						75.5		73.0		48.2		37.5						62.9		61.9		37.1		36.7						62.9		58.9		58.9		50.0						84.9		75.6		52.1		45.8						77.9		74.0		48.9		23.3						77.0		79.0		52.7		66.7

		percentage														20.6%												20.0%												20.6%												9.1%												6.1%												20.0%												10.3%												7.9%												12.1%												8.5%												16.4%												17.0%												19.4%												10.3%												12.1%												13.9%												14.5%

		total				189.1645101977												213.4289131921												224.2115621501												272.4403183024												228.2127192982												204.6821805007												223.5784313725												228.9433531746												271.9945054945												201.1428571429												245.7316230918												234.1727145404												198.5207326268												230.6349206349												258.4427981719												224.1169590643												275.4336485327

		sum of sums				13500												10800												10900												4400												2900												12600												2600												4200												5780												1400												9580												10100												13230												1600												5300												5900												8000

		/100				135												108												109												44												29												126												26												42												57.8												14												95.8												101												132.3												16												53												59												80

		percentage				46.6		37.5		10.6		5.3						14.0		47.5		22.7		15.8						19.8		48.2		23.2		8.8						12.7		49.8		18.0		19.5						42.4		48.1		5.7		3.8						9.1		46.1		31.3		13.6						29.6		51.9		18.5		0.0						12.9		54.5		25.2		7.4						26.5		47.4		20.1		6.1						28.6		56.4		11.4		3.6						12.9		51.6		24.7		10.8						31.4		49.2		15.7		3.7						30.9		45.4		15.7		8.0						27.5		33.1		33.1		6.3						22.4		48.5		18.7		10.4						25.1		50.2		22.4		2.4						21.2		48.4		20.4		10.0

		check				100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0





Business Location

		

		Metro		64.1%

		Rural		35.9%





Business Location

		



Location of Business



response Rate

		Response Rate

				25.5%





Factoring1

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24

		20.7%		20.1%		20.7%		9.1%		6.1%		20.1%		10.4%		7.9%		12.2%		8.5%		16.5%		17.1%		19.5%		10.4%		12.2%		14.0%		14.6%

		AAMI		34		20.7%

		GIO		34		20.7%

		Allianz		33		20.1%

		CGU		33		20.1%

		RACV		32		19.5%

		QBE		28		17.1%

		Lumley		27		16.5%

		Zurich		24		14.6%

		Western		23		14.0%

		Elders		20		12.2%

		Wesfarmers		20		12.2%

		Swann		17		10.4%

		Ready		17		10.4%

		Ansvar		15		9.1%

		Guild		14		8.5%

		Factor		13		7.9%

		Catholic		10		6.1%





Factoring1

		



Percentage of respondents that used factoring with this insurer



Factoring

		Factoring used

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich		Total

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24		394

		8.6%		8.4%		8.6%		3.8%		2.5%		8.4%		4.3%		3.3%		5.1%		3.6%		6.9%		7.1%		8.1%		4.3%		5.1%		5.8%		6.1%

		AAMI		8.6%

		GIO		8.6%

		CGU		8.4%

		Allianz		8.4%

		RACV		8.1%

		QBE		7.1%

		Lumley		6.9%

		Zurich		6.1%

		Western		5.8%

		Wesfarmers		5.1%

		Elders		5.1%

		Swann		4.3%

		Ready		4.3%

		Ansvar		3.8%

		Guild		3.6%

		Factor		3.3%

		Catholic		2.5%

		Total		100.0%





Factoring

		



Factoring of Invoices by Insurers



Payment distribution

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)

		46.6		37.5		10.6		5.3		14.0		47.5		22.7		15.8		19.8		48.2		23.2		8.8		12.7		49.8		18.0		19.5		42.4		48.1		5.7		3.8		9.1		46.1		31.3		13.6		29.6		51.9		18.5		0.0		12.9		54.5		25.2		7.4		26.5		47.4		20.1		6.1		28.6		56.4		11.4		3.6		12.9		51.6		24.7		10.8		31.4		49.2		15.7		3.7		30.9		45.4		15.7		8.0		27.5		33.1		33.1		6.3		22.4		48.5		18.7		10.4		25.1		50.2		22.4		2.4		21.2		48.4		20.4		10.0





Payment distribution

		AAMI (0-21)

		AAMI (22-40)

		AAMI (41-60)

		AAMI (60 plus)



In days

Percentage

Payment distribution for AAMI

44.0588235294

36.3235294118

11.1470588235

8.4705882353



0-21

		



In days

Percentage

Payment distribution for AAMI



22-40

		



In days

Percentage

Payment distribution for Allianz



41-60

		



In days

Percentage

Payment distribution for GIO



60 plus

		



In days

Percentage

Payment distribution for Ansvar



supps

		



In days

Percentage

Payment distribution for Catholic



Reasons

		



In days

Percentage

Payment distribution for CGU



Other reasons

		



In days

Percentage

Payment distribution for Swann



Realistic timeframe

		



In days

Percentage

Payment distribution for HBA



Improved

		



In days

Percentage

Payment distribution for Elders



Badges

		



In days

Percentage

Payment distribution for Guild



Comments

		



In days

Percentage

Payment distribution for Lumleys



		



In days

Percentage

Payment distribution for QBE



		



In days

Percentage

Payment distribution for RACV



		



In days

Percentage

Payment distribution for Ready Plan



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		Allianz (0-21)		GIO (0-21)		Ansvar (0-21)		Catholic (0-21)		CGU (0-21)		Swann (0-21)		HBA (0-21)		Elders (0-21)		Guild (0-21)		Lumley (0-21)		QBE (0-21)		RACV (0-21)		Ready (0-21)		Wesfarm (0-21)		Western (0-21)		Zurich (0-21)

		46.6		14.0		19.8		12.7		42.4		9.1		29.6		12.9		26.5		28.6		12.9		31.4		30.9		27.5		22.4		25.1		21.2

		AAMI		46.6

		Catholic		42.4

		QBE		31.4

		RACV		30.9

		Swann		29.6

		Guild		28.6

		Ready		27.5

		Elders		26.5

		Western		25.1

		Wesfarm		22.4

		Zurich		21.2

		GIO		19.8

		Allianz		14.0

		HBA		12.9

		Lumley		12.9

		Ansvar		12.7

		CGU		9.1





		



percentage

Payment distribution by insurers (0-21 days)



		AAMI (22-40)		Allianz (22-40)		GIO(22-40)		Ansvar (22-40)		Catholic (22-40)		CGU (22-40)		Swann (22-40)		HBA (22-40)		Elders (22-40)		Guild (22-40)		Lumley (22-40)		QBE (22-40)		RACV (22-40)		Ready (22-40)		Wesfarm (22-40)		Western (22-40)		Zurich (22-40)

		37.5		47.5		48.2		49.8		48.1		46.1		51.9		54.5		47.4		56.4		51.6		49.2		45.4		33.1		48.5		50.2		48.4

										Guild		56.4

										HBA		54.5

										Swann		51.9

										Lumley		51.6

										Western		50.2

										Ansvar		49.8

										QBE		49.2

										Wesfarm		48.5

										Zurich		48.4

										GIO		48.2

										Catholic		48.1

										Allianz		47.5

										Elders		47.4

										CGU		46.1

										RACV		45.4

										AAMI		37.5

										Ready		33.1





		



percentage

Payment distribution by insurers (22-40 days)



		AAMI (41-60)		Allianz (41-60)		GIO (41-60)		Ansvar (41-60)		Catholic (41-60)		CGU (41-60)		Swann (41-60)		HBA (41-60)		Elders (41-60)		Guild (41-60)		Lumley (41-60)		QBE (41-60)		RACV (41-60)		Ready (41-60)		Wesfarm  (41-60)		Western  (41-60)		Zurich  (41-60)

		10.6		22.7		23.2		18.0		5.7		31.3		18.5		25.2		20.1		11.4		24.7		15.7		15.7		33.1		18.7		22.4		20.4

				Ready		33.1

				CGU		31.3

				HBA		25.2

				Lumley		24.7

				GIO		23.2

				Allianz		22.7

				Western		22.4

				Zurich		20.4

				Elders		20.1

				Wesfarm		18.7

				Swann		18.5

				Ansvar		18.0

				QBE		15.7

				RACV		15.7

				Guild		11.4

				AAMI		10.6

				Catholic		5.7





		



percentage

Payment distribution by insurers (41-60 days)



		AAMI (60 plus)		Allianz (60 plus)		GIO (60 plus)		Ansvar (60 plus)		Catholic (60 plus)		CGU (60 plus)		Swann (60 plus)		HBA (60 plus)		Elders (60 plus)		Guild (60 plus)		Lumley (60 plus)		QBE (60 plus)		RACV (60 plus)		Ready (60 plus)		Wesfarm (60 plus)		Western (60 plus)		Zurich (60 plus)

		5.3		15.8		8.8		19.5		3.8		13.6		0.0		7.4		6.1		3.6		10.8		3.7		8.0		6.3		10.4		2.4		10.0

		Ansvar		19.5

		Allianz		15.8

		CGU		13.6

		Lumley		10.8

		Wesfarm		10.4

		Zurich		10.0

		GIO		8.8

		RACV		8.0

		HBA		7.4

		Ready		6.3

		Elders		6.1

		AAMI		5.3

		Catholic		3.8

		QBE		3.7

		Guild		3.6

		Western		2.4

		Swann		0.0





		



percentage

Payment distribution by insurers (60 plus)



		Supps 3a)		Frequency		Percent

		RACV		33		27.3%

		CGU		33		27.3%

		AAMI		12		9.9%

		Allianz		10		8.3%

		Lumleys		8		6.6%

		GIO		8		6.6%

		Zurich		6		5.0%

		NRMA		5		4.1%

		QBE		2		1.7%

		Ansvar		2		1.7%

		Aust. Alliance / Sun Royal / Aust. Pensioners		2		1.7%

		Subtotal		121		100.0%

		b)

		CGU/VACC		17

		AAMI		13

		GIO		11

		RACV		9						Total		a)+b)+c)

		ALLIANZ		7						CGU		54		24.3%

		LUMLEYS		6						RACV		51		23.0%

		sun royal		1						AAMI		29		13.1%

		qbe		1						GIO		22		9.9%

		elders		1						Allianz		21		9.5%

		ansvar		1						Lumleys		18		8.1%

		Subtotal		67						Zurich		9		4.1%

										NRMA		5		2.3%

		c)								QBE		4		1.8%

		CGU		6						Ansvar		3		1.4%

		RACV		5						Aust. Alliance / Sun Royal / Aust. Pensioners		3		1.4%

		lumleys		4						Elders		2		0.9%

		ALLIANZ		4						Wefarmers		1		0.5%

		AAMI		4								222		100.0%

		ZURICH		3

		GIO		3

		WESTFARMERS		1

		sun alliance		1

		qbe		1

		elders		1

		ansvar		1

		Subtotal		34

		Grandtotal		222





		



Slowest payers when supps are attached to the original invoice



		

		Don't follow up with insurers		File not at hand		Paperwork incomplete		Claim not registered		Staff shortages		Recent merger caused delays		File lost		Other		Total

		17		104		43		10		29		37		75		70

		17		104		43		10		29		37		75		70		385

		4.4%		27.0%		11.2%		2.6%		7.5%		9.6%		19.5%		18.2%		100.0%

		File not at hand		27.0%

		File lost		19.5%

		Other		18.2%

		Paperwork incomplete		11.2%

		Recent merger caused delays		9.6%

		Staff shortages		7.5%

		Don't follow up with insurers		4.4%

		Claim not registered		2.6%

		Total		100.0%





		



Explanations given by insurers about delays in payments



		4Other (please type answer)

		95% of the time the claims officer will say that they do not have the invoice on the file.

		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice

		Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!

		Amounts vary - need/waiting on assessor

		and investigate

		assessor has not sent in file

		Assessor not submitting file after 30 days

		Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)

		assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help

		Awaiting assessors report (for supps usually)

		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.

		Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.

		Blame assessors for incomplete work

		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)

		claim officer on leave, file sent to wrong branch

		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT

		computers are down

		computers are not working today "we just don’t have that account you are refering to" - how convenient

		Did not receive invoice so they say

		Excess not paid by 3rd party

		File already closed. So they obviously had overlooked the supplementary

		File closed still with assessor file handled interstate changed offices

		File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.

		file is in parts pricing, perosn dealing with calim has left the company or on holidays

		File lost send another invoice

		File returned to assessors faxed copies not received incorrect claim number given by assessors

		file still on assesors desk

		FILED AWAY

		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever

		generally file lost or misplaced after 5 phone calls

		Generally no explanations most process cheque quickly if paper work is complete

		have lost file and assessor can't remember assessing

		Have not received account

		have not received invoice - then I have to pull mine out and fax through paperwork

		Haven't had to follow up

		Havent received account

		I call after 7 day to see if received and it gets the ball on the way

		I will call you back. Never happens.

		I'll get so & so to ring u back

		Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.

		Invoice in relevant file but payment overlooked

		Invoice is different to accepted quote - Invoice needs to be separated into two

		invoice not on file

		invoice not received

		invoice not received

		Invoice not received

		invoice not received although sometimes have faxed copies of same invoice 3 times

		Invoice ot received pls fax or send again

		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.

		invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.

		lost invoice please re fax

		many say invoice never received instead of saying file not on hand

		Never received file

		Never received invoice

		never received invoice, file has been overlooked

		none given

		Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.

		Not my file, I will pass you on.

		Not received tax invoices (which would ave posted and faxed to the insurance co)

		not worth commenting

		Parts being checked not my file

		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.

		Processing of chq. Over looked

		RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date

		rarely need to follow up now. All payment time are good.

		Sent to wrong state office.

		The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.

		waiting for invoice

		We still haven't received your invoice

		You must have sent it to the wrong department. Your invoice must have been lost can you send it again.





		

		Timeframe

		Up to 7 days		11		7.8%

		Up to 14 days		50		35.5%

		Up to 21 days		29		20.6%

		Up to 30 days		45		31.9%

		Up to 60 days		6		4.3%

		Up to 90 days		0		0.0%

		Total		141		100.0%





		



Realistic timeframe for receiving payment



		Improve 6a)				Improve 6b)				Improve 6c)				Improve 6d)

		AAMI		42		AAMI		14		ALLIANZ		7		allianz		2

		RACV		36		ALLIANZ		4		RACV/NRMA		6		cgu/vacc		1

		CGU		11		AUST PENSIONERS		2		AAMI		5		ELDEN		1

		GIO		7		CGU		14		GIO		5		GIO		4

		ALLIANZ		4		elders		1		cgu		3		PENSIONERS		2

		qbe		4		GIO		8		qbe		2		wesfarmers		1

		ZURICH		4		IMA		3		lumley		1		ZURICH		2

		elders		1		LUMLEY		4		WESFARMERS		1

		lumley		1		QBE		3		zurich		1

		royal		1		RACV		17

						SUN ROYAL		1

						zurich		1

				Total		227		1

				RACV		62		27.3%

				AAMI		61		26.9%

				CGU		29		12.8%

				GIO		24		10.6%

				Allianz		17		7.5%

				QBE		9		4.0%

				Zurich		8		3.5%

				Lumleys		6		2.6%

				Aust. Alliance / Sun Royal / Aust. Pensioners		6		2.6%

				Elders		3		1.3%

				Wesfarmers		2		0.9%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Insurers that have improved their timeframe of payment over the past three months



		Badges 7a)

		AAMI		41		26.8%

		RACV		37		24.2%

		CGU		26		17.0%

		GIO		22		14.4%

		Allianz		11		7.2%

		Lumleys		6		3.9%

		QBE		3		2.0%

		FAI		2		1.3%

		Motorcare		2		1.3%

		Sun Alliance		2		1.3%

		Wesfarmers		1		0.7%

		Total		153		100.0%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



BRD members that hold insurers' badges or signs



		1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		60 days & over should be a charge of 20% on invoices

		aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		CGU - from bad to worse

		CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		cgu has been the most improved. Every other company is now fairly swift in payment.

		Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		Direct credit payments are best

		Direct debits would be a solution

		Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		hour labour and paint far too low

		Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		I factor all my invoices so I do not know which is slow or otherwise.

		I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		It's too competitive, insurance companies always stuff us up.

		jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		No longer to retail repairs

		NO!

		Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		Payments have been a lot better since the GST came into affect

		Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		Ringing each month for payment of invoice cost money & time

		sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		sick em!

		small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		Sorry, we are ok no real halp as we factor all our insurance work.

		the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		We factor most of our invoices as we require payment in 2-7 days

		We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i
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		Count		busloc (1=metro, 2=rural)		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Check=100%		AAMI Factor (Enter '1' if box is ticked)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		Check=100%		Allianz Factor		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Check=100%		GIO Factor		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Check=100%		Ansvar Factor		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		Check=100%		Catholic Factor		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Check=100%		CGU Factor		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		Check 100%		Swann Factor		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Check=100%		HBA Factor		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Check=100%		Elders Factor		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Check =100%		Guild Factor		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		Check=100%		Lumley Factor		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		Check=100%		QBE Factor		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Check=1005		RACV Factor		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Check+100%		Ready Factor		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Check=100%		Wefarm Factor		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Check=100%		Western Factor		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)		Check =100%		Zurich Factor		Supps 3a)		Supps 3b)		Supps 3c)		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Improve 6a)		Improve 6b)		Improve 6c)		Improve 6d)		Badges 7a)		Badges 7b)		Badges 7c)		Badges 7d)		Badges 7e)		Badges 7f)		Comments

		1		1		99				1				100				20		70		10				100						80		20				100																		100						100				20		20		60				100																																																						100						100																		50		50				100																														100						100						100						100				RACV		GIO		CGU				1												never received invoice, file has been overlooked		2		AAMI		ALLIANZ						AAMI		ALLIANZ		VACC

		2		2		100								100																100								100																														100						100				100								100																100								100																		100						100				100								100				100								100																100								100				100								100						100						100										1				1												4		CGU		RACV						AAMI		CGU		GIO								jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		3		1				100						100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100				100								100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100						100						100												1						1		1				invoice not received		4		IMA		CGU						IMA/RACV		CGU

		4				80		10		9		1		100				90		10						100				100								100																												100								100																100								100				100								100																				100				100				100								100				90		10						100																100								100				100								100				100								100				AAMI/CGU								1												Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.		3,4		CGU								VACC		AAMI

		5						100						100						100						100																																										100						100								100				100						100						100																																																				60		40						100																														60		40				100																CGU								1		1				1		1		1		invoice not received although sometimes have faxed copies of same invoice 3 times		2		RACV								VACC

		6		2				90		10				100										100		100				90		10						100																		100						100						90		10				100																														100						100																				100				100						50		50				100				10				70		20		100																		100						100						80		20				100				100								100				RACV								1										1		file still on assesors desk		4		AAMI								RACV												Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		7		1		10		50		40				100		1				70				30		100		1				20				80		100		1												1												1		80		20						100		1												1												1												1												1												1												1				50		50				100		1												1												1												1		100								100		1								1		1										1				2		ZURICH		CGU		ALLIANZ		ROYALSON		CGU

		8		1												1												1												1				70		30				100																										1																																				1												1				100						100						100						100						90		10				100														1				90		10				100						90		10				100						90		10				100				CGU		AAMI						1												none given		1		QBE/MERCANTILE		LUMLEY		RACV/NRMA				RACV/NRMA		CGU		ALLIANZ		ZURICH

		9		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1						4

		10		1				80		20				100																				80		20		100																														80		20				100																																																																												50		50						100																														100						100																AAMI								1								1						2		RACV								RACV

		11		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1				file is in parts pricing, perosn dealing with calim has left the company or on holidays		4

		12		1		10		80		5		5		100						50		50				100				25		75						100						50		50				100						50		50				100								50		50		100																																																																		50		50				100				10		80		10				100																																										100						100				CGU		ALLAINZ		RACV				1		1				1		1						3		RACV		AAMI		GIO		ZURICH

		13		1		60				40				100				100								100				30		70						100				60		40						100				60		40						100				100								100				20		80						100				50		50						100				50		50						100				40		60						100				40		60						100				40		60						100				30		70						100				50		50						100																																																1						1								1		AAMI		SUN ROYAL		ALLIANZ		PENSIONERS		AAMI		RACV		NSA		ALLIANZ

		14		1		75						25		100																		100						100																																50		50		100																												100								100				100								100						100						100				60						40		100				100								100																												100								100						100						100				AAMI										1												2

		15		2		100								100														1												1																												50		50				100		1																																				1																								1				100						100		1				100						100		1																																								50		50				100		1		LUMELYS		CGU						1												claim officer on leave, file sent to wrong branch		3		RACV/IMA		CGU						CGU		AAMI		GIO		SUNROYAL						Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		16						40		40		20		100						40		40		20		100						40		40		20		100																														40		50		10		100																																																								80		20		100																		20		40		40		100																				80		20		100						20		60		20		100						20		60		20		100				RACV		PRESTIGE		CGU				1										1				3

		17		1				100						100		1		40		60						100		1		10		30		60				100		1																100						100		1				30		70				100																		100						100																																45		55		100				70		30						100				35		30		35				100				100								100																		30		70				100																LUMLEY		ALLIANZ						1										1				2		CGU/ALLIANZ								VACC												I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		18		1				100						100																																																																																																																																																																																																				AAMI								1										1				3		AAMI								AAMI												NO!

		19		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		GIO																				Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.		4																						WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		20		1												1												1												1												1																								1																																																1												1												1												1												1																								1												1										1				1										2		RACV								RACV

		21		2		75		10		10		5		100				5		75		15		5		100				20		75		5				100																100								100				10		10		75		5		100																												80		20						100																50		50						100				90		10						100				25		50		15		10		100																100								100				90		10						100				90		10						100				RACV/NRMA		AAMI		CGU				1		1						1				Havent received account		3		AAMI		RACV/NRMA		GIO		ELDEN

		22		2												1		100								100														1																																				1												1																100						100																										1												1												1																								1																								1																								2																						Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		23		1				50		50				100						100						100								100				100																																100				100																																																																		100						100						100						100																														100						100						100						100				RACV		AAMI		GIO				1						1		1				Assessor not submitting file after 30 days		2		HOTLINE		IMA		AAMI		GIO														When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		24		1		50		50						100								100				100				90		10						100																												29		43		14		14		100																33		67						100																												50		50						100																		58		42				100																														100						100				100								100				RACV/NRMA		CGU/VACC		ALLIANZ						1				1		1				RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date		3		GIO								GIO												We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		25		2		100								100						100						100						100						100																														100						100																												100								100																		100						100				100								100						95		3		2		100																		100						100						100						100						100						100				NRMA								1										1				3		CGU		RACV/NRMA						IMA/RACV		GIO

		26		1																																																																																																																																																																																																														RACV		CGU						1												FILED AWAY		4		ALLIANZ		CGU		RACV

		27		2				80		20				100								80		20		100						60		40				100																														20		80				100																																																						60		20		20		100						60		20		20		100				40		30		20		10		100																		80		10		10		100																		80		10		10		100				GIO		LUMLEYS		WESTFARMERS				1								1		1				1		AAMI		AUST PENSIONERS		RACV				RACV		AAMI

		28		1		50		40		10				100				50		50						100				33		67						100																														50		50				100																		100						100										100		100				50						50		100										100		100				100								100				60		40						100				100								100						100						100				100								100										100		100												1														3		IMA

		29		1		100								100																100								100																80		20						100																												50		50						100				80		20						100																100								100				100								100				80		20						100																												100								100				80		20						100												1								1		1				2,4		AAMI								VACC		GIO		RACV

		30		1		40		50		7		3		100																																																						20		80				100																																																																														90		10				100																																																				CGU								1		1										invoice not received		2		royal		racv						AAMI												AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		31		2				80		20				100						100						100						80		20				100		1																																				1																												80																								80						80						80		20				100														1																								1												1												1		RACV/NRMA		AAMI		ZURICH				1		1				1				1		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT		3		AAMI		CGU		WESFARMERS		GIO		VACC												It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		32		1		90				10				100				10		50		40				100				50		50						100						50				50		100																30		65		5				100				100								100																																								33		67						100																20		70		5		5		100																												100								100				100								100				CGU								1		1								1		File returned to assessors faxed copies not received incorrect claim number given by assessors		4		VACC		RACV						RACV/IMA		CGU

		33		2												1												1		100								100		1												1																		100				100		1																																				1																								1		100								100		1												1																100						100		1												1				100						100		1																						Generally no explanations most process cheque quickly if paper work is complete		1,2		GIO		QBE																		We factor most of our invoices as we require payment in 2-7 days

		34		2		50						50		100						75				25		100				80		20						100																																																																				100				100																						100		100				100								100				75		25						100																				100				100																100								100				AAMI		RACV				1										1						2		RACV		GIO

		35		1		100								100		1		100								100																																										100						100																																																																		100						100						100						100		1																100						100						100						100																RACV		AAMI						1		1												4		AAMI		RACV		ALLIANZ				AAMI

		36		2				100						100								10		90		100						100						100										100		100																				100				100																		90		10				100						20		80				100																		20		80				100						50		50				100				20		80						100				10		80		10				100								5		95		100																						100		100				IMA		ALLIANZ		AAMI				1		1						1		1		Amounts vary - need/waiting on assessor		4		IMA		AAMI						AAMI												Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		37		1						100				100						100						100								100				100																														30		70				100																																																																100								100				50		30		20				100																														100						100						100						100				RACV		AAMI		CGU				1												Blame assessors for incomplete work		3		cgu		racv

		38		1		60		20		20				100		1												1																								1																								1												1												1												1												1												1												1		80		20						100														1												1												1												1		ALLIANZ		CGU						1										1		Invoice ot received pls fax or send again		2		RACV								RACV		GIO		CGU		CGU/VACC

		39		2												1												1												1																																				1																																				1																80		20				100		1		20		80						100		1		20		80						100		1																								1		10		80		10				100		1								100		100		1		CGU/VACC		GIO				1																3										VACC

		40		1				100						100						100						100						95				5		100																														80				20		100						100						100

		41		2				80		20				100		1												1				80		20				100		1																												70		30				100		1												1														80		20						100		1																70		20		10		100		1				80		20				100		1		70		30						100																80		20						100																																				1		1				1		1		1		Excess not paid by 3rd party		4										VACC		RACV		GIO		HBA						small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		42				20		20		20		40		100				20		20		20		40		100								50		50		100																														25		25		50		100																																																						25		25		50		100						25		25		50		100								25		75		100																																																				RACV		GIO																1				2		aami		cgu		allianz				lumleys		vacc

		43		2		15		85						100		1						80		20		100		1												1																																				1																																																		100								100		1												1												1																								1												1												1		racv								1		1		1								computers are not working today "we just don’t have that account you are refering to" - how convenient		1,2		aami		cgu						aami		vacc		sun alliance& Royal

		44		2		95		5						100						5		45		50		100				30		50		20				100						100						100																		50		20		30		100																																																																100								100				98		2						100																		70		20		10		100				100								100										100		100				qbe								1								1						2		racv																				Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		45		1				100						100						100						100						95				5		100																														80				20		100																		100						100																														80		20				100				20		80						100				20		80						100																												10		80		10				100										100		100												1						1				1		I'll get so & so to ring u back		2,3,4										racv

		46		1				100						100						60		40				100						100						100																														100						100																																																				70		30						100				60		40						100						30		70				100																																										60		40				100				nrma/racv		gio		zurich				1										1				3		zurich		gio		aami				vacc

		47		1						100				100																				100				100																																100				100																				100				100																																90		10		100																				100				100																																												100				100				gio								1								1				invoice not on file		2		racv		aami		cgu				racv

		48		1		50		50						100						25		75				100								100				100								100				100																				50		50		100																				100				100																																100				100								100				100				50		50						100																		50		50				100						50		50				100								100				100				vacc		lumleys		zurich																invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.		5										aami		racv

		49		1				100						100						100						100						100						100				100								100																		50		50				100																100								100																												100								100				100								100				100								100																100								100																												cgu		aami		gio						1				1						assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help		3m,4										racv		vacc

		50		1		80		20						100				5		25		70				100				80		20						100				60		40						100				40		60						100						20		80				100				10		10		80				100				10		10		80				100																														80		20				100				50		50						100				50		50						100																																																				cgu								1		1								1				4		qbe		racv		aami		allianz		gio

		51		2				70		20		10		100																				100				100																																10		90		100																																																																		90		10				100						10		50		40		100																																																				cgu		racv						1		1										waiting for invoice		2		aami								aami		racv										hour labour and paint far too low

		52		2		50		20		20		10		100								50		50		100				50		25		25				100																												70		20		10				100																												70		15		15				100																40		40		20				100				70		10		10		10		100				60		20		10		10		100																																																				allianz		lumleys		elders				1		1								1				2		ima		aami		gio				racv		gio		cgu		aami		vacc

		53		1				100						100						100						100																																										100						100																																100				100																		100						100						100						100				100								100																														100						100						100						100				allianz		elders																		have not received invoice - then I have to pull mine out and fax through paperwork		2		racv		cgu						cgu		racv

		54		1				80		20				100						100						100						50		30		20		100																																100				100																																																																												100								100																																								100								100				gio								1		1				1				1		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice		31		gio		aami

		55		1						100				100		1						50		50		100		1						100				100		1																																				1																														50		50		100		1																		100				100		1						100				100		1						100				100		1						100				100		1																		100				100		1						100				100		1		aami		racv		allianz				1		1						1		1				2										allianz												if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		56		1				90				10		100						50		30		20		100						50		50				100																														25		25		50		100																														100						100																														100						100						50		50				100																																												100				100				allianz		aami		cgu				1										1		computers are down		4		racv		qbe						vacc

		57		1				80		20				100						60		20		20		100						100						100																														80		20				100																		80		20				100						100						100																		100						100																100								100																		100						100																		100						100				gio		cgu						1										1				4		racv		hba						racv		vacc		cgu		hba		allainz

		58		1		80						20		100																														100						100																		100						100																																																						100						100						100						100				100								100																																																										1																3		racv		lumley						lumley

		59		1		60		25		15				100						70		30				100																																										10		70		20		100																																																																												75		25						100																																																				cgu								1		1				1		1		1		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)		2		racv								racv		aami										CGU - from bad to worse

		60		1																																																																																																																																																																																																																																																										We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		61				75						25		100				60				20		20		100						100						100																														75		15		10		100				100								100																																								25		50		15		10		100																		98		1		1		100																																														100		100				Zurich		aami		lumley				1										1				4		racv		lumley						vacc		racv

		62		1		80		20						100						50		50				100				20		80						100						100						100																		100						100																		100						100						100						100																				100				100																		100						100																																										100						100												1										1				4

		63				100								100						100						100				100								100																																100				100																												100								100																		100						100				100								100				100								100																		100						100																												cgu		racv		aami				1								1						2		racv		aami		qbe		gio

		64		2		60		40						100						40		60				100		1												1																																				1																												40		60				100																		40		60				100				40		60						100														1																										100								100																racv		gio						1										1				3		aami		gio

		65		2		90		10						100								100				100										100		100																														50		50				100																														100						100																		100						100				100								100								25		75		100																				25		75		100								25		75		100						100						100												1		1								1		assessor has not sent in file		2		aami

		66		1				70		20		10		100						50		30		20		100				50		40		10				100						100						100																				80		20		100																		100						100																																100				100				90		10						100						80		20				100																												100								100				100								100				allianz		aami		cgu										1				1				4		gio		racv						gio		allianz

		67		1		85		15						100						90		10				100						40		50		10		100																50		50						100						80		20				100																		80		20				100																														80		20				100						90		10				100				70		30						100																																																																																				aami		vacc

		68						100						100						100						100						100						100						100						100																		100						100						100						100						100						100						100						100																		100						100						100						100						95		5				100						100						100																		100						100																																																cgu		allianz0		lumley

		69		2		100								100				30		30		10		30		100										100		100										100		100				50		25		25				100				50		25		25				100																																																																100								100				100								100																																								100								100				ansvar		gio																1		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever		3		racv

		70																																																																																																																																																																																																																																																aami		gio										the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		71		1		80		20						100		1		10		90						100		1		40		60						100		1																										30		70						100		1																																																														10		90						100		1		20		40		40				100		1																																																		racv/nrma		allianz								1												2		racv/nrma

		72		1				40		40		20		100						50		40		10		100						50		45		5		100																														50		45		5		100																																100				100																		65		30		5		100								95		5		100						65		30		5		100																																										50		50				100				aami/aust alliance/sun. royal/aust pensioners		cgu						1		1				1		1		1		File closed still with assessor file handled interstate changed offices		4		aami		allianz		lumley				aami		racv		gio		allianz		lumley

		73		1				80		20				100						80		20				100						70		30				100						45		45		10		100																		45		35		20		100																														100						100				10		90						100						40		50		10		100						80		20				100				10		70		10		10		100																		80				20		100																		50		50				100				lumley		cgu		ansvar														1		Never received file		2		racv		lumley - only slightly		others - slightly				racv		vacc		lumley								Ringing each month for payment of invoice cost money & time

		74		2		80		20						100						40		60				100		1				50		50				100		1																														60		40		100		1																		60		40		100						40		60				100																		100						100				40		60						100										100		100		1																100						100						100						100																yes								1		1								1				4										gio		aami

		75		2												1												1												1																																				1												1																90		10				100																										1												1												1																								1																										lumley		racv				1																3		elders		aami		qbe																1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		76		1				100						100								50		50		100								100				100																																50		50		100																																																																												50		50						100																																																				allianz		cgu						1										1				4		racv		aami						vacc

		77		1				100						100						100						100						100						100						100						100																20		80						100																																																																		100						100						100						100																																																				all same												1		1				1				3		aami		qbe		cgu

		78				100								100																		10		90				100																														100						100																														100						100																		10		50		40		100						100						100																																												100				100								100				100																				1		1		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.		4

		79		1												1												1												1												1																								1												1												1												1																								1												1												1												1																								1												1								1				1																						vacc												Sorry, we are ok no real halp as we factor all our insurance work.

		80		1																																																																100						100																																																						95				5		100																																																																																				1														4

		81		2				100						100																																																						100						100																																																				100								100																						100		100																																																				racv can take 90 days		vacc		aami				1		1								1		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.		3		cgu		aami						racv		vacc

		82		1		85		15						100						80		20				100						70		20		10		100																														20		50		30		100																		40		50		10		100																																100				100						40		60				100						10		70		20		100								100				100																														100						100				racv		cgu		lumleys						1		1						1		Not my file, I will pass you on.		3		aami		racv		allianz				aami

		83		2		90		10						100						90		10				100						90		10				100																														90		10				100								100				100																				100				100																				100				100								90		10		100								90		10		100																				90		10		100								90		10		100						80		20				100				We don't attach supps to original invoice						1																3,4		aami		cgu						bmw		cgu

		84		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																								1																						It's too competitive, insurance companies always stuff us up.

		85		1				50		50				100																																100				100						100						100						100						100																																																						100						100																30		50		20				100																		100						100																												aami		sun royal						1										1				2		racv								racv

		86		1		92		6				2		100				100								100				100								100																														100						100				100								100																																																																100								100																																								100								100																1						1				2		aami		racv/nrma		gio		zurich		aami

		87		1		100								100						100						100						100						100																100								100				10		90						100																		100						100																														100						100				100								100						100						100				100								100																												100								100				ima - racv								1																aami		ima - racv		allianz

		88		2																																																																																																																																																																																																														cgu		gio						1						1						The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.		2																						Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		89		1		90		10						100																		100						100																100								100								100				100																																																				100								100				50		50						100				25		50		25				100																																																												1										1		Sent to wrong state office.		4		qbe/merc mutual		gio

		90		1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		racv		cgu						1								1		1				1		aami								aami		cgu

		91		2		100								100																																																						80		20				100																												100								100																																								100								100																																																				cgu								1										1				4		racv								vacc

		92		2		100								100				95.0						5		100				100								100																												80		20						100																																																																100								100						100						100																																																				allianz																1				Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!		3		cgu								cgu												Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		93		2				80		15		5		100						35		60		5		100						50		50				100																														35		50		15		100						100						100						50		50				100						50		50				100																		50		30		20		100						60		40				100				20		60		20				100																		50		50				100																		50		50								zurich		allianz						1								1						4		racv		aami						racv		aami		fai		gio		qbe		zurich

		94		2																								50		50		50						100																																100				100																								0						100						100																																								100								100																100								100																												cgu								1														3										racv		hba		gio		zurick		qbe mercantile mutual				We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		95		1		90		10						100				40		50		10				100				10		30		40		20		100								30		70		100																		20		40		40		100				70		30						100						10		40		50		100																												60		40						100				80		20						100				60		40						100																												40		40		20				100				5				35		60		100				cgu & zurich		gio		allianz				1												File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.		2		allianz																				CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		96						100						100																		100						100																		100						100						100						100						100						100																10		90						100																		100						100				100								100																																																												0				aim		lumley		sun alliance																Haven't had to follow up		2		nrma/racv		aami						vacc

		97		1		15		80		5				100						10		80		10		100						20		80				100						20		80				100																		20		80				100																														80		20				100																														90		10				100						15		80		5		100																		70		30				100						70		30				100						70		30				100				royal sun alliance		racv								1										95% of the time the claims officer will say that they do not have the invoice on the file.		4		allianz		aami						aami		racv		alliaz		motorcare						Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		98		1														100								100																																																																																																																												100								100																																								100								100																								and investigate		1

		99		1		75		5		10		10		100		1				90		10				100						90		10				100						100						100																		90		10				100						100						100						100						100																		100						100						90		10				100						100						100						90		10				100																		100						100								100				100						100						100				very rarely are supps attached to original - payment 30-40 days								1												Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.		4,5		aami - some of the time								aami, sun royal, alliance, aust pens		allianz										Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		100		1		90		8		2				100																																																						98		2				100																																																																														80		20				100																																																				racv		all states auto						1												Not received tax invoices (which would ave posted and faxed to the insurance co)		2		racv		cgu						aami

		101				40		60						100				100								100				40		60						100				40		60						100				100								100				60		40						100																												100								100																30		30		40				100				60		40						100				100								100																		40		60				100				60		40						100				40		60						100				lumley								1										1				4		racv		aami						cgu		lumleys

		102		2												1												1												1												1																								1												1												1												1												1												1												1												1																								1												1												1										1		1						1		1				3										vacc		aami										The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		103		2		100								100		1				100						100		1				100						100		1				100						100		1																100						100		1				100						100		1												1				100						100		1												1				100						100		1		100								100		1		75		25						100		1												1		100								100		1				100						100		1				100						100		1		racv		gio										1						1				2		racv		allianz						aami		vacc										Direct credit payments are best

		104		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		aami						1																2										gio		cgu

		105		1		50		50						100						50		50				100						100						100																														100						100																																																						100						100						100						100						25		50		25		100																																																				racv								1												Did not receive invoice so they say		4

		106		1				100						100		1				50				50		100		1												1																														20		80		100		1																																																																100						100		1				100						100		1																																																		vacc		allianz																1				4		ima								vacc

		107		2		70		30						100						50		40		10		100								100				100																														50		50				100																																100				100																												70		30						100										100		100																		100						100				70		30						100																racv								1						1		1		1				2																						MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		108		1		80		20						100						10		90				100						50		50				100						50		50				100				50		50						100				60		40						100				60		40						100						60		40				100						60		40				100						60		40				100						60		40				100								60		40		100				95		5						100						60		40				100						60		40				100						80		20				100						80		20				100				cgu		aami		qbe		1																1,2		racv		cgu																		Direct debits would be a solution

		109		1								100		100		1								100		100		1								100		100		1																																100		100		1																																																								100		100		1								100		100		1								100		100		1																																																		lumley - by far								1										1		Invoice not received		2										racv

		110		1		95		5						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1										1												Invoice in relevant file but payment overlooked		2		aami								aami		vacc

		111		2		100								100						75		25				100				50		50						100						100						100																50		50						100																												90		10						100																		100						100																				100				100																100								100																		80		20				100				aami		racv						1		1												2,3		gio		elders		cgu		wesfarmers		vacc

		112						70		30				100						100						100				40		60						100																														100						100																																																				80		20						100																				30				30																																																				racv/nrma								1		1								1				4		aami								gio		lumley

		113																																														100		100																																																																																																				100								100																																																										1																3		racv																				Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		114		1		70		20		10				100				20		80						100				5		95						100																												5		95						100																										10		60		20		20				100																																								25		40		35				100																																																				gio		cgu						1														2		aami		australian international ins.		racv

		115				80		20						100										100		100								100				100				100								100				100								100								80		20		100																						100		100																100								100				100								100						100						100						80				20		100																														100						100						100						100				cgu/fortis								1						1		1		1				5										ima		gio		cgu

		116		1		15		80		5				100				50		30		20				100				50		50						100																																		100		100								100				100																																																								100				100				100								100																																																				gio		aami						1		1				1						Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)		2		gio		racv		aami				aami		gio		vacc

		117		1				100						100						100						100										100		100																																		100		100																																																																				100				100								80		20		100																																																				cgu/vacc		gio		ima				1						1		1		1				4		aami								aami		cgu/vacc		ima

		118		1												1												1												1												1												1												1												1												1												1												1												1												1										0		1												1												1												1												1																								2

		119		1																																																																																																																																																																																																																										1						1				2		cgu								vacc												cgu has been the most improved. Every other company is now fairly swift in payment.

		120		2		80		20						100						90		10				100						70		30				100						100						100																		90		10				100						100						100						100						100						100						100																		90		10				100						80		20				100				10		80		10				100																																										100						100				gio		racv		allianz				1						1				1		Have not received account		2		aami		aust pensioners		racv		allianz														aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		121		1		80		15		5				100										100		100																																												100				100																																																						80		20				100						100						100						100						100																														100						100																lumley														1		1		1		Never received invoice		1		racv								aami		lumley										They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		122														1																																																																																																																																																1																																																		racv/nrma		qbe				1		1										1		have lost file and assessor can't remember assessing		2

		123		2		90				10				100				30		70						100				20		40				40		100																												15		50		15		20		100																														75		25				100																						100		100				40				60				100				48		52						100																						100		100																				100				100												1						1		1		1				5		cgu								gio												Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		124		2																																																																																																																																																																																																														allianz		cgu																		rarely need to follow up now. All payment time are good.		4		all of them								racv		cgu		aami

		125		2		50		50						100				30		60		10				100				30		65		5				100																												10		50		40				100																																																																30		60		10				100				10		80		10				100																																								30		60		10				100				cgu																		1		We still haven't received your invoice		3		aami		gio						cgu		aami		racv

		126		1		95		5						100				50		50						100				40		40		20				100																														75		25				100																100								100				50		50						100																		100						100																100								100																																100				100																racv/nrma										1										Awaiting assessors report (for supps usually)		2		racv		cgu

		127		1		90		10						100						100						100																																										100						100																																																						90		10				100																		100						100																														100						100																								1		1						1						4		aami								aami												We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		128														1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1								1																1																						I factor all my invoices so I do not know which is slow or otherwise.

		129		1		90		10						100				100								100				80		20						100				100								100				100								100				60		40						100																80		20						100																																								80		20						100				70		30						100																80		20						100				100								100																All if you deal directly with the assessor																				I call after 7 day to see if received and it gets the ball on the way		3		racv

		130		1				100						100																		100						100																														100						100																																																						100						100						100						100				100								100																																																										1																4										lumley												I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		131				100								100						100						100						100						100																		100						100								30		70		100																				100				100								100				100				100								100				100								100						100						100								70		30		100																				100				100								100				100						100						100				cgu/fortis								1								1		1				5										cgu		allianz		wesfarmers		lumley		qbe

		132		1				100						100										100		100						100						100						100						100				100								100								100				100						100						100								100				100						100						100						100						100								100				100						100						100								100				100								100				100																		100						100						100						100												1		1		1										5										vacc

		133		1																																																																																																																																																																																																																																				4																						Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		134		1		100								100										100		100						100						100						100						100				100								100						100						100																						100		100										100		100																		100						100						100						100				100								100										100		100																100								100						100						100				aami		racv		gio				1												Processing of chq. Over looked		2		aami		racv						racv		aami

		135		1		80		20						100						80		20				100		1		95		5						100								80		20		100								90		10		100						10		80		10		100																		10		80		10		100						80		20				100						80		20				100								80		20		100						80		20				100						80		20				100																				90		10		100						80		20				100				70		20		10				100				cgu								1						1								4		aami		gio

		136		2		100								100										100		100										100		100																		100						100								50		50		100																																100				100																				100				100						100						100						100						100																						100		100																												racv		gio		nrma				1				1						1				1		aami																				We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		137				100								100														1												1																										100								100														1																																																1												1		25		50		25				100														1												1												1												1								1																4		racv		aami						aami

		138		1						100				100																																																								100				100																																																						100						100																80		20						100																																										100						100				zurich								1						1		1		1				4		lumley								ima

		139		1		100								100																																																																100								100																																																																		100						100																																										100						100																								Invoice is different to accepted quote - Invoice needs to be separated into two		4																						No longer to retail repairs

		140		1				40				60		100		1				100						100		1												1																												50		50				100		1																																																						40		60		100		1				100						100		1		35		30		35				100		1				60		40				100		1																60		40				100		1														allianz		lumleys						1								1		1		File lost send another invoice		3		qbe		cgu						vacc												60 days & over should be a charge of 20% on invoices

		141		1						100				100				100								100				100								100										100		100																100								100																																		100		100																		100						100						100						100						100						100																						100		100																100								100				racv		ansvar		aami				1		1		1						1		I will call you back. Never happens.		1		gio		allianz		zurich		cgu/vacc														With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i

		142		1						80		20		100		1						80		20		100		1								100		100		1																												100						100		1																																																				100						100		1																70		30				100		1																																												100		100		1								1				1												2										vacc

		143		2		100								100																																																																																																																														100						100						100						100																		100						100																												racv		cgu						1								1		1				2,3		cgu		racv

		144						100						100								100				100						50		50				100																																100				100																														100						100																		100						100						25		75				100						100						100																		100						100								100				100																cgu								1		1						1						4		aami

		145		2		100								100																				100				100																		100						100								50		50		100																		100						100																														100						100																		100						100																																																				cgu								1		1												2		aami

		146		2												1												1												1																																				1																																				1																								1												1												1																								1												1														all accounts are factored						1																1

		147		1		100								100		1				100						100																																										100						100																																																																		100						100						100						100		1																																																		racv								1										1				4		aami		racv		allianz				aami		vacc										Payments have been a lot better since the GST came into affect

		148		1				100						100						20		40		40		100						80		20				100						100						100																		20		40		40		100																																																				60		40						100						50		50				100						50		40		10		100																														50		30		20		100						80		20				100				allianz		cgu						1										1		Parts being checked not my file		5		zurich		ima/racv		aami		gio		racv		gio

		149		2		95		5						100						50		50				100				95		5						100								90		10		100						100						100				55		45						100																														100						100																				100				100						75		25				100				75		25						100																		50		50				100						75		25				100						80		20				100				ansvar		allianz		racv						1								1				4		racv		gio						cgu

		150						80		20				100																										1																																				1																																																																										90		10						100																				100				100														1												1		cgu								1		1								1				2										nrma		aami		zurich

		151		2				20		80				100																		100						100																														100						100																																																								100				100																		100						100																																																				racv								1										1		File already closed. So they obviously had overlooked the supplementary		2		aami		racv						racv/nrma		aami		vacc								aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		152		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																						You must have sent it to the wrong department. Your invoice must have been lost can you send it again.		4		Due to the across the board late payments by generally all …….. We now don't take chances on waiting for our money, and have been forced to factor everything or most accounts which costs us everytime.																				We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		153				100								100																												100								100																		100						100																		100						100																																								100								100						100						100																																																												1														2		aami		cgu		racv

		154		2		100								100				53		47						100				54		46						100						45		55				100																														100						100						100						100				60		40						100						100						100						100						100				100								100						90		10				100																48		52						100						100						100				50		50						100				cgu/vacc																1		1				3		cgu/vacc								gio		aami		fai/allianz		vacc		cgu

		155		2		90		10						100						50		50				100						100						100																														50				50		100				100								100																100								100																		100						100				100								100										100		100																		100						100						100						100

		156		1				50		40		10		100						80		20				100								25		75		100																														70		20		10		100																																																						100						100						100						100				90		10						100																100								100																				90		10		100				zurich								1										1				2

		157		2				100						100								100				100						100						100																														90		10				100																																																																100								100						30		50		20		100																100								100																		100						100				racv								1		1										many say invoice never received instead of saying file not on hand		3		aami								vacc		racv										Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		158		1		70						30		100								100				100						100						100										100		100				100								100						30		50		20		100																		100						100																																		100		100						100						100						100						100																																												100				100																						1				4		aami		cgu

		159		2		100								100		1				100						100																		20		80				100																		20		80				100				10		90						100						30		70				100						90		10				100																														30		70				100						80		20				100																		20		80				100						15		70		15		100																racv																				lost invoice please re fax		4		racv								vacc		cgu

		160		1				30		40		30		100						50		50				100																																										45		55				100																																																						80		20				100						80		20				100						90		10				100																														60		40				100				30		50		20				100				cgu		aami		racv														1		generally file lost or misplaced after 5 phone calls		3		zurich																				sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		161		1				100						100								100				100						100						100						100						100										100		100										100		100								100				100								100				100						100						100								100				100										100		100						100						100						100						100								100				100						100						100				100								100								100				100				vacc/cgu		allianz		racv				1		1				1						not worth commenting		4		aami		racv		gio																It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		162		1		100								100																		20		80				100																														20		80				100																20		80						100																																																								100				100				80		20						100				80		20						100																		80		20				100				nrma/racv								1														2		aami								aami		hba

		163		1																																																																																																																																																																																																														lumleys								1						1				1		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.		2		aami		gio						racv		cgu/vacc		motorcare

		164						100						100										100		100								100				100						100						100																				100				100																																																										100		100										100		100										100		100																		100						100																		100						100				qbe		lumleys						1										1				4		aami		zurich																		sick em!

		metro		91										135		34										108		33										109		34										44		15										29		10										126		33										26		17										42		13										57		20										14		14										95		27										101		28										132		32										16		17										53		20										59		23										79		24								17		104		43		10		29		37		75		70		11

		rural		51																																																																																																																																																																																																																																				50

																																																																																																																																																																																																																																								29

		sum		142																																																																																																																																																																																																																																				45

																																																																																																																																																																																																																																								6

		metro %		64.1%																																																																																																																																																																																																																																				0

		rural %		35.9%

		sum				6286		5064		1429		721						1508		5132		2450		1710						2157		5258		2525		960						560		2190		790		860						1230		1395		165		110						1144		5806		3941		1709						770		1350		480		0						543		2287		1060		310						1530		2740		1160		350						400		790		160		50						1238		4942		2365		1035						3170		4965		1590		375						4091		6000		2076		1063						440		530		530		100						1188		2572		990		550						1480		2960		1320		140						1695		3870		1635		800

		empty				84		72		118		138						137		89		110		129						127		85		118		145						157		136		152		152						149		146		161		162						141		73		88		125						153		148		159		164						155		133		147		158						145		126		144		160						158		155		161		163						146		101		123		143						123		97		132		155						100		68		109		136						158		156		156		163						151		131		146		153						146		125		138		159						143		116		134		153

		data entered				81		93		47		27						28		76		55		36						38		80		47		20						8		29		13		13						16		19		4		3						24		92		77		40						12		17		6		1						10		32		18		7						20		39		21		5						7		10		4		2						19		64		42		22						42		68		33		10						65		97		56		29						7		9		9		2						14		34		19		12						19		40		27		6						22		49		31		12

		average				77.6		54.5		30.4		26.7						53.9		67.5		44.5		47.5						56.8		65.7		53.7		48.0						70.0		75.5		60.8		66.2						76.9		73.4		41.3		36.7						47.7		63.1		51.2		42.7						64.2		79.4		80.0		0.0						54.3		71.5		58.9		44.3						76.5		70.3		55.2		70.0						57.1		79.0		40.0		25.0						65.2		77.2		56.3		47.0						75.5		73.0		48.2		37.5						62.9		61.9		37.1		36.7						62.9		58.9		58.9		50.0						84.9		75.6		52.1		45.8						77.9		74.0		48.9		23.3						77.0		79.0		52.7		66.7

		percentage														20.6%												20.0%												20.6%												9.1%												6.1%												20.0%												10.3%												7.9%												12.1%												8.5%												16.4%												17.0%												19.4%												10.3%												12.1%												13.9%												14.5%

		total				189.1645101977												213.4289131921												224.2115621501												272.4403183024												228.2127192982												204.6821805007												223.5784313725												228.9433531746												271.9945054945												201.1428571429												245.7316230918												234.1727145404												198.5207326268												230.6349206349												258.4427981719												224.1169590643												275.4336485327

		sum of sums				13500												10800												10900												4400												2900												12600												2600												4200												5780												1400												9580												10100												13230												1600												5300												5900												8000

		/100				135												108												109												44												29												126												26												42												57.8												14												95.8												101												132.3												16												53												59												80

		percentage				46.6		37.5		10.6		5.3						14.0		47.5		22.7		15.8						19.8		48.2		23.2		8.8						12.7		49.8		18.0		19.5						42.4		48.1		5.7		3.8						9.1		46.1		31.3		13.6						29.6		51.9		18.5		0.0						12.9		54.5		25.2		7.4						26.5		47.4		20.1		6.1						28.6		56.4		11.4		3.6						12.9		51.6		24.7		10.8						31.4		49.2		15.7		3.7						30.9		45.4		15.7		8.0						27.5		33.1		33.1		6.3						22.4		48.5		18.7		10.4						25.1		50.2		22.4		2.4						21.2		48.4		20.4		10.0

		check				100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0





Business Location

		

		Metro		64.1%

		Rural		35.9%





Business Location

		0

		0



Location of Business



response Rate

		Response Rate

				25.5%





Factoring1

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24

		20.7%		20.1%		20.7%		9.1%		6.1%		20.1%		10.4%		7.9%		12.2%		8.5%		16.5%		17.1%		19.5%		10.4%		12.2%		14.0%		14.6%

		AAMI		34		20.7%

		GIO		34		20.7%

		Allianz		33		20.1%

		CGU		33		20.1%

		RACV		32		19.5%

		QBE		28		17.1%

		Lumley		27		16.5%

		Zurich		24		14.6%

		Western		23		14.0%

		Elders		20		12.2%

		Wesfarmers		20		12.2%

		Swann		17		10.4%

		Ready		17		10.4%

		Ansvar		15		9.1%

		Guild		14		8.5%

		Factor		13		7.9%

		Catholic		10		6.1%





Factoring1

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Percentage of respondents that used factoring with this insurer



Factoring

		Factoring used

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich		Total

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24		394

		8.6%		8.4%		8.6%		3.8%		2.5%		8.4%		4.3%		3.3%		5.1%		3.6%		6.9%		7.1%		8.1%		4.3%		5.1%		5.8%		6.1%

		AAMI		8.6%

		GIO		8.6%

		CGU		8.4%

		Allianz		8.4%

		RACV		8.1%

		QBE		7.1%

		Lumley		6.9%

		Zurich		6.1%

		Western		5.8%

		Wesfarmers		5.1%

		Elders		5.1%

		Swann		4.3%

		Ready		4.3%

		Ansvar		3.8%

		Guild		3.6%

		Factor		3.3%

		Catholic		2.5%

		Total		100.0%





Factoring

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Factoring of Invoices by Insurers



Payment distribution

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)

		46.6		37.5		10.6		5.3		14.0		47.5		22.7		15.8		19.8		48.2		23.2		8.8		12.7		49.8		18.0		19.5		42.4		48.1		5.7		3.8		9.1		46.1		31.3		13.6		29.6		51.9		18.5		0.0		12.9		54.5		25.2		7.4		26.5		47.4		20.1		6.1		28.6		56.4		11.4		3.6		12.9		51.6		24.7		10.8		31.4		49.2		15.7		3.7		30.9		45.4		15.7		8.0		27.5		33.1		33.1		6.3		22.4		48.5		18.7		10.4		25.1		50.2		22.4		2.4		21.2		48.4		20.4		10.0





Payment distribution

		AAMI (0-21)

		AAMI (22-40)

		AAMI (41-60)

		AAMI (60 plus)



In days

Percentage

Payment distribution for AAMI

44.0588235294

36.3235294118

11.1470588235

8.4705882353



0-21

		0

		0

		0

		0



In days

Percentage

Payment distribution for AAMI



22-40

		0

		0

		0

		0



In days

Percentage

Payment distribution for Allianz



41-60

		0

		0

		0

		0



In days

Percentage

Payment distribution for GIO



60 plus

		0

		0

		0

		0



In days

Percentage

Payment distribution for Ansvar



supps

		0

		0

		0

		0



In days

Percentage

Payment distribution for Catholic



Reasons

		0

		0

		0

		0



In days

Percentage

Payment distribution for CGU



Other reasons

		0

		0

		0

		0



In days

Percentage

Payment distribution for Swann



Realistic timeframe

		0

		0

		0

		0



In days

Percentage

Payment distribution for HBA



Improved

		0

		0

		0

		0



In days

Percentage

Payment distribution for Elders



Badges

		0

		0

		0

		0



In days

Percentage

Payment distribution for Guild



Comments

		0

		0

		0

		0



In days

Percentage

Payment distribution for Lumleys



		0

		0

		0

		0



In days

Percentage

Payment distribution for QBE



		0

		0

		0

		0



In days

Percentage

Payment distribution for RACV



		0

		0

		0

		0



In days

Percentage

Payment distribution for Ready Plan



		0

		0

		0

		0



In days

Percentage

Payment distribution for Wesfarmers



		0

		0

		0

		0



In days

Percentage

Payment distribution for Western



		0

		0

		0

		0



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		Allianz (0-21)		GIO (0-21)		Ansvar (0-21)		Catholic (0-21)		CGU (0-21)		Swann (0-21)		HBA (0-21)		Elders (0-21)		Guild (0-21)		Lumley (0-21)		QBE (0-21)		RACV (0-21)		Ready (0-21)		Wesfarm (0-21)		Western (0-21)		Zurich (0-21)

		46.6		14.0		19.8		12.7		42.4		9.1		29.6		12.9		26.5		28.6		12.9		31.4		30.9		27.5		22.4		25.1		21.2

		AAMI		46.6

		Catholic		42.4

		QBE		31.4

		RACV		30.9

		Swann		29.6

		Guild		28.6

		Ready		27.5

		Elders		26.5

		Western		25.1

		Wesfarm		22.4

		Zurich		21.2

		GIO		19.8

		Allianz		14.0

		HBA		12.9

		Lumley		12.9

		Ansvar		12.7

		CGU		9.1





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



percentage

Payment distribution by insurers (0-21 days)



		AAMI (22-40)		Allianz (22-40)		GIO(22-40)		Ansvar (22-40)		Catholic (22-40)		CGU (22-40)		Swann (22-40)		HBA (22-40)		Elders (22-40)		Guild (22-40)		Lumley (22-40)		QBE (22-40)		RACV (22-40)		Ready (22-40)		Wesfarm (22-40)		Western (22-40)		Zurich (22-40)

		37.5		47.5		48.2		49.8		48.1		46.1		51.9		54.5		47.4		56.4		51.6		49.2		45.4		33.1		48.5		50.2		48.4

										Guild		56.4

										HBA		54.5

										Swann		51.9

										Lumley		51.6

										Western		50.2

										Ansvar		49.8

										QBE		49.2

										Wesfarm		48.5

										Zurich		48.4

										GIO		48.2

										Catholic		48.1

										Allianz		47.5

										Elders		47.4

										CGU		46.1

										RACV		45.4

										AAMI		37.5

										Ready		33.1





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



percentage

Payment distribution by insurers (22-40 days)



		AAMI (41-60)		Allianz (41-60)		GIO (41-60)		Ansvar (41-60)		Catholic (41-60)		CGU (41-60)		Swann (41-60)		HBA (41-60)		Elders (41-60)		Guild (41-60)		Lumley (41-60)		QBE (41-60)		RACV (41-60)		Ready (41-60)		Wesfarm  (41-60)		Western  (41-60)		Zurich  (41-60)

		10.6		22.7		23.2		18.0		5.7		31.3		18.5		25.2		20.1		11.4		24.7		15.7		15.7		33.1		18.7		22.4		20.4

				Ready		33.1

				CGU		31.3

				HBA		25.2

				Lumley		24.7

				GIO		23.2

				Allianz		22.7

				Western		22.4

				Zurich		20.4

				Elders		20.1

				Wesfarm		18.7

				Swann		18.5

				Ansvar		18.0

				QBE		15.7

				RACV		15.7

				Guild		11.4

				AAMI		10.6

				Catholic		5.7





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



percentage

Payment distribution by insurers (41-60 days)



		AAMI (60 plus)		Allianz (60 plus)		GIO (60 plus)		Ansvar (60 plus)		Catholic (60 plus)		CGU (60 plus)		Swann (60 plus)		HBA (60 plus)		Elders (60 plus)		Guild (60 plus)		Lumley (60 plus)		QBE (60 plus)		RACV (60 plus)		Ready (60 plus)		Wesfarm (60 plus)		Western (60 plus)		Zurich (60 plus)

		5.3		15.8		8.8		19.5		3.8		13.6		0.0		7.4		6.1		3.6		10.8		3.7		8.0		6.3		10.4		2.4		10.0

		Ansvar		19.5

		Allianz		15.8

		CGU		13.6

		Lumley		10.8

		Wesfarm		10.4

		Zurich		10.0

		GIO		8.8

		RACV		8.0

		HBA		7.4

		Ready		6.3

		Elders		6.1

		AAMI		5.3

		Catholic		3.8

		QBE		3.7

		Guild		3.6

		Western		2.4

		Swann		0.0





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



percentage

Payment distribution by insurers (60 plus)



		Supps 3a)		Frequency		Percent

		RACV		33		27.3%

		CGU		33		27.3%

		AAMI		12		9.9%

		Allianz		10		8.3%

		Lumleys		8		6.6%

		GIO		8		6.6%

		Zurich		6		5.0%

		NRMA		5		4.1%

		QBE		2		1.7%

		Ansvar		2		1.7%

		Aust. Alliance / Sun Royal / Aust. Pensioners		2		1.7%

		Subtotal		121		100.0%

		b)

		CGU/VACC		17

		AAMI		13

		GIO		11

		RACV		9						Total		a)+b)+c)

		ALLIANZ		7						CGU		54		24.3%

		LUMLEYS		6						RACV		51		23.0%

		sun royal		1						AAMI		29		13.1%

		qbe		1						GIO		22		9.9%

		elders		1						Allianz		21		9.5%

		ansvar		1						Lumleys		18		8.1%

		Subtotal		67						Zurich		9		4.1%

										NRMA		5		2.3%

		c)								QBE		4		1.8%

		CGU		6						Ansvar		3		1.4%

		RACV		5						Aust. Alliance / Sun Royal / Aust. Pensioners		3		1.4%

		lumleys		4						Elders		2		0.9%

		ALLIANZ		4						Wefarmers		1		0.5%

		AAMI		4								222		100.0%

		ZURICH		3

		GIO		3

		WESTFARMERS		1

		sun alliance		1

		qbe		1

		elders		1

		ansvar		1

		Subtotal		34

		Grandtotal		222





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Slowest payers when supps are attached to the original invoice



		

		Don't follow up with insurers		File not at hand		Paperwork incomplete		Claim not registered		Staff shortages		Recent merger caused delays		File lost		Other		Total

		17		104		43		10		29		37		75		70

		17		104		43		10		29		37		75		70		385

		4.4%		27.0%		11.2%		2.6%		7.5%		9.6%		19.5%		18.2%		100.0%

		File not at hand		27.0%

		File lost		19.5%

		Other		18.2%

		Paperwork incomplete		11.2%

		Recent merger caused delays		9.6%

		Staff shortages		7.5%

		Don't follow up with insurers		4.4%

		Claim not registered		2.6%

		Total		100.0%





		0
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Explanations given by insurers about delays in payments



		4Other (please type answer)

		95% of the time the claims officer will say that they do not have the invoice on the file.

		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice

		Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!

		Amounts vary - need/waiting on assessor

		and investigate

		assessor has not sent in file

		Assessor not submitting file after 30 days

		Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)

		assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help

		Awaiting assessors report (for supps usually)

		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.

		Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.

		Blame assessors for incomplete work

		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)

		claim officer on leave, file sent to wrong branch

		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT

		computers are down

		computers are not working today "we just don’t have that account you are refering to" - how convenient

		Did not receive invoice so they say

		Excess not paid by 3rd party

		File already closed. So they obviously had overlooked the supplementary

		File closed still with assessor file handled interstate changed offices

		File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.

		file is in parts pricing, perosn dealing with calim has left the company or on holidays

		File lost send another invoice

		File returned to assessors faxed copies not received incorrect claim number given by assessors

		file still on assesors desk

		FILED AWAY

		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever

		generally file lost or misplaced after 5 phone calls

		Generally no explanations most process cheque quickly if paper work is complete

		have lost file and assessor can't remember assessing

		Have not received account

		have not received invoice - then I have to pull mine out and fax through paperwork

		Haven't had to follow up

		Havent received account

		I call after 7 day to see if received and it gets the ball on the way

		I will call you back. Never happens.

		I'll get so & so to ring u back

		Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.

		Invoice in relevant file but payment overlooked

		Invoice is different to accepted quote - Invoice needs to be separated into two

		invoice not on file

		invoice not received

		invoice not received

		Invoice not received

		invoice not received although sometimes have faxed copies of same invoice 3 times

		Invoice ot received pls fax or send again

		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.

		invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.

		lost invoice please re fax

		many say invoice never received instead of saying file not on hand

		Never received file

		Never received invoice

		never received invoice, file has been overlooked

		none given

		Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.

		Not my file, I will pass you on.

		Not received tax invoices (which would ave posted and faxed to the insurance co)

		not worth commenting

		Parts being checked not my file

		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.

		Processing of chq. Over looked

		RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date

		rarely need to follow up now. All payment time are good.

		Sent to wrong state office.

		The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.

		waiting for invoice

		We still haven't received your invoice

		You must have sent it to the wrong department. Your invoice must have been lost can you send it again.





		

		Timeframe

		Up to 7 days		11		7.8%

		Up to 14 days		50		35.5%

		Up to 21 days		29		20.6%

		Up to 30 days		45		31.9%

		Up to 60 days		6		4.3%

		Up to 90 days		0		0.0%

		Total		141		100.0%
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Realistic timeframe for receiving payment



		Improve 6a)				Improve 6b)				Improve 6c)				Improve 6d)

		AAMI		42		AAMI		14		ALLIANZ		7		allianz		2

		RACV		36		ALLIANZ		4		RACV/NRMA		6		cgu/vacc		1

		CGU		11		AUST PENSIONERS		2		AAMI		5		ELDEN		1

		GIO		7		CGU		14		GIO		5		GIO		4

		ALLIANZ		4		elders		1		cgu		3		PENSIONERS		2

		qbe		4		GIO		8		qbe		2		wesfarmers		1

		ZURICH		4		IMA		3		lumley		1		ZURICH		2

		elders		1		LUMLEY		4		WESFARMERS		1

		lumley		1		QBE		3		zurich		1

		royal		1		RACV		17

						SUN ROYAL		1

						zurich		1

				Total		227		1

				RACV		62		27.3%

				AAMI		61		26.9%

				CGU		29		12.8%

				GIO		24		10.6%

				Allianz		17		7.5%

				QBE		9		4.0%

				Zurich		8		3.5%

				Lumleys		6		2.6%

				Aust. Alliance / Sun Royal / Aust. Pensioners		6		2.6%

				Elders		3		1.3%

				Wesfarmers		2		0.9%





		0
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Insurers that have improved their timeframe of payment over the past three months



		Badges 7a)

		AAMI		41		26.8%

		RACV		37		24.2%

		CGU		26		17.0%

		GIO		22		14.4%

		Allianz		11		7.2%

		Lumleys		6		3.9%

		QBE		3		2.0%

		FAI		2		1.3%

		Motorcare		2		1.3%

		Sun Alliance		2		1.3%

		Wesfarmers		1		0.7%

		Total		153		100.0%





		0
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BRD members that hold insurers' badges or signs



		1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		60 days & over should be a charge of 20% on invoices

		aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		CGU - from bad to worse

		CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		cgu has been the most improved. Every other company is now fairly swift in payment.

		Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		Direct credit payments are best

		Direct debits would be a solution

		Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		hour labour and paint far too low

		Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		I factor all my invoices so I do not know which is slow or otherwise.

		I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		It's too competitive, insurance companies always stuff us up.

		jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		No longer to retail repairs

		NO!

		Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		Payments have been a lot better since the GST came into affect

		Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		Ringing each month for payment of invoice cost money & time

		sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		sick em!

		small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		Sorry, we are ok no real halp as we factor all our insurance work.

		the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		We factor most of our invoices as we require payment in 2-7 days

		We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i
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raw data 

		Count		busloc (1=metro, 2=rural)		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Check=100%		AAMI Factor (Enter '1' if box is ticked)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		Check=100%		Allianz Factor		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Check=100%		GIO Factor		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Check=100%		Ansvar Factor		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		Check=100%		Catholic Factor		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Check=100%		CGU Factor		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		Check 100%		Swann Factor		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Check=100%		HBA Factor		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Check=100%		Elders Factor		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Check =100%		Guild Factor		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		Check=100%		Lumley Factor		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		Check=100%		QBE Factor		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Check=1005		RACV Factor		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Check+100%		Ready Factor		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Check=100%		Wefarm Factor		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Check=100%		Western Factor		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)		Check =100%		Zurich Factor		Supps 3a)		Supps 3b)		Supps 3c)		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Improve 6a)		Improve 6b)		Improve 6c)		Improve 6d)		Badges 7a)		Badges 7b)		Badges 7c)		Badges 7d)		Badges 7e)		Badges 7f)		Comments

		1		1		99				1				100				20		70		10				100						80		20				100																		100						100				20		20		60				100																																																						100						100																		50		50				100																														100						100						100						100				RACV		GIO		CGU				1												never received invoice, file has been overlooked		2		AAMI		ALLIANZ						AAMI		ALLIANZ		VACC

		2		2		100								100																100								100																														100						100				100								100																100								100																		100						100				100								100				100								100																100								100				100								100						100						100										1				1												4		CGU		RACV						AAMI		CGU		GIO								jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		3		1				100						100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100				100								100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100						100						100												1						1		1				invoice not received		4		IMA		CGU						IMA/RACV		CGU

		4				80		10		9		1		100				90		10						100				100								100																												100								100																100								100				100								100																				100				100				100								100				90		10						100																100								100				100								100				100								100				AAMI/CGU								1												Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.		3,4		CGU								VACC		AAMI

		5						100						100						100						100																																										100						100								100				100						100						100																																																				60		40						100																														60		40				100																CGU								1		1				1		1		1		invoice not received although sometimes have faxed copies of same invoice 3 times		2		RACV								VACC

		6		2				90		10				100										100		100				90		10						100																		100						100						90		10				100																														100						100																				100				100						50		50				100				10				70		20		100																		100						100						80		20				100				100								100				RACV								1										1		file still on assesors desk		4		AAMI								RACV												Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		7		1		10		50		40				100		1				70				30		100		1				20				80		100		1												1												1		80		20						100		1												1												1												1												1												1												1				50		50				100		1												1												1												1		100								100		1								1		1										1				2		ZURICH		CGU		ALLIANZ		ROYALSON		CGU

		8		1												1												1												1				70		30				100																										1																																				1												1				100						100						100						100						90		10				100														1				90		10				100						90		10				100						90		10				100				CGU		AAMI						1												none given		1		QBE/MERCANTILE		LUMLEY		RACV/NRMA				RACV/NRMA		CGU		ALLIANZ		ZURICH

		9		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1						4

		10		1				80		20				100																				80		20		100																														80		20				100																																																																												50		50						100																														100						100																AAMI								1								1						2		RACV								RACV

		11		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1				file is in parts pricing, perosn dealing with calim has left the company or on holidays		4

		12		1		10		80		5		5		100						50		50				100				25		75						100						50		50				100						50		50				100								50		50		100																																																																		50		50				100				10		80		10				100																																										100						100				CGU		ALLAINZ		RACV				1		1				1		1						3		RACV		AAMI		GIO		ZURICH

		13		1		60				40				100				100								100				30		70						100				60		40						100				60		40						100				100								100				20		80						100				50		50						100				50		50						100				40		60						100				40		60						100				40		60						100				30		70						100				50		50						100																																																1						1								1		AAMI		SUN ROYAL		ALLIANZ		PENSIONERS		AAMI		RACV		NSA		ALLIANZ

		14		1		75						25		100																		100						100																																50		50		100																												100								100				100								100						100						100				60						40		100				100								100																												100								100						100						100				AAMI										1												2

		15		2		100								100														1												1																												50		50				100		1																																				1																								1				100						100		1				100						100		1																																								50		50				100		1		LUMELYS		CGU						1												claim officer on leave, file sent to wrong branch		3		RACV/IMA		CGU						CGU		AAMI		GIO		SUNROYAL						Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		16						40		40		20		100						40		40		20		100						40		40		20		100																														40		50		10		100																																																								80		20		100																		20		40		40		100																				80		20		100						20		60		20		100						20		60		20		100				RACV		PRESTIGE		CGU				1										1				3

		17		1				100						100		1		40		60						100		1		10		30		60				100		1																100						100		1				30		70				100																		100						100																																45		55		100				70		30						100				35		30		35				100				100								100																		30		70				100																LUMLEY		ALLIANZ						1										1				2		CGU/ALLIANZ								VACC												I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		18		1				100						100																																																																																																																																																																																																				AAMI								1										1				3		AAMI								AAMI												NO!

		19		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		GIO																				Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.		4																						WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		20		1												1												1												1												1																								1																																																1												1												1												1												1																								1												1										1				1										2		RACV								RACV

		21		2		75		10		10		5		100				5		75		15		5		100				20		75		5				100																100								100				10		10		75		5		100																												80		20						100																50		50						100				90		10						100				25		50		15		10		100																100								100				90		10						100				90		10						100				RACV/NRMA		AAMI		CGU				1		1						1				Havent received account		3		AAMI		RACV/NRMA		GIO		ELDEN

		22		2												1		100								100														1																																				1												1																100						100																										1												1												1																								1																								1																								2																						Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		23		1				50		50				100						100						100								100				100																																100				100																																																																		100						100						100						100																														100						100						100						100				RACV		AAMI		GIO				1						1		1				Assessor not submitting file after 30 days		2		HOTLINE		IMA		AAMI		GIO														When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		24		1		50		50						100								100				100				90		10						100																												29		43		14		14		100																33		67						100																												50		50						100																		58		42				100																														100						100				100								100				RACV/NRMA		CGU/VACC		ALLIANZ						1				1		1				RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date		3		GIO								GIO												We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		25		2		100								100						100						100						100						100																														100						100																												100								100																		100						100				100								100						95		3		2		100																		100						100						100						100						100						100				NRMA								1										1				3		CGU		RACV/NRMA						IMA/RACV		GIO

		26		1																																																																																																																																																																																																														RACV		CGU						1												FILED AWAY		4		ALLIANZ		CGU		RACV

		27		2				80		20				100								80		20		100						60		40				100																														20		80				100																																																						60		20		20		100						60		20		20		100				40		30		20		10		100																		80		10		10		100																		80		10		10		100				GIO		LUMLEYS		WESTFARMERS				1								1		1				1		AAMI		AUST PENSIONERS		RACV				RACV		AAMI

		28		1		50		40		10				100				50		50						100				33		67						100																														50		50				100																		100						100										100		100				50						50		100										100		100				100								100				60		40						100				100								100						100						100				100								100										100		100												1														3		IMA

		29		1		100								100																100								100																80		20						100																												50		50						100				80		20						100																100								100				100								100				80		20						100																												100								100				80		20						100												1								1		1				2,4		AAMI								VACC		GIO		RACV

		30		1		40		50		7		3		100																																																						20		80				100																																																																														90		10				100																																																				CGU								1		1										invoice not received		2		royal		racv						AAMI												AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		31		2				80		20				100						100						100						80		20				100		1																																				1																												80																								80						80						80		20				100														1																								1												1												1		RACV/NRMA		AAMI		ZURICH				1		1				1				1		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT		3		AAMI		CGU		WESFARMERS		GIO		VACC												It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		32		1		90				10				100				10		50		40				100				50		50						100						50				50		100																30		65		5				100				100								100																																								33		67						100																20		70		5		5		100																												100								100				100								100				CGU								1		1								1		File returned to assessors faxed copies not received incorrect claim number given by assessors		4		VACC		RACV						RACV/IMA		CGU

		33		2												1												1		100								100		1												1																		100				100		1																																				1																								1		100								100		1												1																100						100		1												1				100						100		1																						Generally no explanations most process cheque quickly if paper work is complete		1,2		GIO		QBE																		We factor most of our invoices as we require payment in 2-7 days

		34		2		50						50		100						75				25		100				80		20						100																																																																				100				100																						100		100				100								100				75		25						100																				100				100																100								100				AAMI		RACV				1										1						2		RACV		GIO

		35		1		100								100		1		100								100																																										100						100																																																																		100						100						100						100		1																100						100						100						100																RACV		AAMI						1		1												4		AAMI		RACV		ALLIANZ				AAMI

		36		2				100						100								10		90		100						100						100										100		100																				100				100																		90		10				100						20		80				100																		20		80				100						50		50				100				20		80						100				10		80		10				100								5		95		100																						100		100				IMA		ALLIANZ		AAMI				1		1						1		1		Amounts vary - need/waiting on assessor		4		IMA		AAMI						AAMI												Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		37		1						100				100						100						100								100				100																														30		70				100																																																																100								100				50		30		20				100																														100						100						100						100				RACV		AAMI		CGU				1												Blame assessors for incomplete work		3		cgu		racv

		38		1		60		20		20				100		1												1																								1																								1												1												1												1												1												1												1		80		20						100														1												1												1												1		ALLIANZ		CGU						1										1		Invoice ot received pls fax or send again		2		RACV								RACV		GIO		CGU		CGU/VACC

		39		2												1												1												1																																				1																																				1																80		20				100		1		20		80						100		1		20		80						100		1																								1		10		80		10				100		1								100		100		1		CGU/VACC		GIO				1																3										VACC

		40		1				100						100						100						100						95				5		100																														80				20		100						100						100

		41		2				80		20				100		1												1				80		20				100		1																												70		30				100		1												1														80		20						100		1																70		20		10		100		1				80		20				100		1		70		30						100																80		20						100																																				1		1				1		1		1		Excess not paid by 3rd party		4										VACC		RACV		GIO		HBA						small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		42				20		20		20		40		100				20		20		20		40		100								50		50		100																														25		25		50		100																																																						25		25		50		100						25		25		50		100								25		75		100																																																				RACV		GIO																1				2		aami		cgu		allianz				lumleys		vacc

		43		2		15		85						100		1						80		20		100		1												1																																				1																																																		100								100		1												1												1																								1												1												1		racv								1		1		1								computers are not working today "we just don’t have that account you are refering to" - how convenient		1,2		aami		cgu						aami		vacc		sun alliance& Royal

		44		2		95		5						100						5		45		50		100				30		50		20				100						100						100																		50		20		30		100																																																																100								100				98		2						100																		70		20		10		100				100								100										100		100				qbe								1								1						2		racv																				Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		45		1				100						100						100						100						95				5		100																														80				20		100																		100						100																														80		20				100				20		80						100				20		80						100																												10		80		10				100										100		100												1						1				1		I'll get so & so to ring u back		2,3,4										racv

		46		1				100						100						60		40				100						100						100																														100						100																																																				70		30						100				60		40						100						30		70				100																																										60		40				100				nrma/racv		gio		zurich				1										1				3		zurich		gio		aami				vacc

		47		1						100				100																				100				100																																100				100																				100				100																																90		10		100																				100				100																																												100				100				gio								1								1				invoice not on file		2		racv		aami		cgu				racv

		48		1		50		50						100						25		75				100								100				100								100				100																				50		50		100																				100				100																																100				100								100				100				50		50						100																		50		50				100						50		50				100								100				100				vacc		lumleys		zurich																invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.		5										aami		racv

		49		1				100						100						100						100						100						100				100								100																		50		50				100																100								100																												100								100				100								100				100								100																100								100																												cgu		aami		gio						1				1						assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help		3m,4										racv		vacc

		50		1		80		20						100				5		25		70				100				80		20						100				60		40						100				40		60						100						20		80				100				10		10		80				100				10		10		80				100																														80		20				100				50		50						100				50		50						100																																																				cgu								1		1								1				4		qbe		racv		aami		allianz		gio

		51		2				70		20		10		100																				100				100																																10		90		100																																																																		90		10				100						10		50		40		100																																																				cgu		racv						1		1										waiting for invoice		2		aami								aami		racv										hour labour and paint far too low

		52		2		50		20		20		10		100								50		50		100				50		25		25				100																												70		20		10				100																												70		15		15				100																40		40		20				100				70		10		10		10		100				60		20		10		10		100																																																				allianz		lumleys		elders				1		1								1				2		ima		aami		gio				racv		gio		cgu		aami		vacc

		53		1				100						100						100						100																																										100						100																																100				100																		100						100						100						100				100								100																														100						100						100						100				allianz		elders																		have not received invoice - then I have to pull mine out and fax through paperwork		2		racv		cgu						cgu		racv

		54		1				80		20				100						100						100						50		30		20		100																																100				100																																																																												100								100																																								100								100				gio								1		1				1				1		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice		31		gio		aami

		55		1						100				100		1						50		50		100		1						100				100		1																																				1																														50		50		100		1																		100				100		1						100				100		1						100				100		1						100				100		1																		100				100		1						100				100		1		aami		racv		allianz				1		1						1		1				2										allianz												if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		56		1				90				10		100						50		30		20		100						50		50				100																														25		25		50		100																														100						100																														100						100						50		50				100																																												100				100				allianz		aami		cgu				1										1		computers are down		4		racv		qbe						vacc

		57		1				80		20				100						60		20		20		100						100						100																														80		20				100																		80		20				100						100						100																		100						100																100								100																		100						100																		100						100				gio		cgu						1										1				4		racv		hba						racv		vacc		cgu		hba		allainz

		58		1		80						20		100																														100						100																		100						100																																																						100						100						100						100				100								100																																																										1																3		racv		lumley						lumley

		59		1		60		25		15				100						70		30				100																																										10		70		20		100																																																																												75		25						100																																																				cgu								1		1				1		1		1		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)		2		racv								racv		aami										CGU - from bad to worse

		60		1																																																																																																																																																																																																																																																										We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		61				75						25		100				60				20		20		100						100						100																														75		15		10		100				100								100																																								25		50		15		10		100																		98		1		1		100																																														100		100				Zurich		aami		lumley				1										1				4		racv		lumley						vacc		racv

		62		1		80		20						100						50		50				100				20		80						100						100						100																		100						100																		100						100						100						100																				100				100																		100						100																																										100						100												1										1				4

		63				100								100						100						100				100								100																																100				100																												100								100																		100						100				100								100				100								100																		100						100																												cgu		racv		aami				1								1						2		racv		aami		qbe		gio

		64		2		60		40						100						40		60				100		1												1																																				1																												40		60				100																		40		60				100				40		60						100														1																										100								100																racv		gio						1										1				3		aami		gio

		65		2		90		10						100								100				100										100		100																														50		50				100																														100						100																		100						100				100								100								25		75		100																				25		75		100								25		75		100						100						100												1		1								1		assessor has not sent in file		2		aami

		66		1				70		20		10		100						50		30		20		100				50		40		10				100						100						100																				80		20		100																		100						100																																100				100				90		10						100						80		20				100																												100								100				100								100				allianz		aami		cgu										1				1				4		gio		racv						gio		allianz

		67		1		85		15						100						90		10				100						40		50		10		100																50		50						100						80		20				100																		80		20				100																														80		20				100						90		10				100				70		30						100																																																																																				aami		vacc

		68						100						100						100						100						100						100						100						100																		100						100						100						100						100						100						100						100																		100						100						100						100						95		5				100						100						100																		100						100																																																cgu		allianz0		lumley

		69		2		100								100				30		30		10		30		100										100		100										100		100				50		25		25				100				50		25		25				100																																																																100								100				100								100																																								100								100				ansvar		gio																1		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever		3		racv

		70																																																																																																																																																																																																																																																aami		gio										the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		71		1		80		20						100		1		10		90						100		1		40		60						100		1																										30		70						100		1																																																														10		90						100		1		20		40		40				100		1																																																		racv/nrma		allianz								1												2		racv/nrma

		72		1				40		40		20		100						50		40		10		100						50		45		5		100																														50		45		5		100																																100				100																		65		30		5		100								95		5		100						65		30		5		100																																										50		50				100				aami/aust alliance/sun. royal/aust pensioners		cgu						1		1				1		1		1		File closed still with assessor file handled interstate changed offices		4		aami		allianz		lumley				aami		racv		gio		allianz		lumley

		73		1				80		20				100						80		20				100						70		30				100						45		45		10		100																		45		35		20		100																														100						100				10		90						100						40		50		10		100						80		20				100				10		70		10		10		100																		80				20		100																		50		50				100				lumley		cgu		ansvar														1		Never received file		2		racv		lumley - only slightly		others - slightly				racv		vacc		lumley								Ringing each month for payment of invoice cost money & time

		74		2		80		20						100						40		60				100		1				50		50				100		1																														60		40		100		1																		60		40		100						40		60				100																		100						100				40		60						100										100		100		1																100						100						100						100																yes								1		1								1				4										gio		aami

		75		2												1												1												1																																				1												1																90		10				100																										1												1												1																								1																										lumley		racv				1																3		elders		aami		qbe																1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		76		1				100						100								50		50		100								100				100																																50		50		100																																																																												50		50						100																																																				allianz		cgu						1										1				4		racv		aami						vacc

		77		1				100						100						100						100						100						100						100						100																20		80						100																																																																		100						100						100						100																																																				all same												1		1				1				3		aami		qbe		cgu

		78				100								100																		10		90				100																														100						100																														100						100																		10		50		40		100						100						100																																												100				100								100				100																				1		1		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.		4

		79		1												1												1												1												1																								1												1												1												1																								1												1												1												1																								1												1								1				1																						vacc												Sorry, we are ok no real halp as we factor all our insurance work.

		80		1																																																																100						100																																																						95				5		100																																																																																				1														4

		81		2				100						100																																																						100						100																																																				100								100																						100		100																																																				racv can take 90 days		vacc		aami				1		1								1		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.		3		cgu		aami						racv		vacc

		82		1		85		15						100						80		20				100						70		20		10		100																														20		50		30		100																		40		50		10		100																																100				100						40		60				100						10		70		20		100								100				100																														100						100				racv		cgu		lumleys						1		1						1		Not my file, I will pass you on.		3		aami		racv		allianz				aami

		83		2		90		10						100						90		10				100						90		10				100																														90		10				100								100				100																				100				100																				100				100								90		10		100								90		10		100																				90		10		100								90		10		100						80		20				100				We don't attach supps to original invoice						1																3,4		aami		cgu						bmw		cgu

		84		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																								1																						It's too competitive, insurance companies always stuff us up.

		85		1				50		50				100																																100				100						100						100						100						100																																																						100						100																30		50		20				100																		100						100																												aami		sun royal						1										1				2		racv								racv

		86		1		92		6				2		100				100								100				100								100																														100						100				100								100																																																																100								100																																								100								100																1						1				2		aami		racv/nrma		gio		zurich		aami

		87		1		100								100						100						100						100						100																100								100				10		90						100																		100						100																														100						100				100								100						100						100				100								100																												100								100				ima - racv								1																aami		ima - racv		allianz

		88		2																																																																																																																																																																																																														cgu		gio						1						1						The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.		2																						Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		89		1		90		10						100																		100						100																100								100								100				100																																																				100								100				50		50						100				25		50		25				100																																																												1										1		Sent to wrong state office.		4		qbe/merc mutual		gio

		90		1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		racv		cgu						1								1		1				1		aami								aami		cgu

		91		2		100								100																																																						80		20				100																												100								100																																								100								100																																																				cgu								1										1				4		racv								vacc

		92		2		100								100				95.0						5		100				100								100																												80		20						100																																																																100								100						100						100																																																				allianz																1				Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!		3		cgu								cgu												Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		93		2				80		15		5		100						35		60		5		100						50		50				100																														35		50		15		100						100						100						50		50				100						50		50				100																		50		30		20		100						60		40				100				20		60		20				100																		50		50				100																		50		50								zurich		allianz						1								1						4		racv		aami						racv		aami		fai		gio		qbe		zurich

		94		2																								50		50		50						100																																100				100																								0						100						100																																								100								100																100								100																												cgu								1														3										racv		hba		gio		zurick		qbe mercantile mutual				We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		95		1		90		10						100				40		50		10				100				10		30		40		20		100								30		70		100																		20		40		40		100				70		30						100						10		40		50		100																												60		40						100				80		20						100				60		40						100																												40		40		20				100				5				35		60		100				cgu & zurich		gio		allianz				1												File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.		2		allianz																				CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		96						100						100																		100						100																		100						100						100						100						100						100																10		90						100																		100						100				100								100																																																												0				aim		lumley		sun alliance																Haven't had to follow up		2		nrma/racv		aami						vacc

		97		1		15		80		5				100						10		80		10		100						20		80				100						20		80				100																		20		80				100																														80		20				100																														90		10				100						15		80		5		100																		70		30				100						70		30				100						70		30				100				royal sun alliance		racv								1										95% of the time the claims officer will say that they do not have the invoice on the file.		4		allianz		aami						aami		racv		alliaz		motorcare						Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		98		1														100								100																																																																																																																												100								100																																								100								100																								and investigate		1

		99		1		75		5		10		10		100		1				90		10				100						90		10				100						100						100																		90		10				100						100						100						100						100																		100						100						90		10				100						100						100						90		10				100																		100						100								100				100						100						100				very rarely are supps attached to original - payment 30-40 days								1												Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.		4,5		aami - some of the time								aami, sun royal, alliance, aust pens		allianz										Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		100		1		90		8		2				100																																																						98		2				100																																																																														80		20				100																																																				racv		all states auto						1												Not received tax invoices (which would ave posted and faxed to the insurance co)		2		racv		cgu						aami

		101				40		60						100				100								100				40		60						100				40		60						100				100								100				60		40						100																												100								100																30		30		40				100				60		40						100				100								100																		40		60				100				60		40						100				40		60						100				lumley								1										1				4		racv		aami						cgu		lumleys

		102		2												1												1												1												1																								1												1												1												1												1												1												1												1																								1												1												1										1		1						1		1				3										vacc		aami										The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		103		2		100								100		1				100						100		1				100						100		1				100						100		1																100						100		1				100						100		1												1				100						100		1												1				100						100		1		100								100		1		75		25						100		1												1		100								100		1				100						100		1				100						100		1		racv		gio										1						1				2		racv		allianz						aami		vacc										Direct credit payments are best

		104		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		aami						1																2										gio		cgu

		105		1		50		50						100						50		50				100						100						100																														100						100																																																						100						100						100						100						25		50		25		100																																																				racv								1												Did not receive invoice so they say		4

		106		1				100						100		1				50				50		100		1												1																														20		80		100		1																																																																100						100		1				100						100		1																																																		vacc		allianz																1				4		ima								vacc

		107		2		70		30						100						50		40		10		100								100				100																														50		50				100																																100				100																												70		30						100										100		100																		100						100				70		30						100																racv								1						1		1		1				2																						MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		108		1		80		20						100						10		90				100						50		50				100						50		50				100				50		50						100				60		40						100				60		40						100						60		40				100						60		40				100						60		40				100						60		40				100								60		40		100				95		5						100						60		40				100						60		40				100						80		20				100						80		20				100				cgu		aami		qbe		1																1,2		racv		cgu																		Direct debits would be a solution

		109		1								100		100		1								100		100		1								100		100		1																																100		100		1																																																								100		100		1								100		100		1								100		100		1																																																		lumley - by far								1										1		Invoice not received		2										racv

		110		1		95		5						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1										1												Invoice in relevant file but payment overlooked		2		aami								aami		vacc

		111		2		100								100						75		25				100				50		50						100						100						100																50		50						100																												90		10						100																		100						100																				100				100																100								100																		80		20				100				aami		racv						1		1												2,3		gio		elders		cgu		wesfarmers		vacc

		112						70		30				100						100						100				40		60						100																														100						100																																																				80		20						100																				30				30																																																				racv/nrma								1		1								1				4		aami								gio		lumley

		113																																														100		100																																																																																																				100								100																																																										1																3		racv																				Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		114		1		70		20		10				100				20		80						100				5		95						100																												5		95						100																										10		60		20		20				100																																								25		40		35				100																																																				gio		cgu						1														2		aami		australian international ins.		racv

		115				80		20						100										100		100								100				100				100								100				100								100								80		20		100																						100		100																100								100				100								100						100						100						80				20		100																														100						100						100						100				cgu/fortis								1						1		1		1				5										ima		gio		cgu

		116		1		15		80		5				100				50		30		20				100				50		50						100																																		100		100								100				100																																																								100				100				100								100																																																				gio		aami						1		1				1						Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)		2		gio		racv		aami				aami		gio		vacc

		117		1				100						100						100						100										100		100																																		100		100																																																																				100				100								80		20		100																																																				cgu/vacc		gio		ima				1						1		1		1				4		aami								aami		cgu/vacc		ima

		118		1												1												1												1												1												1												1												1												1												1												1												1												1										0		1												1												1												1												1																								2

		119		1																																																																																																																																																																																																																										1						1				2		cgu								vacc												cgu has been the most improved. Every other company is now fairly swift in payment.

		120		2		80		20						100						90		10				100						70		30				100						100						100																		90		10				100						100						100						100						100						100						100																		90		10				100						80		20				100				10		80		10				100																																										100						100				gio		racv		allianz				1						1				1		Have not received account		2		aami		aust pensioners		racv		allianz														aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		121		1		80		15		5				100										100		100																																												100				100																																																						80		20				100						100						100						100						100																														100						100																lumley														1		1		1		Never received invoice		1		racv								aami		lumley										They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		122														1																																																																																																																																																1																																																		racv/nrma		qbe				1		1										1		have lost file and assessor can't remember assessing		2

		123		2		90				10				100				30		70						100				20		40				40		100																												15		50		15		20		100																														75		25				100																						100		100				40				60				100				48		52						100																						100		100																				100				100												1						1		1		1				5		cgu								gio												Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		124		2																																																																																																																																																																																																														allianz		cgu																		rarely need to follow up now. All payment time are good.		4		all of them								racv		cgu		aami

		125		2		50		50						100				30		60		10				100				30		65		5				100																												10		50		40				100																																																																30		60		10				100				10		80		10				100																																								30		60		10				100				cgu																		1		We still haven't received your invoice		3		aami		gio						cgu		aami		racv

		126		1		95		5						100				50		50						100				40		40		20				100																														75		25				100																100								100				50		50						100																		100						100																100								100																																100				100																racv/nrma										1										Awaiting assessors report (for supps usually)		2		racv		cgu

		127		1		90		10						100						100						100																																										100						100																																																						90		10				100																		100						100																														100						100																								1		1						1						4		aami								aami												We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		128														1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1								1																1																						I factor all my invoices so I do not know which is slow or otherwise.

		129		1		90		10						100				100								100				80		20						100				100								100				100								100				60		40						100																80		20						100																																								80		20						100				70		30						100																80		20						100				100								100																All if you deal directly with the assessor																				I call after 7 day to see if received and it gets the ball on the way		3		racv

		130		1				100						100																		100						100																														100						100																																																						100						100						100						100				100								100																																																										1																4										lumley												I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		131				100								100						100						100						100						100																		100						100								30		70		100																				100				100								100				100				100								100				100								100						100						100								70		30		100																				100				100								100				100						100						100				cgu/fortis								1								1		1				5										cgu		allianz		wesfarmers		lumley		qbe

		132		1				100						100										100		100						100						100						100						100				100								100								100				100						100						100								100				100						100						100						100						100								100				100						100						100								100				100								100				100																		100						100						100						100												1		1		1										5										vacc

		133		1																																																																																																																																																																																																																																				4																						Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		134		1		100								100										100		100						100						100						100						100				100								100						100						100																						100		100										100		100																		100						100						100						100				100								100										100		100																100								100						100						100				aami		racv		gio				1												Processing of chq. Over looked		2		aami		racv						racv		aami

		135		1		80		20						100						80		20				100		1		95		5						100								80		20		100								90		10		100						10		80		10		100																		10		80		10		100						80		20				100						80		20				100								80		20		100						80		20				100						80		20				100																				90		10		100						80		20				100				70		20		10				100				cgu								1						1								4		aami		gio

		136		2		100								100										100		100										100		100																		100						100								50		50		100																																100				100																				100				100						100						100						100						100																						100		100																												racv		gio		nrma				1				1						1				1		aami																				We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		137				100								100														1												1																										100								100														1																																																1												1		25		50		25				100														1												1												1												1								1																4		racv		aami						aami

		138		1						100				100																																																								100				100																																																						100						100																80		20						100																																										100						100				zurich								1						1		1		1				4		lumley								ima

		139		1		100								100																																																																100								100																																																																		100						100																																										100						100																								Invoice is different to accepted quote - Invoice needs to be separated into two		4																						No longer to retail repairs

		140		1				40				60		100		1				100						100		1												1																												50		50				100		1																																																						40		60		100		1				100						100		1		35		30		35				100		1				60		40				100		1																60		40				100		1														allianz		lumleys						1								1		1		File lost send another invoice		3		qbe		cgu						vacc												60 days & over should be a charge of 20% on invoices

		141		1						100				100				100								100				100								100										100		100																100								100																																		100		100																		100						100						100						100						100						100																						100		100																100								100				racv		ansvar		aami				1		1		1						1		I will call you back. Never happens.		1		gio		allianz		zurich		cgu/vacc														With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i

		142		1						80		20		100		1						80		20		100		1								100		100		1																												100						100		1																																																				100						100		1																70		30				100		1																																												100		100		1								1				1												2										vacc

		143		2		100								100																																																																																																																														100						100						100						100																		100						100																												racv		cgu						1								1		1				2,3		cgu		racv

		144						100						100								100				100						50		50				100																																100				100																														100						100																		100						100						25		75				100						100						100																		100						100								100				100																cgu								1		1						1						4		aami

		145		2		100								100																				100				100																		100						100								50		50		100																		100						100																														100						100																		100						100																																																				cgu								1		1												2		aami

		146		2												1												1												1																																				1																																				1																								1												1												1																								1												1														all accounts are factored						1																1

		147		1		100								100		1				100						100																																										100						100																																																																		100						100						100						100		1																																																		racv								1										1				4		aami		racv		allianz				aami		vacc										Payments have been a lot better since the GST came into affect

		148		1				100						100						20		40		40		100						80		20				100						100						100																		20		40		40		100																																																				60		40						100						50		50				100						50		40		10		100																														50		30		20		100						80		20				100				allianz		cgu						1										1		Parts being checked not my file		5		zurich		ima/racv		aami		gio		racv		gio

		149		2		95		5						100						50		50				100				95		5						100								90		10		100						100						100				55		45						100																														100						100																				100				100						75		25				100				75		25						100																		50		50				100						75		25				100						80		20				100				ansvar		allianz		racv						1								1				4		racv		gio						cgu

		150						80		20				100																										1																																				1																																																																										90		10						100																				100				100														1												1		cgu								1		1								1				2										nrma		aami		zurich

		151		2				20		80				100																		100						100																														100						100																																																								100				100																		100						100																																																				racv								1										1		File already closed. So they obviously had overlooked the supplementary		2		aami		racv						racv/nrma		aami		vacc								aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		152		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																						You must have sent it to the wrong department. Your invoice must have been lost can you send it again.		4		Due to the across the board late payments by generally all …….. We now don't take chances on waiting for our money, and have been forced to factor everything or most accounts which costs us everytime.																				We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		153				100								100																												100								100																		100						100																		100						100																																								100								100						100						100																																																												1														2		aami		cgu		racv

		154		2		100								100				53		47						100				54		46						100						45		55				100																														100						100						100						100				60		40						100						100						100						100						100				100								100						90		10				100																48		52						100						100						100				50		50						100				cgu/vacc																1		1				3		cgu/vacc								gio		aami		fai/allianz		vacc		cgu

		155		2		90		10						100						50		50				100						100						100																														50				50		100				100								100																100								100																		100						100				100								100										100		100																		100						100						100						100

		156		1				50		40		10		100						80		20				100								25		75		100																														70		20		10		100																																																						100						100						100						100				90		10						100																100								100																				90		10		100				zurich								1										1				2

		157		2				100						100								100				100						100						100																														90		10				100																																																																100								100						30		50		20		100																100								100																		100						100				racv								1		1										many say invoice never received instead of saying file not on hand		3		aami								vacc		racv										Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		158		1		70						30		100								100				100						100						100										100		100				100								100						30		50		20		100																		100						100																																		100		100						100						100						100						100																																												100				100																						1				4		aami		cgu

		159		2		100								100		1				100						100																		20		80				100																		20		80				100				10		90						100						30		70				100						90		10				100																														30		70				100						80		20				100																		20		80				100						15		70		15		100																racv																				lost invoice please re fax		4		racv								vacc		cgu

		160		1				30		40		30		100						50		50				100																																										45		55				100																																																						80		20				100						80		20				100						90		10				100																														60		40				100				30		50		20				100				cgu		aami		racv														1		generally file lost or misplaced after 5 phone calls		3		zurich																				sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		161		1				100						100								100				100						100						100						100						100										100		100										100		100								100				100								100				100						100						100								100				100										100		100						100						100						100						100								100				100						100						100				100								100								100				100				vacc/cgu		allianz		racv				1		1				1						not worth commenting		4		aami		racv		gio																It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		162		1		100								100																		20		80				100																														20		80				100																20		80						100																																																								100				100				80		20						100				80		20						100																		80		20				100				nrma/racv								1														2		aami								aami		hba

		163		1																																																																																																																																																																																																														lumleys								1						1				1		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.		2		aami		gio						racv		cgu/vacc		motorcare

		164						100						100										100		100								100				100						100						100																				100				100																																																										100		100										100		100										100		100																		100						100																		100						100				qbe		lumleys						1										1				4		aami		zurich																		sick em!

		metro		91										135		34										108		33										109		34										44		15										29		10										126		33										26		17										42		13										57		20										14		14										95		27										101		28										132		32										16		17										53		20										59		23										79		24								17		104		43		10		29		37		75		70		11

		rural		51																																																																																																																																																																																																																																				50

																																																																																																																																																																																																																																								29

		sum		142																																																																																																																																																																																																																																				45

																																																																																																																																																																																																																																								6

		metro %		64.1%																																																																																																																																																																																																																																				0

		rural %		35.9%

		sum				6286		5064		1429		721						1508		5132		2450		1710						2157		5258		2525		960						560		2190		790		860						1230		1395		165		110						1144		5806		3941		1709						770		1350		480		0						543		2287		1060		310						1530		2740		1160		350						400		790		160		50						1238		4942		2365		1035						3170		4965		1590		375						4091		6000		2076		1063						440		530		530		100						1188		2572		990		550						1480		2960		1320		140						1695		3870		1635		800

		empty				84		72		118		138						137		89		110		129						127		85		118		145						157		136		152		152						149		146		161		162						141		73		88		125						153		148		159		164						155		133		147		158						145		126		144		160						158		155		161		163						146		101		123		143						123		97		132		155						100		68		109		136						158		156		156		163						151		131		146		153						146		125		138		159						143		116		134		153

		data entered				81		93		47		27						28		76		55		36						38		80		47		20						8		29		13		13						16		19		4		3						24		92		77		40						12		17		6		1						10		32		18		7						20		39		21		5						7		10		4		2						19		64		42		22						42		68		33		10						65		97		56		29						7		9		9		2						14		34		19		12						19		40		27		6						22		49		31		12

		average				77.6		54.5		30.4		26.7						53.9		67.5		44.5		47.5						56.8		65.7		53.7		48.0						70.0		75.5		60.8		66.2						76.9		73.4		41.3		36.7						47.7		63.1		51.2		42.7						64.2		79.4		80.0		0.0						54.3		71.5		58.9		44.3						76.5		70.3		55.2		70.0						57.1		79.0		40.0		25.0						65.2		77.2		56.3		47.0						75.5		73.0		48.2		37.5						62.9		61.9		37.1		36.7						62.9		58.9		58.9		50.0						84.9		75.6		52.1		45.8						77.9		74.0		48.9		23.3						77.0		79.0		52.7		66.7

		percentage														20.6%												20.0%												20.6%												9.1%												6.1%												20.0%												10.3%												7.9%												12.1%												8.5%												16.4%												17.0%												19.4%												10.3%												12.1%												13.9%												14.5%

		total				189.1645101977												213.4289131921												224.2115621501												272.4403183024												228.2127192982												204.6821805007												223.5784313725												228.9433531746												271.9945054945												201.1428571429												245.7316230918												234.1727145404												198.5207326268												230.6349206349												258.4427981719												224.1169590643												275.4336485327

		sum of sums				13500												10800												10900												4400												2900												12600												2600												4200												5780												1400												9580												10100												13230												1600												5300												5900												8000

		/100				135												108												109												44												29												126												26												42												57.8												14												95.8												101												132.3												16												53												59												80

		percentage				46.6		37.5		10.6		5.3						14.0		47.5		22.7		15.8						19.8		48.2		23.2		8.8						12.7		49.8		18.0		19.5						42.4		48.1		5.7		3.8						9.1		46.1		31.3		13.6						29.6		51.9		18.5		0.0						12.9		54.5		25.2		7.4						26.5		47.4		20.1		6.1						28.6		56.4		11.4		3.6						12.9		51.6		24.7		10.8						31.4		49.2		15.7		3.7						30.9		45.4		15.7		8.0						27.5		33.1		33.1		6.3						22.4		48.5		18.7		10.4						25.1		50.2		22.4		2.4						21.2		48.4		20.4		10.0

		check				100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0





Business Location

		

		Metro		64.1%

		Rural		35.9%





Business Location

		0

		0



Location of Business



response Rate

		Response Rate

				25.5%





Factoring1

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24

		20.7%		20.1%		20.7%		9.1%		6.1%		20.1%		10.4%		7.9%		12.2%		8.5%		16.5%		17.1%		19.5%		10.4%		12.2%		14.0%		14.6%

		AAMI		34		20.7%

		GIO		34		20.7%

		Allianz		33		20.1%

		CGU		33		20.1%

		RACV		32		19.5%

		QBE		28		17.1%

		Lumley		27		16.5%

		Zurich		24		14.6%

		Western		23		14.0%

		Elders		20		12.2%

		Wesfarmers		20		12.2%

		Swann		17		10.4%

		Ready		17		10.4%

		Ansvar		15		9.1%

		Guild		14		8.5%

		Factor		13		7.9%

		Catholic		10		6.1%

		Average				14.1%





Factoring1

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Percentage of respondents that used factoring with this insurer



Factoring

		Factoring used

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich		Total

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24		394

		8.6%		8.4%		8.6%		3.8%		2.5%		8.4%		4.3%		3.3%		5.1%		3.6%		6.9%		7.1%		8.1%		4.3%		5.1%		5.8%		6.1%

		AAMI		8.6%

		GIO		8.6%

		CGU		8.4%

		Allianz		8.4%

		RACV		8.1%

		QBE		7.1%

		Lumley		6.9%

		Zurich		6.1%

		Western		5.8%

		Wesfarmers		5.1%

		Elders		5.1%

		Swann		4.3%

		Ready		4.3%

		Ansvar		3.8%

		Guild		3.6%

		Factor		3.3%

		Catholic		2.5%





Factoring

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Factoring of Invoices by Insurers as a percentage of total factoring



Payment distribution

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)

		46.6		37.5		10.6		5.3		14.0		47.5		22.7		15.8		19.8		48.2		23.2		8.8		12.7		49.8		18.0		19.5		42.4		48.1		5.7		3.8		9.1		46.1		31.3		13.6		29.6		51.9		18.5		0.0		12.9		54.5		25.2		7.4		26.5		47.4		20.1		6.1		28.6		56.4		11.4		3.6		12.9		51.6		24.7		10.8		31.4		49.2		15.7		3.7		30.9		45.4		15.7		8.0		27.5		33.1		33.1		6.3		22.4		48.5		18.7		10.4		25.1		50.2		22.4		2.4		21.2		48.4		20.4		10.0





Payment distribution
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Payment distribution for Zurich



		AAMI (0-21)		Allianz (0-21)		GIO (0-21)		Ansvar (0-21)		Catholic (0-21)		CGU (0-21)		Swann (0-21)		HBA (0-21)		Elders (0-21)		Guild (0-21)		Lumley (0-21)		QBE (0-21)		RACV (0-21)		Ready (0-21)		Wesfarm (0-21)		Western (0-21)		Zurich (0-21)

		46.6		14.0		19.8		12.7		42.4		9.1		29.6		12.9		26.5		28.6		12.9		31.4		30.9		27.5		22.4		25.1		21.2

		AAMI		46.6

		Catholic		42.4

		QBE		31.4

		RACV		30.9

		Swann		29.6

		Guild		28.6

		Ready		27.5

		Elders		26.5

		Western		25.1

		Wesfarm		22.4

		Zurich		21.2

		GIO		19.8

		Allianz		14.0

		HBA		12.9

		Lumley		12.9

		Ansvar		12.7

		CGU		9.1
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		0

		0



percentage

Payment distribution by insurers (0-21 days)



		AAMI (22-40)		Allianz (22-40)		GIO(22-40)		Ansvar (22-40)		Catholic (22-40)		CGU (22-40)		Swann (22-40)		HBA (22-40)		Elders (22-40)		Guild (22-40)		Lumley (22-40)		QBE (22-40)		RACV (22-40)		Ready (22-40)		Wesfarm (22-40)		Western (22-40)		Zurich (22-40)

		37.5		47.5		48.2		49.8		48.1		46.1		51.9		54.5		47.4		56.4		51.6		49.2		45.4		33.1		48.5		50.2		48.4

										Guild		56.4

										HBA		54.5

										Swann		51.9

										Lumley		51.6

										Western		50.2

										Ansvar		49.8

										QBE		49.2

										Wesfarm		48.5

										Zurich		48.4

										GIO		48.2

										Catholic		48.1

										Allianz		47.5

										Elders		47.4

										CGU		46.1

										RACV		45.4

										AAMI		37.5

										Ready		33.1
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percentage

Payment distribution by insurers (22-40 days)



		AAMI (41-60)		Allianz (41-60)		GIO (41-60)		Ansvar (41-60)		Catholic (41-60)		CGU (41-60)		Swann (41-60)		HBA (41-60)		Elders (41-60)		Guild (41-60)		Lumley (41-60)		QBE (41-60)		RACV (41-60)		Ready (41-60)		Wesfarm  (41-60)		Western  (41-60)		Zurich  (41-60)

		10.6		22.7		23.2		18.0		5.7		31.3		18.5		25.2		20.1		11.4		24.7		15.7		15.7		33.1		18.7		22.4		20.4

				Ready		33.1

				CGU		31.3

				HBA		25.2

				Lumley		24.7

				GIO		23.2

				Allianz		22.7

				Western		22.4

				Zurich		20.4

				Elders		20.1

				Wesfarm		18.7

				Swann		18.5

				Ansvar		18.0

				QBE		15.7

				RACV		15.7

				Guild		11.4

				AAMI		10.6

				Catholic		5.7





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



percentage

Payment distribution by insurers (41-60 days)



		AAMI (60 plus)		Allianz (60 plus)		GIO (60 plus)		Ansvar (60 plus)		Catholic (60 plus)		CGU (60 plus)		Swann (60 plus)		HBA (60 plus)		Elders (60 plus)		Guild (60 plus)		Lumley (60 plus)		QBE (60 plus)		RACV (60 plus)		Ready (60 plus)		Wesfarm (60 plus)		Western (60 plus)		Zurich (60 plus)

		5.3		15.8		8.8		19.5		3.8		13.6		0.0		7.4		6.1		3.6		10.8		3.7		8.0		6.3		10.4		2.4		10.0

		Ansvar		19.5

		Allianz		15.8

		CGU		13.6

		Lumley		10.8

		Wesfarm		10.4

		Zurich		10.0

		GIO		8.8

		RACV		8.0

		HBA		7.4

		Ready		6.3

		Elders		6.1

		AAMI		5.3

		Catholic		3.8

		QBE		3.7

		Guild		3.6

		Western		2.4

		Swann		0.0
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percentage

Payment distribution by insurers (60 plus)



		Supps 3a)		Frequency		Percent

		RACV		33		27.3%

		CGU		33		27.3%

		AAMI		12		9.9%

		Allianz		10		8.3%

		Lumleys		8		6.6%

		GIO		8		6.6%

		Zurich		6		5.0%

		NRMA		5		4.1%

		QBE		2		1.7%

		Ansvar		2		1.7%

		Aust. Alliance / Sun Royal / Aust. Pensioners		2		1.7%

		Subtotal		121		100.0%

		b)

		CGU/VACC		17

		AAMI		13

		GIO		11

		RACV		9						Total		a)+b)+c)

		ALLIANZ		7						CGU		54		24.3%

		LUMLEYS		6						RACV		51		23.0%

		sun royal		1						AAMI		29		13.1%

		qbe		1						GIO		22		9.9%

		elders		1						Allianz		21		9.5%

		ansvar		1						Lumleys		18		8.1%

		Subtotal		67						Zurich		9		4.1%

										NRMA		5		2.3%

		c)								QBE		4		1.8%

		CGU		6						Ansvar		3		1.4%

		RACV		5						Aust. Alliance / Sun Royal / Aust. Pensioners		3		1.4%

		lumleys		4						Elders		2		0.9%

		ALLIANZ		4						Wesfarmers		1		0.5%

		AAMI		4								222		100.0%

		ZURICH		3

		GIO		3

		WESTFARMERS		1

		sun alliance		1

		qbe		1

		elders		1

		ansvar		1

		Subtotal		34

		Grandtotal		222
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Slowest payers when supps are attached to the original invoice



		

		Don't follow up with insurers		File not at hand		Paperwork incomplete		Claim not registered		Staff shortages		Recent merger caused delays		File lost		Other		Total

		17		104		43		10		29		37		75		70

		17		104		43		10		29		37		75		70		164

		10.4%		63.4%		26.2%		6.1%		17.7%		22.6%		45.7%		42.7%		100.0%

		Claim not registered		6.1%

		Don't follow up with insurers		10.4%

		Staff shortages		17.7%

		Recent merger caused delays		22.6%

		Paperwork incomplete		26.2%

		Other		42.7%

		File lost		45.7%

		File not at hand		63.4%
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		0
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Explanations given by insurers about delays in payments



		4Other (please type answer)

		95% of the time the claims officer will say that they do not have the invoice on the file.

		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice

		Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!

		Amounts vary - need/waiting on assessor

		and investigate

		assessor has not sent in file

		Assessor not submitting file after 30 days

		Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)

		assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help

		Awaiting assessors report (for supps usually)

		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.

		Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.

		Blame assessors for incomplete work

		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)

		claim officer on leave, file sent to wrong branch

		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT

		computers are down

		computers are not working today "we just don’t have that account you are refering to" - how convenient

		Did not receive invoice so they say

		Excess not paid by 3rd party

		File already closed. So they obviously had overlooked the supplementary

		File closed still with assessor file handled interstate changed offices

		File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.

		file is in parts pricing, perosn dealing with calim has left the company or on holidays

		File lost send another invoice

		File returned to assessors faxed copies not received incorrect claim number given by assessors

		file still on assesors desk

		FILED AWAY

		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever

		generally file lost or misplaced after 5 phone calls

		Generally no explanations most process cheque quickly if paper work is complete

		have lost file and assessor can't remember assessing

		Have not received account

		have not received invoice - then I have to pull mine out and fax through paperwork

		Haven't had to follow up

		Havent received account

		I call after 7 day to see if received and it gets the ball on the way

		I will call you back. Never happens.

		I'll get so & so to ring u back

		Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.

		Invoice in relevant file but payment overlooked

		Invoice is different to accepted quote - Invoice needs to be separated into two

		invoice not on file

		invoice not received

		invoice not received

		Invoice not received

		invoice not received although sometimes have faxed copies of same invoice 3 times

		Invoice ot received pls fax or send again

		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.

		invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.

		lost invoice please re fax

		many say invoice never received instead of saying file not on hand

		Never received file

		Never received invoice

		never received invoice, file has been overlooked

		none given

		Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.

		Not my file, I will pass you on.

		Not received tax invoices (which would ave posted and faxed to the insurance co)

		not worth commenting

		Parts being checked not my file

		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.

		Processing of chq. Over looked

		RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date

		rarely need to follow up now. All payment time are good.

		Sent to wrong state office.

		The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.

		waiting for invoice

		We still haven't received your invoice

		You must have sent it to the wrong department. Your invoice must have been lost can you send it again.





		

		Timeframe

		Up to 7 days		11		7.8%

		Up to 14 days		50		35.5%

		Up to 21 days		29		20.6%

		Up to 30 days		45		31.9%

		Up to 60 days		6		4.3%

		Up to 90 days		0		0.0%

		Total		141		100.0%
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Realistic timeframe for receiving payment



		Improve 6a)				Improve 6b)				Improve 6c)				Improve 6d)

		AAMI		42		AAMI		14		ALLIANZ		7		allianz		2

		RACV		36		ALLIANZ		4		RACV/NRMA		6		cgu/vacc		1

		CGU		11		AUST PENSIONERS		2		AAMI		5		ELDEN		1

		GIO		7		CGU		14		GIO		5		GIO		4

		ALLIANZ		4		elders		1		cgu		3		PENSIONERS		2

		qbe		4		GIO		8		qbe		2		wesfarmers		1

		ZURICH		4		IMA		3		lumley		1		ZURICH		2

		elders		1		LUMLEY		4		WESFARMERS		1

		lumley		1		QBE		3		zurich		1

		royal		1		RACV		17

						SUN ROYAL		1

						zurich		1

				Total		227		1

				RACV		62		27.3%

				AAMI		61		26.9%

				CGU		29		12.8%

				GIO		24		10.6%

				Allianz		17		7.5%

				QBE		9		4.0%

				Zurich		8		3.5%

				Lumleys		6		2.6%

				Aust. Alliance / Sun Royal / Aust. Pensioners		6		2.6%

				Elders		3		1.3%

				Wesfarmers		2		0.9%
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Insurers that have improved their timeframe of payment over the past three months



		Badges 7a)

		AAMI		41		26.8%

		RACV		37		24.2%

		CGU		26		17.0%

		GIO		22		14.4%

		Allianz		11		7.2%

		Lumleys		6		3.9%

		QBE		3		2.0%

		FAI		2		1.3%

		Motorcare		2		1.3%

		Sun Alliance		2		1.3%

		Wesfarmers		1		0.7%

		Total		153		100.0%
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BRD members that hold insurers' badges or signs



		1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		60 days & over should be a charge of 20% on invoices

		aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		CGU - from bad to worse

		CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		cgu has been the most improved. Every other company is now fairly swift in payment.

		Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		Direct credit payments are best

		Direct debits would be a solution

		Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		hour labour and paint far too low

		Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		I factor all my invoices so I do not know which is slow or otherwise.

		I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		It's too competitive, insurance companies always stuff us up.

		jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		No longer to retail repairs

		NO!

		Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		Payments have been a lot better since the GST came into affect

		Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		Ringing each month for payment of invoice cost money & time

		sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		sick em!

		small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		Sorry, we are ok no real halp as we factor all our insurance work.

		the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		We factor most of our invoices as we require payment in 2-7 days

		We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i
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raw data 

		Count		busloc (1=metro, 2=rural)		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Check=100%		AAMI Factor (Enter '1' if box is ticked)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		Check=100%		Allianz Factor		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Check=100%		GIO Factor		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Check=100%		Ansvar Factor		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		Check=100%		Catholic Factor		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Check=100%		CGU Factor		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		Check 100%		Swann Factor		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Check=100%		HBA Factor		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Check=100%		Elders Factor		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Check =100%		Guild Factor		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		Check=100%		Lumley Factor		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		Check=100%		QBE Factor		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Check=1005		RACV Factor		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Check+100%		Ready Factor		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Check=100%		Wefarm Factor		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Check=100%		Western Factor		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)		Check =100%		Zurich Factor		Supps 3a)		Supps 3b)		Supps 3c)		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Improve 6a)		Improve 6b)		Improve 6c)		Improve 6d)		Badges 7a)		Badges 7b)		Badges 7c)		Badges 7d)		Badges 7e)		Badges 7f)		Comments

		1		1		99				1				100				20		70		10				100						80		20				100																		100						100				20		20		60				100																																																						100						100																		50		50				100																														100						100						100						100				RACV		GIO		CGU				1												never received invoice, file has been overlooked		2		AAMI		ALLIANZ						AAMI		ALLIANZ		VACC

		2		2		100								100																100								100																														100						100				100								100																100								100																		100						100				100								100				100								100																100								100				100								100						100						100										1				1												4		CGU		RACV						AAMI		CGU		GIO								jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		3		1				100						100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100				100								100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100						100						100												1						1		1				invoice not received		4		IMA		CGU						IMA/RACV		CGU

		4				80		10		9		1		100				90		10						100				100								100																												100								100																100								100				100								100																				100				100				100								100				90		10						100																100								100				100								100				100								100				AAMI/CGU								1												Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.		3,4		CGU								VACC		AAMI

		5						100						100						100						100																																										100						100								100				100						100						100																																																				60		40						100																														60		40				100																CGU								1		1				1		1		1		invoice not received although sometimes have faxed copies of same invoice 3 times		2		RACV								VACC

		6		2				90		10				100										100		100				90		10						100																		100						100						90		10				100																														100						100																				100				100						50		50				100				10				70		20		100																		100						100						80		20				100				100								100				RACV								1										1		file still on assesors desk		4		AAMI								RACV												Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		7		1		10		50		40				100		1				70				30		100		1				20				80		100		1												1												1		80		20						100		1												1												1												1												1												1												1				50		50				100		1												1												1												1		100								100		1								1		1										1				2		ZURICH		CGU		ALLIANZ		ROYALSON		CGU

		8		1												1												1												1				70		30				100																										1																																				1												1				100						100						100						100						90		10				100														1				90		10				100						90		10				100						90		10				100				CGU		AAMI						1												none given		1		QBE/MERCANTILE		LUMLEY		RACV/NRMA				RACV/NRMA		CGU		ALLIANZ		ZURICH

		9		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1						4

		10		1				80		20				100																				80		20		100																														80		20				100																																																																												50		50						100																														100						100																AAMI								1								1						2		RACV								RACV

		11		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1				file is in parts pricing, perosn dealing with calim has left the company or on holidays		4

		12		1		10		80		5		5		100						50		50				100				25		75						100						50		50				100						50		50				100								50		50		100																																																																		50		50				100				10		80		10				100																																										100						100				CGU		ALLAINZ		RACV				1		1				1		1						3		RACV		AAMI		GIO		ZURICH

		13		1		60				40				100				100								100				30		70						100				60		40						100				60		40						100				100								100				20		80						100				50		50						100				50		50						100				40		60						100				40		60						100				40		60						100				30		70						100				50		50						100																																																1						1								1		AAMI		SUN ROYAL		ALLIANZ		PENSIONERS		AAMI		RACV		NSA		ALLIANZ

		14		1		75						25		100																		100						100																																50		50		100																												100								100				100								100						100						100				60						40		100				100								100																												100								100						100						100				AAMI										1												2

		15		2		100								100														1												1																												50		50				100		1																																				1																								1				100						100		1				100						100		1																																								50		50				100		1		LUMELYS		CGU						1												claim officer on leave, file sent to wrong branch		3		RACV/IMA		CGU						CGU		AAMI		GIO		SUNROYAL						Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		16						40		40		20		100						40		40		20		100						40		40		20		100																														40		50		10		100																																																								80		20		100																		20		40		40		100																				80		20		100						20		60		20		100						20		60		20		100				RACV		PRESTIGE		CGU				1										1				3

		17		1				100						100		1		40		60						100		1		10		30		60				100		1																100						100		1				30		70				100																		100						100																																45		55		100				70		30						100				35		30		35				100				100								100																		30		70				100																LUMLEY		ALLIANZ						1										1				2		CGU/ALLIANZ								VACC												I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		18		1				100						100																																																																																																																																																																																																				AAMI								1										1				3		AAMI								AAMI												NO!

		19		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		GIO																				Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.		4																						WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		20		1												1												1												1												1																								1																																																1												1												1												1												1																								1												1										1				1										2		RACV								RACV

		21		2		75		10		10		5		100				5		75		15		5		100				20		75		5				100																100								100				10		10		75		5		100																												80		20						100																50		50						100				90		10						100				25		50		15		10		100																100								100				90		10						100				90		10						100				RACV/NRMA		AAMI		CGU				1		1						1				Havent received account		3		AAMI		RACV/NRMA		GIO		ELDEN

		22		2												1		100								100														1																																				1												1																100						100																										1												1												1																								1																								1																								2																						Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		23		1				50		50				100						100						100								100				100																																100				100																																																																		100						100						100						100																														100						100						100						100				RACV		AAMI		GIO				1						1		1				Assessor not submitting file after 30 days		2		HOTLINE		IMA		AAMI		GIO														When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		24		1		50		50						100								100				100				90		10						100																												29		43		14		14		100																33		67						100																												50		50						100																		58		42				100																														100						100				100								100				RACV/NRMA		CGU/VACC		ALLIANZ						1				1		1				RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date		3		GIO								GIO												We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		25		2		100								100						100						100						100						100																														100						100																												100								100																		100						100				100								100						95		3		2		100																		100						100						100						100						100						100				NRMA								1										1				3		CGU		RACV/NRMA						IMA/RACV		GIO

		26		1																																																																																																																																																																																																														RACV		CGU						1												FILED AWAY		4		ALLIANZ		CGU		RACV

		27		2				80		20				100								80		20		100						60		40				100																														20		80				100																																																						60		20		20		100						60		20		20		100				40		30		20		10		100																		80		10		10		100																		80		10		10		100				GIO		LUMLEYS		WESTFARMERS				1								1		1				1		AAMI		AUST PENSIONERS		RACV				RACV		AAMI

		28		1		50		40		10				100				50		50						100				33		67						100																														50		50				100																		100						100										100		100				50						50		100										100		100				100								100				60		40						100				100								100						100						100				100								100										100		100												1														3		IMA

		29		1		100								100																100								100																80		20						100																												50		50						100				80		20						100																100								100				100								100				80		20						100																												100								100				80		20						100												1								1		1				2,4		AAMI								VACC		GIO		RACV

		30		1		40		50		7		3		100																																																						20		80				100																																																																														90		10				100																																																				CGU								1		1										invoice not received		2		royal		racv						AAMI												AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		31		2				80		20				100						100						100						80		20				100		1																																				1																												80																								80						80						80		20				100														1																								1												1												1		RACV/NRMA		AAMI		ZURICH				1		1				1				1		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT		3		AAMI		CGU		WESFARMERS		GIO		VACC												It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		32		1		90				10				100				10		50		40				100				50		50						100						50				50		100																30		65		5				100				100								100																																								33		67						100																20		70		5		5		100																												100								100				100								100				CGU								1		1								1		File returned to assessors faxed copies not received incorrect claim number given by assessors		4		VACC		RACV						RACV/IMA		CGU

		33		2												1												1		100								100		1												1																		100				100		1																																				1																								1		100								100		1												1																100						100		1												1				100						100		1																						Generally no explanations most process cheque quickly if paper work is complete		1,2		GIO		QBE																		We factor most of our invoices as we require payment in 2-7 days

		34		2		50						50		100						75				25		100				80		20						100																																																																				100				100																						100		100				100								100				75		25						100																				100				100																100								100				AAMI		RACV				1										1						2		RACV		GIO

		35		1		100								100		1		100								100																																										100						100																																																																		100						100						100						100		1																100						100						100						100																RACV		AAMI						1		1												4		AAMI		RACV		ALLIANZ				AAMI

		36		2				100						100								10		90		100						100						100										100		100																				100				100																		90		10				100						20		80				100																		20		80				100						50		50				100				20		80						100				10		80		10				100								5		95		100																						100		100				IMA		ALLIANZ		AAMI				1		1						1		1		Amounts vary - need/waiting on assessor		4		IMA		AAMI						AAMI												Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		37		1						100				100						100						100								100				100																														30		70				100																																																																100								100				50		30		20				100																														100						100						100						100				RACV		AAMI		CGU				1												Blame assessors for incomplete work		3		cgu		racv

		38		1		60		20		20				100		1												1																								1																								1												1												1												1												1												1												1		80		20						100														1												1												1												1		ALLIANZ		CGU						1										1		Invoice ot received pls fax or send again		2		RACV								RACV		GIO		CGU		CGU/VACC

		39		2												1												1												1																																				1																																				1																80		20				100		1		20		80						100		1		20		80						100		1																								1		10		80		10				100		1								100		100		1		CGU/VACC		GIO				1																3										VACC

		40		1				100						100						100						100						95				5		100																														80				20		100						100						100

		41		2				80		20				100		1												1				80		20				100		1																												70		30				100		1												1														80		20						100		1																70		20		10		100		1				80		20				100		1		70		30						100																80		20						100																																				1		1				1		1		1		Excess not paid by 3rd party		4										VACC		RACV		GIO		HBA						small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		42				20		20		20		40		100				20		20		20		40		100								50		50		100																														25		25		50		100																																																						25		25		50		100						25		25		50		100								25		75		100																																																				RACV		GIO																1				2		aami		cgu		allianz				lumleys		vacc

		43		2		15		85						100		1						80		20		100		1												1																																				1																																																		100								100		1												1												1																								1												1												1		racv								1		1		1								computers are not working today "we just don’t have that account you are refering to" - how convenient		1,2		aami		cgu						aami		vacc		sun alliance& Royal

		44		2		95		5						100						5		45		50		100				30		50		20				100						100						100																		50		20		30		100																																																																100								100				98		2						100																		70		20		10		100				100								100										100		100				qbe								1								1						2		racv																				Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		45		1				100						100						100						100						95				5		100																														80				20		100																		100						100																														80		20				100				20		80						100				20		80						100																												10		80		10				100										100		100												1						1				1		I'll get so & so to ring u back		2,3,4										racv

		46		1				100						100						60		40				100						100						100																														100						100																																																				70		30						100				60		40						100						30		70				100																																										60		40				100				nrma/racv		gio		zurich				1										1				3		zurich		gio		aami				vacc

		47		1						100				100																				100				100																																100				100																				100				100																																90		10		100																				100				100																																												100				100				gio								1								1				invoice not on file		2		racv		aami		cgu				racv

		48		1		50		50						100						25		75				100								100				100								100				100																				50		50		100																				100				100																																100				100								100				100				50		50						100																		50		50				100						50		50				100								100				100				vacc		lumleys		zurich																invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.		5										aami		racv

		49		1				100						100						100						100						100						100				100								100																		50		50				100																100								100																												100								100				100								100				100								100																100								100																												cgu		aami		gio						1				1						assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help		3m,4										racv		vacc

		50		1		80		20						100				5		25		70				100				80		20						100				60		40						100				40		60						100						20		80				100				10		10		80				100				10		10		80				100																														80		20				100				50		50						100				50		50						100																																																				cgu								1		1								1				4		qbe		racv		aami		allianz		gio

		51		2				70		20		10		100																				100				100																																10		90		100																																																																		90		10				100						10		50		40		100																																																				cgu		racv						1		1										waiting for invoice		2		aami								aami		racv										hour labour and paint far too low

		52		2		50		20		20		10		100								50		50		100				50		25		25				100																												70		20		10				100																												70		15		15				100																40		40		20				100				70		10		10		10		100				60		20		10		10		100																																																				allianz		lumleys		elders				1		1								1				2		ima		aami		gio				racv		gio		cgu		aami		vacc

		53		1				100						100						100						100																																										100						100																																100				100																		100						100						100						100				100								100																														100						100						100						100				allianz		elders																		have not received invoice - then I have to pull mine out and fax through paperwork		2		racv		cgu						cgu		racv

		54		1				80		20				100						100						100						50		30		20		100																																100				100																																																																												100								100																																								100								100				gio								1		1				1				1		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice		31		gio		aami

		55		1						100				100		1						50		50		100		1						100				100		1																																				1																														50		50		100		1																		100				100		1						100				100		1						100				100		1						100				100		1																		100				100		1						100				100		1		aami		racv		allianz				1		1						1		1				2										allianz												if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		56		1				90				10		100						50		30		20		100						50		50				100																														25		25		50		100																														100						100																														100						100						50		50				100																																												100				100				allianz		aami		cgu				1										1		computers are down		4		racv		qbe						vacc

		57		1				80		20				100						60		20		20		100						100						100																														80		20				100																		80		20				100						100						100																		100						100																100								100																		100						100																		100						100				gio		cgu						1										1				4		racv		hba						racv		vacc		cgu		hba		allainz

		58		1		80						20		100																														100						100																		100						100																																																						100						100						100						100				100								100																																																										1																3		racv		lumley						lumley

		59		1		60		25		15				100						70		30				100																																										10		70		20		100																																																																												75		25						100																																																				cgu								1		1				1		1		1		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)		2		racv								racv		aami										CGU - from bad to worse

		60		1																																																																																																																																																																																																																																																										We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		61				75						25		100				60				20		20		100						100						100																														75		15		10		100				100								100																																								25		50		15		10		100																		98		1		1		100																																														100		100				Zurich		aami		lumley				1										1				4		racv		lumley						vacc		racv

		62		1		80		20						100						50		50				100				20		80						100						100						100																		100						100																		100						100						100						100																				100				100																		100						100																																										100						100												1										1				4

		63				100								100						100						100				100								100																																100				100																												100								100																		100						100				100								100				100								100																		100						100																												cgu		racv		aami				1								1						2		racv		aami		qbe		gio

		64		2		60		40						100						40		60				100		1												1																																				1																												40		60				100																		40		60				100				40		60						100														1																										100								100																racv		gio						1										1				3		aami		gio

		65		2		90		10						100								100				100										100		100																														50		50				100																														100						100																		100						100				100								100								25		75		100																				25		75		100								25		75		100						100						100												1		1								1		assessor has not sent in file		2		aami

		66		1				70		20		10		100						50		30		20		100				50		40		10				100						100						100																				80		20		100																		100						100																																100				100				90		10						100						80		20				100																												100								100				100								100				allianz		aami		cgu										1				1				4		gio		racv						gio		allianz

		67		1		85		15						100						90		10				100						40		50		10		100																50		50						100						80		20				100																		80		20				100																														80		20				100						90		10				100				70		30						100																																																																																				aami		vacc

		68						100						100						100						100						100						100						100						100																		100						100						100						100						100						100						100						100																		100						100						100						100						95		5				100						100						100																		100						100																																																cgu		allianz0		lumley

		69		2		100								100				30		30		10		30		100										100		100										100		100				50		25		25				100				50		25		25				100																																																																100								100				100								100																																								100								100				ansvar		gio																1		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever		3		racv

		70																																																																																																																																																																																																																																																aami		gio										the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		71		1		80		20						100		1		10		90						100		1		40		60						100		1																										30		70						100		1																																																														10		90						100		1		20		40		40				100		1																																																		racv/nrma		allianz								1												2		racv/nrma

		72		1				40		40		20		100						50		40		10		100						50		45		5		100																														50		45		5		100																																100				100																		65		30		5		100								95		5		100						65		30		5		100																																										50		50				100				aami/aust alliance/sun. royal/aust pensioners		cgu						1		1				1		1		1		File closed still with assessor file handled interstate changed offices		4		aami		allianz		lumley				aami		racv		gio		allianz		lumley

		73		1				80		20				100						80		20				100						70		30				100						45		45		10		100																		45		35		20		100																														100						100				10		90						100						40		50		10		100						80		20				100				10		70		10		10		100																		80				20		100																		50		50				100				lumley		cgu		ansvar														1		Never received file		2		racv		lumley - only slightly		others - slightly				racv		vacc		lumley								Ringing each month for payment of invoice cost money & time

		74		2		80		20						100						40		60				100		1				50		50				100		1																														60		40		100		1																		60		40		100						40		60				100																		100						100				40		60						100										100		100		1																100						100						100						100																yes								1		1								1				4										gio		aami

		75		2												1												1												1																																				1												1																90		10				100																										1												1												1																								1																										lumley		racv				1																3		elders		aami		qbe																1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		76		1				100						100								50		50		100								100				100																																50		50		100																																																																												50		50						100																																																				allianz		cgu						1										1				4		racv		aami						vacc

		77		1				100						100						100						100						100						100						100						100																20		80						100																																																																		100						100						100						100																																																				all same												1		1				1				3		aami		qbe		cgu

		78				100								100																		10		90				100																														100						100																														100						100																		10		50		40		100						100						100																																												100				100								100				100																				1		1		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.		4

		79		1												1												1												1												1																								1												1												1												1																								1												1												1												1																								1												1								1				1																						vacc												Sorry, we are ok no real halp as we factor all our insurance work.

		80		1																																																																100						100																																																						95				5		100																																																																																				1														4

		81		2				100						100																																																						100						100																																																				100								100																						100		100																																																				racv can take 90 days		vacc		aami				1		1								1		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.		3		cgu		aami						racv		vacc

		82		1		85		15						100						80		20				100						70		20		10		100																														20		50		30		100																		40		50		10		100																																100				100						40		60				100						10		70		20		100								100				100																														100						100				racv		cgu		lumleys						1		1						1		Not my file, I will pass you on.		3		aami		racv		allianz				aami

		83		2		90		10						100						90		10				100						90		10				100																														90		10				100								100				100																				100				100																				100				100								90		10		100								90		10		100																				90		10		100								90		10		100						80		20				100				We don't attach supps to original invoice						1																3,4		aami		cgu						bmw		cgu

		84		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																								1																						It's too competitive, insurance companies always stuff us up.

		85		1				50		50				100																																100				100						100						100						100						100																																																						100						100																30		50		20				100																		100						100																												aami		sun royal						1										1				2		racv								racv

		86		1		92		6				2		100				100								100				100								100																														100						100				100								100																																																																100								100																																								100								100																1						1				2		aami		racv/nrma		gio		zurich		aami

		87		1		100								100						100						100						100						100																100								100				10		90						100																		100						100																														100						100				100								100						100						100				100								100																												100								100				ima - racv								1																aami		ima - racv		allianz

		88		2																																																																																																																																																																																																														cgu		gio						1						1						The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.		2																						Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		89		1		90		10						100																		100						100																100								100								100				100																																																				100								100				50		50						100				25		50		25				100																																																												1										1		Sent to wrong state office.		4		qbe/merc mutual		gio

		90		1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		racv		cgu						1								1		1				1		aami								aami		cgu

		91		2		100								100																																																						80		20				100																												100								100																																								100								100																																																				cgu								1										1				4		racv								vacc

		92		2		100								100				95.0						5		100				100								100																												80		20						100																																																																100								100						100						100																																																				allianz																1				Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!		3		cgu								cgu												Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		93		2				80		15		5		100						35		60		5		100						50		50				100																														35		50		15		100						100						100						50		50				100						50		50				100																		50		30		20		100						60		40				100				20		60		20				100																		50		50				100																		50		50								zurich		allianz						1								1						4		racv		aami						racv		aami		fai		gio		qbe		zurich

		94		2																								50		50		50						100																																100				100																								0						100						100																																								100								100																100								100																												cgu								1														3										racv		hba		gio		zurick		qbe mercantile mutual				We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		95		1		90		10						100				40		50		10				100				10		30		40		20		100								30		70		100																		20		40		40		100				70		30						100						10		40		50		100																												60		40						100				80		20						100				60		40						100																												40		40		20				100				5				35		60		100				cgu & zurich		gio		allianz				1												File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.		2		allianz																				CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		96						100						100																		100						100																		100						100						100						100						100						100																10		90						100																		100						100				100								100																																																												0				aim		lumley		sun alliance																Haven't had to follow up		2		nrma/racv		aami						vacc

		97		1		15		80		5				100						10		80		10		100						20		80				100						20		80				100																		20		80				100																														80		20				100																														90		10				100						15		80		5		100																		70		30				100						70		30				100						70		30				100				royal sun alliance		racv								1										95% of the time the claims officer will say that they do not have the invoice on the file.		4		allianz		aami						aami		racv		alliaz		motorcare						Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		98		1														100								100																																																																																																																												100								100																																								100								100																								and investigate		1

		99		1		75		5		10		10		100		1				90		10				100						90		10				100						100						100																		90		10				100						100						100						100						100																		100						100						90		10				100						100						100						90		10				100																		100						100								100				100						100						100				very rarely are supps attached to original - payment 30-40 days								1												Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.		4,5		aami - some of the time								aami, sun royal, alliance, aust pens		allianz										Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		100		1		90		8		2				100																																																						98		2				100																																																																														80		20				100																																																				racv		all states auto						1												Not received tax invoices (which would ave posted and faxed to the insurance co)		2		racv		cgu						aami

		101				40		60						100				100								100				40		60						100				40		60						100				100								100				60		40						100																												100								100																30		30		40				100				60		40						100				100								100																		40		60				100				60		40						100				40		60						100				lumley								1										1				4		racv		aami						cgu		lumleys

		102		2												1												1												1												1																								1												1												1												1												1												1												1												1																								1												1												1										1		1						1		1				3										vacc		aami										The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		103		2		100								100		1				100						100		1				100						100		1				100						100		1																100						100		1				100						100		1												1				100						100		1												1				100						100		1		100								100		1		75		25						100		1												1		100								100		1				100						100		1				100						100		1		racv		gio										1						1				2		racv		allianz						aami		vacc										Direct credit payments are best

		104		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		aami						1																2										gio		cgu

		105		1		50		50						100						50		50				100						100						100																														100						100																																																						100						100						100						100						25		50		25		100																																																				racv								1												Did not receive invoice so they say		4

		106		1				100						100		1				50				50		100		1												1																														20		80		100		1																																																																100						100		1				100						100		1																																																		vacc		allianz																1				4		ima								vacc

		107		2		70		30						100						50		40		10		100								100				100																														50		50				100																																100				100																												70		30						100										100		100																		100						100				70		30						100																racv								1						1		1		1				2																						MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		108		1		80		20						100						10		90				100						50		50				100						50		50				100				50		50						100				60		40						100				60		40						100						60		40				100						60		40				100						60		40				100						60		40				100								60		40		100				95		5						100						60		40				100						60		40				100						80		20				100						80		20				100				cgu		aami		qbe		1																1,2		racv		cgu																		Direct debits would be a solution

		109		1								100		100		1								100		100		1								100		100		1																																100		100		1																																																								100		100		1								100		100		1								100		100		1																																																		lumley - by far								1										1		Invoice not received		2										racv

		110		1		95		5						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1										1												Invoice in relevant file but payment overlooked		2		aami								aami		vacc

		111		2		100								100						75		25				100				50		50						100						100						100																50		50						100																												90		10						100																		100						100																				100				100																100								100																		80		20				100				aami		racv						1		1												2,3		gio		elders		cgu		wesfarmers		vacc

		112						70		30				100						100						100				40		60						100																														100						100																																																				80		20						100																				30				30																																																				racv/nrma								1		1								1				4		aami								gio		lumley

		113																																														100		100																																																																																																				100								100																																																										1																3		racv																				Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		114		1		70		20		10				100				20		80						100				5		95						100																												5		95						100																										10		60		20		20				100																																								25		40		35				100																																																				gio		cgu						1														2		aami		australian international ins.		racv

		115				80		20						100										100		100								100				100				100								100				100								100								80		20		100																						100		100																100								100				100								100						100						100						80				20		100																														100						100						100						100				cgu/fortis								1						1		1		1				5										ima		gio		cgu

		116		1		15		80		5				100				50		30		20				100				50		50						100																																		100		100								100				100																																																								100				100				100								100																																																				gio		aami						1		1				1						Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)		2		gio		racv		aami				aami		gio		vacc

		117		1				100						100						100						100										100		100																																		100		100																																																																				100				100								80		20		100																																																				cgu/vacc		gio		ima				1						1		1		1				4		aami								aami		cgu/vacc		ima

		118		1												1												1												1												1												1												1												1												1												1												1												1												1										0		1												1												1												1												1																								2

		119		1																																																																																																																																																																																																																										1						1				2		cgu								vacc												cgu has been the most improved. Every other company is now fairly swift in payment.

		120		2		80		20						100						90		10				100						70		30				100						100						100																		90		10				100						100						100						100						100						100						100																		90		10				100						80		20				100				10		80		10				100																																										100						100				gio		racv		allianz				1						1				1		Have not received account		2		aami		aust pensioners		racv		allianz														aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		121		1		80		15		5				100										100		100																																												100				100																																																						80		20				100						100						100						100						100																														100						100																lumley														1		1		1		Never received invoice		1		racv								aami		lumley										They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		122														1																																																																																																																																																1																																																		racv/nrma		qbe				1		1										1		have lost file and assessor can't remember assessing		2

		123		2		90				10				100				30		70						100				20		40				40		100																												15		50		15		20		100																														75		25				100																						100		100				40				60				100				48		52						100																						100		100																				100				100												1						1		1		1				5		cgu								gio												Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		124		2																																																																																																																																																																																																														allianz		cgu																		rarely need to follow up now. All payment time are good.		4		all of them								racv		cgu		aami

		125		2		50		50						100				30		60		10				100				30		65		5				100																												10		50		40				100																																																																30		60		10				100				10		80		10				100																																								30		60		10				100				cgu																		1		We still haven't received your invoice		3		aami		gio						cgu		aami		racv

		126		1		95		5						100				50		50						100				40		40		20				100																														75		25				100																100								100				50		50						100																		100						100																100								100																																100				100																racv/nrma										1										Awaiting assessors report (for supps usually)		2		racv		cgu

		127		1		90		10						100						100						100																																										100						100																																																						90		10				100																		100						100																														100						100																								1		1						1						4		aami								aami												We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		128														1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1								1																1																						I factor all my invoices so I do not know which is slow or otherwise.

		129		1		90		10						100				100								100				80		20						100				100								100				100								100				60		40						100																80		20						100																																								80		20						100				70		30						100																80		20						100				100								100																All if you deal directly with the assessor																				I call after 7 day to see if received and it gets the ball on the way		3		racv

		130		1				100						100																		100						100																														100						100																																																						100						100						100						100				100								100																																																										1																4										lumley												I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		131				100								100						100						100						100						100																		100						100								30		70		100																				100				100								100				100				100								100				100								100						100						100								70		30		100																				100				100								100				100						100						100				cgu/fortis								1								1		1				5										cgu		allianz		wesfarmers		lumley		qbe

		132		1				100						100										100		100						100						100						100						100				100								100								100				100						100						100								100				100						100						100						100						100								100				100						100						100								100				100								100				100																		100						100						100						100												1		1		1										5										vacc

		133		1																																																																																																																																																																																																																																				4																						Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		134		1		100								100										100		100						100						100						100						100				100								100						100						100																						100		100										100		100																		100						100						100						100				100								100										100		100																100								100						100						100				aami		racv		gio				1												Processing of chq. Over looked		2		aami		racv						racv		aami

		135		1		80		20						100						80		20				100		1		95		5						100								80		20		100								90		10		100						10		80		10		100																		10		80		10		100						80		20				100						80		20				100								80		20		100						80		20				100						80		20				100																				90		10		100						80		20				100				70		20		10				100				cgu								1						1								4		aami		gio

		136		2		100								100										100		100										100		100																		100						100								50		50		100																																100				100																				100				100						100						100						100						100																						100		100																												racv		gio		nrma				1				1						1				1		aami																				We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		137				100								100														1												1																										100								100														1																																																1												1		25		50		25				100														1												1												1												1								1																4		racv		aami						aami

		138		1						100				100																																																								100				100																																																						100						100																80		20						100																																										100						100				zurich								1						1		1		1				4		lumley								ima

		139		1		100								100																																																																100								100																																																																		100						100																																										100						100																								Invoice is different to accepted quote - Invoice needs to be separated into two		4																						No longer to retail repairs

		140		1				40				60		100		1				100						100		1												1																												50		50				100		1																																																						40		60		100		1				100						100		1		35		30		35				100		1				60		40				100		1																60		40				100		1														allianz		lumleys						1								1		1		File lost send another invoice		3		qbe		cgu						vacc												60 days & over should be a charge of 20% on invoices

		141		1						100				100				100								100				100								100										100		100																100								100																																		100		100																		100						100						100						100						100						100																						100		100																100								100				racv		ansvar		aami				1		1		1						1		I will call you back. Never happens.		1		gio		allianz		zurich		cgu/vacc														With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i

		142		1						80		20		100		1						80		20		100		1								100		100		1																												100						100		1																																																				100						100		1																70		30				100		1																																												100		100		1								1				1												2										vacc

		143		2		100								100																																																																																																																														100						100						100						100																		100						100																												racv		cgu						1								1		1				2,3		cgu		racv

		144						100						100								100				100						50		50				100																																100				100																														100						100																		100						100						25		75				100						100						100																		100						100								100				100																cgu								1		1						1						4		aami

		145		2		100								100																				100				100																		100						100								50		50		100																		100						100																														100						100																		100						100																																																				cgu								1		1												2		aami

		146		2												1												1												1																																				1																																				1																								1												1												1																								1												1														all accounts are factored						1																1

		147		1		100								100		1				100						100																																										100						100																																																																		100						100						100						100		1																																																		racv								1										1				4		aami		racv		allianz				aami		vacc										Payments have been a lot better since the GST came into affect

		148		1				100						100						20		40		40		100						80		20				100						100						100																		20		40		40		100																																																				60		40						100						50		50				100						50		40		10		100																														50		30		20		100						80		20				100				allianz		cgu						1										1		Parts being checked not my file		5		zurich		ima/racv		aami		gio		racv		gio

		149		2		95		5						100						50		50				100				95		5						100								90		10		100						100						100				55		45						100																														100						100																				100				100						75		25				100				75		25						100																		50		50				100						75		25				100						80		20				100				ansvar		allianz		racv						1								1				4		racv		gio						cgu

		150						80		20				100																										1																																				1																																																																										90		10						100																				100				100														1												1		cgu								1		1								1				2										nrma		aami		zurich

		151		2				20		80				100																		100						100																														100						100																																																								100				100																		100						100																																																				racv								1										1		File already closed. So they obviously had overlooked the supplementary		2		aami		racv						racv/nrma		aami		vacc								aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		152		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																						You must have sent it to the wrong department. Your invoice must have been lost can you send it again.		4		Due to the across the board late payments by generally all …….. We now don't take chances on waiting for our money, and have been forced to factor everything or most accounts which costs us everytime.																				We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		153				100								100																												100								100																		100						100																		100						100																																								100								100						100						100																																																												1														2		aami		cgu		racv

		154		2		100								100				53		47						100				54		46						100						45		55				100																														100						100						100						100				60		40						100						100						100						100						100				100								100						90		10				100																48		52						100						100						100				50		50						100				cgu/vacc																1		1				3		cgu/vacc								gio		aami		fai/allianz		vacc		cgu

		155		2		90		10						100						50		50				100						100						100																														50				50		100				100								100																100								100																		100						100				100								100										100		100																		100						100						100						100

		156		1				50		40		10		100						80		20				100								25		75		100																														70		20		10		100																																																						100						100						100						100				90		10						100																100								100																				90		10		100				zurich								1										1				2

		157		2				100						100								100				100						100						100																														90		10				100																																																																100								100						30		50		20		100																100								100																		100						100				racv								1		1										many say invoice never received instead of saying file not on hand		3		aami								vacc		racv										Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		158		1		70						30		100								100				100						100						100										100		100				100								100						30		50		20		100																		100						100																																		100		100						100						100						100						100																																												100				100																						1				4		aami		cgu

		159		2		100								100		1				100						100																		20		80				100																		20		80				100				10		90						100						30		70				100						90		10				100																														30		70				100						80		20				100																		20		80				100						15		70		15		100																racv																				lost invoice please re fax		4		racv								vacc		cgu

		160		1				30		40		30		100						50		50				100																																										45		55				100																																																						80		20				100						80		20				100						90		10				100																														60		40				100				30		50		20				100				cgu		aami		racv														1		generally file lost or misplaced after 5 phone calls		3		zurich																				sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		161		1				100						100								100				100						100						100						100						100										100		100										100		100								100				100								100				100						100						100								100				100										100		100						100						100						100						100								100				100						100						100				100								100								100				100				vacc/cgu		allianz		racv				1		1				1						not worth commenting		4		aami		racv		gio																It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		162		1		100								100																		20		80				100																														20		80				100																20		80						100																																																								100				100				80		20						100				80		20						100																		80		20				100				nrma/racv								1														2		aami								aami		hba

		163		1																																																																																																																																																																																																														lumleys								1						1				1		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.		2		aami		gio						racv		cgu/vacc		motorcare

		164						100						100										100		100								100				100						100						100																				100				100																																																										100		100										100		100										100		100																		100						100																		100						100				qbe		lumleys						1										1				4		aami		zurich																		sick em!

		metro		91										135		34										108		33										109		34										44		15										29		10										126		33										26		17										42		13										57		20										14		14										95		27										101		28										132		32										16		17										53		20										59		23										79		24								17		104		43		10		29		37		75		70		11

		rural		51																																																																																																																																																																																																																																				50

																																																																																																																																																																																																																																								29

		sum		142																																																																																																																																																																																																																																				45

																																																																																																																																																																																																																																								6

		metro %		64.1%																																																																																																																																																																																																																																				0

		rural %		35.9%

		sum				6286		5064		1429		721						1508		5132		2450		1710						2157		5258		2525		960						560		2190		790		860						1230		1395		165		110						1144		5806		3941		1709						770		1350		480		0						543		2287		1060		310						1530		2740		1160		350						400		790		160		50						1238		4942		2365		1035						3170		4965		1590		375						4091		6000		2076		1063						440		530		530		100						1188		2572		990		550						1480		2960		1320		140						1695		3870		1635		800

		empty				84		72		118		138						137		89		110		129						127		85		118		145						157		136		152		152						149		146		161		162						141		73		88		125						153		148		159		164						155		133		147		158						145		126		144		160						158		155		161		163						146		101		123		143						123		97		132		155						100		68		109		136						158		156		156		163						151		131		146		153						146		125		138		159						143		116		134		153

		data entered				81		93		47		27						28		76		55		36						38		80		47		20						8		29		13		13						16		19		4		3						24		92		77		40						12		17		6		1						10		32		18		7						20		39		21		5						7		10		4		2						19		64		42		22						42		68		33		10						65		97		56		29						7		9		9		2						14		34		19		12						19		40		27		6						22		49		31		12

		average				77.6		54.5		30.4		26.7						53.9		67.5		44.5		47.5						56.8		65.7		53.7		48.0						70.0		75.5		60.8		66.2						76.9		73.4		41.3		36.7						47.7		63.1		51.2		42.7						64.2		79.4		80.0		0.0						54.3		71.5		58.9		44.3						76.5		70.3		55.2		70.0						57.1		79.0		40.0		25.0						65.2		77.2		56.3		47.0						75.5		73.0		48.2		37.5						62.9		61.9		37.1		36.7						62.9		58.9		58.9		50.0						84.9		75.6		52.1		45.8						77.9		74.0		48.9		23.3						77.0		79.0		52.7		66.7

		percentage														20.6%												20.0%												20.6%												9.1%												6.1%												20.0%												10.3%												7.9%												12.1%												8.5%												16.4%												17.0%												19.4%												10.3%												12.1%												13.9%												14.5%

		total				189.1645101977												213.4289131921												224.2115621501												272.4403183024												228.2127192982												204.6821805007												223.5784313725												228.9433531746												271.9945054945												201.1428571429												245.7316230918												234.1727145404												198.5207326268												230.6349206349												258.4427981719												224.1169590643												275.4336485327

		sum of sums				13500												10800												10900												4400												2900												12600												2600												4200												5780												1400												9580												10100												13230												1600												5300												5900												8000

		/100				135												108												109												44												29												126												26												42												57.8												14												95.8												101												132.3												16												53												59												80

		percentage				46.6		37.5		10.6		5.3						14.0		47.5		22.7		15.8						19.8		48.2		23.2		8.8						12.7		49.8		18.0		19.5						42.4		48.1		5.7		3.8						9.1		46.1		31.3		13.6						29.6		51.9		18.5		0.0						12.9		54.5		25.2		7.4						26.5		47.4		20.1		6.1						28.6		56.4		11.4		3.6						12.9		51.6		24.7		10.8						31.4		49.2		15.7		3.7						30.9		45.4		15.7		8.0						27.5		33.1		33.1		6.3						22.4		48.5		18.7		10.4						25.1		50.2		22.4		2.4						21.2		48.4		20.4		10.0

		check				100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0





Business Location

		

		Metro		64.1%

		Rural		35.9%





Business Location

		0

		0



Location of Business



response Rate

		Response Rate

				25.5%





Factoring1

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24

		20.7%		20.1%		20.7%		9.1%		6.1%		20.1%		10.4%		7.9%		12.2%		8.5%		16.5%		17.1%		19.5%		10.4%		12.2%		14.0%		14.6%

		AAMI		34		20.7%

		GIO		34		20.7%

		Allianz		33		20.1%

		CGU		33		20.1%

		RACV		32		19.5%

		QBE		28		17.1%

		Lumley		27		16.5%

		Zurich		24		14.6%

		Western		23		14.0%

		Elders		20		12.2%

		Wesfarmers		20		12.2%

		Swann		17		10.4%

		Ready		17		10.4%

		Ansvar		15		9.1%

		Guild		14		8.5%

		Factor		13		7.9%

		Catholic		10		6.1%





Factoring1

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Percentage of respondents that used factoring with this insurer



Factoring

		Factoring used

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich		Total

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24		394

		8.6%		8.4%		8.6%		3.8%		2.5%		8.4%		4.3%		3.3%		5.1%		3.6%		6.9%		7.1%		8.1%		4.3%		5.1%		5.8%		6.1%

		AAMI		8.6%

		GIO		8.6%

		CGU		8.4%

		Allianz		8.4%

		RACV		8.1%

		QBE		7.1%

		Lumley		6.9%

		Zurich		6.1%

		Western		5.8%

		Wesfarmers		5.1%

		Elders		5.1%

		Swann		4.3%

		Ready		4.3%

		Ansvar		3.8%

		Guild		3.6%

		Factor		3.3%

		Catholic		2.5%

		Total		100.0%





Factoring

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Factoring of Invoices by Insurers as a percentage of total factoring



Payment distribution

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)

		46.6		37.5		10.6		5.3		14.0		47.5		22.7		15.8		19.8		48.2		23.2		8.8		12.7		49.8		18.0		19.5		42.4		48.1		5.7		3.8		9.1		46.1		31.3		13.6		29.6		51.9		18.5		0.0		12.9		54.5		25.2		7.4		26.5		47.4		20.1		6.1		28.6		56.4		11.4		3.6		12.9		51.6		24.7		10.8		31.4		49.2		15.7		3.7		30.9		45.4		15.7		8.0		27.5		33.1		33.1		6.3		22.4		48.5		18.7		10.4		25.1		50.2		22.4		2.4		21.2		48.4		20.4		10.0





Payment distribution

		AAMI (0-21)

		AAMI (22-40)

		AAMI (41-60)

		AAMI (60 plus)



In days

Percentage

Payment distribution for AAMI

44.0588235294

36.3235294118

11.1470588235

8.4705882353



0-21

		0

		0

		0

		0



In days

Percentage

Payment distribution for AAMI



22-40

		0

		0

		0

		0



In days

Percentage

Payment distribution for Allianz



41-60

		0

		0

		0

		0



In days

Percentage

Payment distribution for GIO



60 plus

		0

		0

		0

		0



In days

Percentage

Payment distribution for Ansvar



supps

		0

		0

		0

		0



In days

Percentage

Payment distribution for Catholic



Reasons

		0

		0

		0

		0



In days

Percentage

Payment distribution for CGU



Other reasons

		0

		0

		0

		0



In days

Percentage

Payment distribution for Swann



Realistic timeframe

		0

		0

		0

		0



In days

Percentage

Payment distribution for HBA



Improved

		0

		0

		0

		0



In days

Percentage

Payment distribution for Elders



Badges

		0

		0

		0

		0



In days

Percentage

Payment distribution for Guild



Comments

		0

		0

		0

		0



In days

Percentage

Payment distribution for Lumleys



		0

		0

		0

		0



In days

Percentage

Payment distribution for QBE



		0

		0

		0

		0



In days

Percentage

Payment distribution for RACV



		0

		0

		0

		0



In days

Percentage

Payment distribution for Ready Plan



		0

		0

		0

		0



In days

Percentage

Payment distribution for Wesfarmers



		0

		0

		0

		0



In days

Percentage

Payment distribution for Western



		0

		0

		0

		0



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		Allianz (0-21)		GIO (0-21)		Ansvar (0-21)		Catholic (0-21)		CGU (0-21)		Swann (0-21)		HBA (0-21)		Elders (0-21)		Guild (0-21)		Lumley (0-21)		QBE (0-21)		RACV (0-21)		Ready (0-21)		Wesfarm (0-21)		Western (0-21)		Zurich (0-21)

		46.6		14.0		19.8		12.7		42.4		9.1		29.6		12.9		26.5		28.6		12.9		31.4		30.9		27.5		22.4		25.1		21.2

		AAMI		46.6

		Catholic		42.4

		QBE		31.4

		RACV		30.9

		Swann		29.6

		Guild		28.6

		Ready		27.5

		Elders		26.5

		Western		25.1

		Wesfarm		22.4

		Zurich		21.2

		GIO		19.8

		Allianz		14.0

		HBA		12.9

		Lumley		12.9

		Ansvar		12.7

		CGU		9.1





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



percentage

Payment distribution by insurers (0-21 days)



		AAMI (22-40)		Allianz (22-40)		GIO(22-40)		Ansvar (22-40)		Catholic (22-40)		CGU (22-40)		Swann (22-40)		HBA (22-40)		Elders (22-40)		Guild (22-40)		Lumley (22-40)		QBE (22-40)		RACV (22-40)		Ready (22-40)		Wesfarm (22-40)		Western (22-40)		Zurich (22-40)

		37.5		47.5		48.2		49.8		48.1		46.1		51.9		54.5		47.4		56.4		51.6		49.2		45.4		33.1		48.5		50.2		48.4

										Guild		56.4

										HBA		54.5

										Swann		51.9

										Lumley		51.6

										Western		50.2

										Ansvar		49.8

										QBE		49.2

										Wesfarm		48.5

										Zurich		48.4

										GIO		48.2

										Catholic		48.1

										Allianz		47.5

										Elders		47.4

										CGU		46.1

										RACV		45.4

										AAMI		37.5

										Ready		33.1





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



percentage

Payment distribution by insurers (22-40 days)



		AAMI (41-60)		Allianz (41-60)		GIO (41-60)		Ansvar (41-60)		Catholic (41-60)		CGU (41-60)		Swann (41-60)		HBA (41-60)		Elders (41-60)		Guild (41-60)		Lumley (41-60)		QBE (41-60)		RACV (41-60)		Ready (41-60)		Wesfarm  (41-60)		Western  (41-60)		Zurich  (41-60)

		10.6		22.7		23.2		18.0		5.7		31.3		18.5		25.2		20.1		11.4		24.7		15.7		15.7		33.1		18.7		22.4		20.4

				Ready		33.1

				CGU		31.3

				HBA		25.2

				Lumley		24.7

				GIO		23.2

				Allianz		22.7

				Western		22.4

				Zurich		20.4

				Elders		20.1

				Wesfarm		18.7

				Swann		18.5

				Ansvar		18.0

				QBE		15.7

				RACV		15.7

				Guild		11.4

				AAMI		10.6

				Catholic		5.7





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



percentage

Payment distribution by insurers (41-60 days)



		AAMI (60 plus)		Allianz (60 plus)		GIO (60 plus)		Ansvar (60 plus)		Catholic (60 plus)		CGU (60 plus)		Swann (60 plus)		HBA (60 plus)		Elders (60 plus)		Guild (60 plus)		Lumley (60 plus)		QBE (60 plus)		RACV (60 plus)		Ready (60 plus)		Wesfarm (60 plus)		Western (60 plus)		Zurich (60 plus)

		5.3		15.8		8.8		19.5		3.8		13.6		0.0		7.4		6.1		3.6		10.8		3.7		8.0		6.3		10.4		2.4		10.0

		Ansvar		19.5

		Allianz		15.8

		CGU		13.6

		Lumley		10.8

		Wesfarm		10.4

		Zurich		10.0

		GIO		8.8

		RACV		8.0

		HBA		7.4

		Ready		6.3

		Elders		6.1

		AAMI		5.3

		Catholic		3.8

		QBE		3.7

		Guild		3.6

		Western		2.4

		Swann		0.0





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



percentage

Payment distribution by insurers (60 plus)



		Supps 3a)		Frequency		Percent

		RACV		33		27.3%

		CGU		33		27.3%

		AAMI		12		9.9%

		Allianz		10		8.3%

		Lumleys		8		6.6%

		GIO		8		6.6%

		Zurich		6		5.0%

		NRMA		5		4.1%

		QBE		2		1.7%

		Ansvar		2		1.7%

		Aust. Alliance / Sun Royal / Aust. Pensioners		2		1.7%

		Subtotal		121		100.0%

		b)

		CGU/VACC		17

		AAMI		13

		GIO		11

		RACV		9						Total		a)+b)+c)

		ALLIANZ		7						CGU		54		24.3%

		LUMLEYS		6						RACV		51		23.0%

		sun royal		1						AAMI		29		13.1%

		qbe		1						GIO		22		9.9%

		elders		1						Allianz		21		9.5%

		ansvar		1						Lumleys		18		8.1%

		Subtotal		67						Zurich		9		4.1%

										NRMA		5		2.3%

		c)								QBE		4		1.8%

		CGU		6						Ansvar		3		1.4%

		RACV		5						Aust. Alliance / Sun Royal / Aust. Pensioners		3		1.4%

		lumleys		4						Elders		2		0.9%

		ALLIANZ		4						Wefarmers		1		0.5%

		AAMI		4								222		100.0%

		ZURICH		3

		GIO		3

		WESTFARMERS		1

		sun alliance		1

		qbe		1

		elders		1

		ansvar		1

		Subtotal		34

		Grandtotal		222





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Slowest payers when supps are attached to the original invoice



		

		Don't follow up with insurers		File not at hand		Paperwork incomplete		Claim not registered		Staff shortages		Recent merger caused delays		File lost		Other		Total

		17		104		43		10		29		37		75		70

		17		104		43		10		29		37		75		70		164

		10.4%		63.4%		26.2%		6.1%		17.7%		22.6%		45.7%		42.7%		100.0%

		Claim not registered		6.1%

		Don't follow up with insurers		10.4%

		Staff shortages		17.7%

		Recent merger caused delays		22.6%

		Paperwork incomplete		26.2%

		Other		42.7%

		File lost		45.7%

		File not at hand		63.4%





		0

		0

		0

		0

		0

		0

		0

		0



Explanations given by insurers about delays in payments



		4Other (please type answer)

		95% of the time the claims officer will say that they do not have the invoice on the file.

		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice

		Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!

		Amounts vary - need/waiting on assessor

		and investigate

		assessor has not sent in file

		Assessor not submitting file after 30 days

		Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)

		assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help

		Awaiting assessors report (for supps usually)

		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.

		Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.

		Blame assessors for incomplete work

		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)

		claim officer on leave, file sent to wrong branch

		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT

		computers are down

		computers are not working today "we just don’t have that account you are refering to" - how convenient

		Did not receive invoice so they say

		Excess not paid by 3rd party

		File already closed. So they obviously had overlooked the supplementary

		File closed still with assessor file handled interstate changed offices

		File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.

		file is in parts pricing, perosn dealing with calim has left the company or on holidays

		File lost send another invoice

		File returned to assessors faxed copies not received incorrect claim number given by assessors

		file still on assesors desk

		FILED AWAY

		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever

		generally file lost or misplaced after 5 phone calls

		Generally no explanations most process cheque quickly if paper work is complete

		have lost file and assessor can't remember assessing

		Have not received account

		have not received invoice - then I have to pull mine out and fax through paperwork

		Haven't had to follow up

		Havent received account

		I call after 7 day to see if received and it gets the ball on the way

		I will call you back. Never happens.

		I'll get so & so to ring u back

		Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.

		Invoice in relevant file but payment overlooked

		Invoice is different to accepted quote - Invoice needs to be separated into two

		invoice not on file

		invoice not received

		invoice not received

		Invoice not received

		invoice not received although sometimes have faxed copies of same invoice 3 times

		Invoice ot received pls fax or send again

		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.

		invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.

		lost invoice please re fax

		many say invoice never received instead of saying file not on hand

		Never received file

		Never received invoice

		never received invoice, file has been overlooked

		none given

		Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.

		Not my file, I will pass you on.

		Not received tax invoices (which would ave posted and faxed to the insurance co)

		not worth commenting

		Parts being checked not my file

		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.

		Processing of chq. Over looked

		RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date

		rarely need to follow up now. All payment time are good.

		Sent to wrong state office.

		The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.

		waiting for invoice

		We still haven't received your invoice

		You must have sent it to the wrong department. Your invoice must have been lost can you send it again.





		

		Timeframe

		Up to 7 days		11		7.8%

		Up to 14 days		50		35.5%

		Up to 21 days		29		20.6%

		Up to 30 days		45		31.9%

		Up to 60 days		6		4.3%

		Up to 90 days		0		0.0%

		Total		141		100.0%





		0

		0

		0

		0

		0

		0



Realistic timeframe for receiving payment



		Improve 6a)				Improve 6b)				Improve 6c)				Improve 6d)

		AAMI		42		AAMI		14		ALLIANZ		7		allianz		2

		RACV		36		ALLIANZ		4		RACV/NRMA		6		cgu/vacc		1

		CGU		11		AUST PENSIONERS		2		AAMI		5		ELDEN		1

		GIO		7		CGU		14		GIO		5		GIO		4

		ALLIANZ		4		elders		1		cgu		3		PENSIONERS		2

		qbe		4		GIO		8		qbe		2		wesfarmers		1

		ZURICH		4		IMA		3		lumley		1		ZURICH		2

		elders		1		LUMLEY		4		WESFARMERS		1

		lumley		1		QBE		3		zurich		1

		royal		1		RACV		17

						SUN ROYAL		1

						zurich		1

				Total		227		1

				RACV		62		27.3%

				AAMI		61		26.9%

				CGU		29		12.8%

				GIO		24		10.6%

				Allianz		17		7.5%

				QBE		9		4.0%

				Zurich		8		3.5%

				Lumleys		6		2.6%

				Aust. Alliance / Sun Royal / Aust. Pensioners		6		2.6%

				Elders		3		1.3%

				Wesfarmers		2		0.9%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Insurers that have improved their timeframe of payment over the past three months



		Badges 7a)

		AAMI		41		26.8%

		RACV		37		24.2%

		CGU		26		17.0%

		GIO		22		14.4%

		Allianz		11		7.2%

		Lumleys		6		3.9%

		QBE		3		2.0%

		FAI		2		1.3%

		Motorcare		2		1.3%

		Sun Alliance		2		1.3%

		Wesfarmers		1		0.7%

		Total		153		100.0%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



BRD members that hold insurers' badges or signs



		1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		60 days & over should be a charge of 20% on invoices

		aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		CGU - from bad to worse

		CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		cgu has been the most improved. Every other company is now fairly swift in payment.

		Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		Direct credit payments are best

		Direct debits would be a solution

		Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		hour labour and paint far too low

		Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		I factor all my invoices so I do not know which is slow or otherwise.

		I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		It's too competitive, insurance companies always stuff us up.

		jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		No longer to retail repairs

		NO!

		Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		Payments have been a lot better since the GST came into affect

		Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		Ringing each month for payment of invoice cost money & time

		sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		sick em!

		small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		Sorry, we are ok no real halp as we factor all our insurance work.

		the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		We factor most of our invoices as we require payment in 2-7 days

		We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i
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Explanations given by insurers about delays in payments
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raw data 

		Count												Check=100%		AAMI Factor (Enter '1' if box is ticked)										Check=100%		Allianz Factor										Check=100%		GIO Factor										Check=100%		Ansvar Factor										Check=100%		Catholic Factor										Check=100%		CGU Factor										Check 100%		Swann Factor										Check=100%		HBA Factor										Check=100%		Elders Factor										Check =100%		Guild Factor										Check=100%		Lumley Factor										Check=100%		QBE Factor										Check=1005		RACV Factor										Check+100%		Ready Factor										Check=100%		Wefarm Factor										Check=100%		Western Factor										Check =100%		Zurich Factor		Supps 3a)		Supps 3b)		Supps 3c)		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Improve 6a)		Improve 6b)		Improve 6c)		Improve 6d)		Badges 7a)		Badges 7b)		Badges 7c)		Badges 7d)		Badges 7e)		Badges 7f)		Comments

		1		1		99				1				100				20		70		10				100						80		20				100																		100						100				20		20		60				100																																																						100						100																		50		50				100																														100						100						100						100				RACV		GIO		CGU				1												never received invoice, file has been overlooked		2		AAMI		ALLIANZ						AAMI		ALLIANZ		VACC

		2		2		100								100																100								100																														100						100				100								100																100								100																		100						100				100								100				100								100																100								100				100								100						100						100										1				1												4		CGU		RACV						AAMI		CGU		GIO								jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		3		1				100						100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100				100								100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100						100						100												1						1		1				invoice not received		4		IMA		CGU						IMA/RACV		CGU

		4				80		10		9		1		100				90		10						100				100								100																												100								100																100								100				100								100																				100				100				100								100				90		10						100																100								100				100								100				100								100				AAMI/CGU								1												Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.		3,4		CGU								VACC		AAMI

		5						100						100						100						100																																										100						100								100				100						100						100																																																				60		40						100																														60		40				100																CGU								1		1				1		1		1		invoice not received although sometimes have faxed copies of same invoice 3 times		2		RACV								VACC

		6		2				90		10				100										100		100				90		10						100																		100						100						90		10				100																														100						100																				100				100						50		50				100				10				70		20		100																		100						100						80		20				100				100								100				RACV								1										1		file still on assesors desk		4		AAMI								RACV												Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		7		1		10		50		40				100		1				70				30		100		1				20				80		100		1												1												1		80		20						100		1												1												1												1												1												1												1				50		50				100		1												1												1												1		100								100		1								1		1										1				2		ZURICH		CGU		ALLIANZ		ROYALSON		CGU

		8		1												1												1												1				70		30				100																										1																																				1												1				100						100						100						100						90		10				100														1				90		10				100						90		10				100						90		10				100				CGU		AAMI						1												none given		1		QBE/MERCANTILE		LUMLEY		RACV/NRMA				RACV/NRMA		CGU		ALLIANZ		ZURICH

		9		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1						4

		10		1				80		20				100																				80		20		100																														80		20				100																																																																												50		50						100																														100						100																AAMI								1								1						2		RACV								RACV

		11		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1				file is in parts pricing, perosn dealing with calim has left the company or on holidays		4

		12		1		10		80		5		5		100						50		50				100				25		75						100						50		50				100						50		50				100								50		50		100																																																																		50		50				100				10		80		10				100																																										100						100				CGU		ALLAINZ		RACV				1		1				1		1						3		RACV		AAMI		GIO		ZURICH

		13		1		60				40				100				100								100				30		70						100				60		40						100				60		40						100				100								100				20		80						100				50		50						100				50		50						100				40		60						100				40		60						100				40		60						100				30		70						100				50		50						100																																																1						1								1		AAMI		SUN ROYAL		ALLIANZ		PENSIONERS		AAMI		RACV		NSA		ALLIANZ

		14		1		75						25		100																		100						100																																50		50		100																												100								100				100								100						100						100				60						40		100				100								100																												100								100						100						100				AAMI										1												2

		15		2		100								100														1												1																												50		50				100		1																																				1																								1				100						100		1				100						100		1																																								50		50				100		1		LUMELYS		CGU						1												claim officer on leave, file sent to wrong branch		3		RACV/IMA		CGU						CGU		AAMI		GIO		SUNROYAL						Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		16						40		40		20		100						40		40		20		100						40		40		20		100																														40		50		10		100																																																								80		20		100																		20		40		40		100																				80		20		100						20		60		20		100						20		60		20		100				RACV		PRESTIGE		CGU				1										1				3

		17		1				100						100		1		40		60						100		1		10		30		60				100		1																100						100		1				30		70				100																		100						100																																45		55		100				70		30						100				35		30		35				100				100								100																		30		70				100																LUMLEY		ALLIANZ						1										1				2		CGU/ALLIANZ								VACC												I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		18		1				100						100																																																																																																																																																																																																				AAMI								1										1				3		AAMI								AAMI												NO!

		19		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		GIO																				Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.		4																						WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		20		1												1												1												1												1																								1																																																1												1												1												1												1																								1												1										1				1										2		RACV								RACV

		21		2		75		10		10		5		100				5		75		15		5		100				20		75		5				100																100								100				10		10		75		5		100																												80		20						100																50		50						100				90		10						100				25		50		15		10		100																100								100				90		10						100				90		10						100				RACV/NRMA		AAMI		CGU				1		1						1				Havent received account		3		AAMI		RACV/NRMA		GIO		ELDEN

		22		2												1		100								100														1																																				1												1																100						100																										1												1												1																								1																								1																								2																						Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		23		1				50		50				100						100						100								100				100																																100				100																																																																		100						100						100						100																														100						100						100						100				RACV		AAMI		GIO				1						1		1				Assessor not submitting file after 30 days		2		HOTLINE		IMA		AAMI		GIO														When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		24		1		50		50						100								100				100				90		10						100																												29		43		14		14		100																33		67						100																												50		50						100																		58		42				100																														100						100				100								100				RACV/NRMA		CGU/VACC		ALLIANZ						1				1		1				RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date		3		GIO								GIO												We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		25		2		100								100						100						100						100						100																														100						100																												100								100																		100						100				100								100						95		3		2		100																		100						100						100						100						100						100				NRMA								1										1				3		CGU		RACV/NRMA						IMA/RACV		GIO

		26		1																																																																																																																																																																																																														RACV		CGU						1												FILED AWAY		4		ALLIANZ		CGU		RACV

		27		2				80		20				100								80		20		100						60		40				100																														20		80				100																																																						60		20		20		100						60		20		20		100				40		30		20		10		100																		80		10		10		100																		80		10		10		100				GIO		LUMLEYS		WESTFARMERS				1								1		1				1		AAMI		AUST PENSIONERS		RACV				RACV		AAMI

		28		1		50		40		10				100				50		50						100				33		67						100																														50		50				100																		100						100										100		100				50						50		100										100		100				100								100				60		40						100				100								100						100						100				100								100										100		100												1														3		IMA

		29		1		100								100																100								100																80		20						100																												50		50						100				80		20						100																100								100				100								100				80		20						100																												100								100				80		20						100												1								1		1				2,4		AAMI								VACC		GIO		RACV

		30		1		40		50		7		3		100																																																						20		80				100																																																																														90		10				100																																																				CGU								1		1										invoice not received		2		royal		racv						AAMI												AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		31		2				80		20				100						100						100						80		20				100		1																																				1																												80																								80						80						80		20				100														1																								1												1												1		RACV/NRMA		AAMI		ZURICH				1		1				1				1		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT		3		AAMI		CGU		WESFARMERS		GIO		VACC												It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		32		1		90				10				100				10		50		40				100				50		50						100						50				50		100																30		65		5				100				100								100																																								33		67						100																20		70		5		5		100																												100								100				100								100				CGU								1		1								1		File returned to assessors faxed copies not received incorrect claim number given by assessors		4		VACC		RACV						RACV/IMA		CGU

		33		2												1												1		100								100		1												1																		100				100		1																																				1																								1		100								100		1												1																100						100		1												1				100						100		1																						Generally no explanations most process cheque quickly if paper work is complete		1,2		GIO		QBE																		We factor most of our invoices as we require payment in 2-7 days

		34		2		50						50		100						75				25		100				80		20						100																																																																				100				100																						100		100				100								100				75		25						100																				100				100																100								100				AAMI		RACV				1										1						2		RACV		GIO

		35		1		100								100		1		100								100																																										100						100																																																																		100						100						100						100		1																100						100						100						100																RACV		AAMI						1		1												4		AAMI		RACV		ALLIANZ				AAMI

		36		2				100						100								10		90		100						100						100										100		100																				100				100																		90		10				100						20		80				100																		20		80				100						50		50				100				20		80						100				10		80		10				100								5		95		100																						100		100				IMA		ALLIANZ		AAMI				1		1						1		1		Amounts vary - need/waiting on assessor		4		IMA		AAMI						AAMI												Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		37		1						100				100						100						100								100				100																														30		70				100																																																																100								100				50		30		20				100																														100						100						100						100				RACV		AAMI		CGU				1												Blame assessors for incomplete work		3		cgu		racv

		38		1		60		20		20				100		1												1																								1																								1												1												1												1												1												1												1		80		20						100														1												1												1												1		ALLIANZ		CGU						1										1		Invoice ot received pls fax or send again		2		RACV								RACV		GIO		CGU		CGU/VACC

		39		2												1												1												1																																				1																																				1																80		20				100		1		20		80						100		1		20		80						100		1																								1		10		80		10				100		1								100		100		1		CGU/VACC		GIO				1																3										VACC

		40		1				100						100						100						100						95				5		100																														80				20		100						100						100

		41		2				80		20				100		1												1				80		20				100		1																												70		30				100		1												1														80		20						100		1																70		20		10		100		1				80		20				100		1		70		30						100																80		20						100																																				1		1				1		1		1		Excess not paid by 3rd party		4										VACC		RACV		GIO		HBA						small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		42				20		20		20		40		100				20		20		20		40		100								50		50		100																														25		25		50		100																																																						25		25		50		100						25		25		50		100								25		75		100																																																				RACV		GIO																1				2		aami		cgu		allianz				lumleys		vacc

		43		2		15		85						100		1						80		20		100		1												1																																				1																																																		100								100		1												1												1																								1												1												1		racv								1		1		1								computers are not working today "we just don’t have that account you are refering to" - how convenient		1,2		aami		cgu						aami		vacc		sun alliance& Royal

		44		2		95		5						100						5		45		50		100				30		50		20				100						100						100																		50		20		30		100																																																																100								100				98		2						100																		70		20		10		100				100								100										100		100				qbe								1								1						2		racv																				Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		45		1				100						100						100						100						95				5		100																														80				20		100																		100						100																														80		20				100				20		80						100				20		80						100																												10		80		10				100										100		100												1						1				1		I'll get so & so to ring u back		2,3,4										racv

		46		1				100						100						60		40				100						100						100																														100						100																																																				70		30						100				60		40						100						30		70				100																																										60		40				100				nrma/racv		gio		zurich				1										1				3		zurich		gio		aami				vacc

		47		1						100				100																				100				100																																100				100																				100				100																																90		10		100																				100				100																																												100				100				gio								1								1				invoice not on file		2		racv		aami		cgu				racv

		48		1		50		50						100						25		75				100								100				100								100				100																				50		50		100																				100				100																																100				100								100				100				50		50						100																		50		50				100						50		50				100								100				100				vacc		lumleys		zurich																invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.		5										aami		racv

		49		1				100						100						100						100						100						100				100								100																		50		50				100																100								100																												100								100				100								100				100								100																100								100																												cgu		aami		gio						1				1						assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help		3m,4										racv		vacc

		50		1		80		20						100				5		25		70				100				80		20						100				60		40						100				40		60						100						20		80				100				10		10		80				100				10		10		80				100																														80		20				100				50		50						100				50		50						100																																																				cgu								1		1								1				4		qbe		racv		aami		allianz		gio

		51		2				70		20		10		100																				100				100																																10		90		100																																																																		90		10				100						10		50		40		100																																																				cgu		racv						1		1										waiting for invoice		2		aami								aami		racv										hour labour and paint far too low

		52		2		50		20		20		10		100								50		50		100				50		25		25				100																												70		20		10				100																												70		15		15				100																40		40		20				100				70		10		10		10		100				60		20		10		10		100																																																				allianz		lumleys		elders				1		1								1				2		ima		aami		gio				racv		gio		cgu		aami		vacc

		53		1				100						100						100						100																																										100						100																																100				100																		100						100						100						100				100								100																														100						100						100						100				allianz		elders																		have not received invoice - then I have to pull mine out and fax through paperwork		2		racv		cgu						cgu		racv

		54		1				80		20				100						100						100						50		30		20		100																																100				100																																																																												100								100																																								100								100				gio								1		1				1				1		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice		31		gio		aami

		55		1						100				100		1						50		50		100		1						100				100		1																																				1																														50		50		100		1																		100				100		1						100				100		1						100				100		1						100				100		1																		100				100		1						100				100		1		aami		racv		allianz				1		1						1		1				2										allianz												if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		56		1				90				10		100						50		30		20		100						50		50				100																														25		25		50		100																														100						100																														100						100						50		50				100																																												100				100				allianz		aami		cgu				1										1		computers are down		4		racv		qbe						vacc

		57		1				80		20				100						60		20		20		100						100						100																														80		20				100																		80		20				100						100						100																		100						100																100								100																		100						100																		100						100				gio		cgu						1										1				4		racv		hba						racv		vacc		cgu		hba		allainz

		58		1		80						20		100																														100						100																		100						100																																																						100						100						100						100				100								100																																																										1																3		racv		lumley						lumley

		59		1		60		25		15				100						70		30				100																																										10		70		20		100																																																																												75		25						100																																																				cgu								1		1				1		1		1		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)		2		racv								racv		aami										CGU - from bad to worse

		60		1																																																																																																																																																																																																																																																										We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		61				75						25		100				60				20		20		100						100						100																														75		15		10		100				100								100																																								25		50		15		10		100																		98		1		1		100																																														100		100				Zurich		aami		lumley				1										1				4		racv		lumley						vacc		racv

		62		1		80		20						100						50		50				100				20		80						100						100						100																		100						100																		100						100						100						100																				100				100																		100						100																																										100						100												1										1				4

		63				100								100						100						100				100								100																																100				100																												100								100																		100						100				100								100				100								100																		100						100																												cgu		racv		aami				1								1						2		racv		aami		qbe		gio

		64		2		60		40						100						40		60				100		1												1																																				1																												40		60				100																		40		60				100				40		60						100														1																										100								100																racv		gio						1										1				3		aami		gio

		65		2		90		10						100								100				100										100		100																														50		50				100																														100						100																		100						100				100								100								25		75		100																				25		75		100								25		75		100						100						100												1		1								1		assessor has not sent in file		2		aami

		66		1				70		20		10		100						50		30		20		100				50		40		10				100						100						100																				80		20		100																		100						100																																100				100				90		10						100						80		20				100																												100								100				100								100				allianz		aami		cgu										1				1				4		gio		racv						gio		allianz

		67		1		85		15						100						90		10				100						40		50		10		100																50		50						100						80		20				100																		80		20				100																														80		20				100						90		10				100				70		30						100																																																																																				aami		vacc

		68						100						100						100						100						100						100						100						100																		100						100						100						100						100						100						100						100																		100						100						100						100						95		5				100						100						100																		100						100																																																cgu		allianz0		lumley

		69		2		100								100				30		30		10		30		100										100		100										100		100				50		25		25				100				50		25		25				100																																																																100								100				100								100																																								100								100				ansvar		gio																1		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever		3		racv

		70																																																																																																																																																																																																																																																aami		gio										the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		71		1		80		20						100		1		10		90						100		1		40		60						100		1																										30		70						100		1																																																														10		90						100		1		20		40		40				100		1																																																		racv/nrma		allianz								1												2		racv/nrma

		72		1				40		40		20		100						50		40		10		100						50		45		5		100																														50		45		5		100																																100				100																		65		30		5		100								95		5		100						65		30		5		100																																										50		50				100				aami/aust alliance/sun. royal/aust pensioners		cgu						1		1				1		1		1		File closed still with assessor file handled interstate changed offices		4		aami		allianz		lumley				aami		racv		gio		allianz		lumley

		73		1				80		20				100						80		20				100						70		30				100						45		45		10		100																		45		35		20		100																														100						100				10		90						100						40		50		10		100						80		20				100				10		70		10		10		100																		80				20		100																		50		50				100				lumley		cgu		ansvar														1		Never received file		2		racv		lumley - only slightly		others - slightly				racv		vacc		lumley								Ringing each month for payment of invoice cost money & time

		74		2		80		20						100						40		60				100		1				50		50				100		1																														60		40		100		1																		60		40		100						40		60				100																		100						100				40		60						100										100		100		1																100						100						100						100																yes								1		1								1				4										gio		aami

		75		2												1												1												1																																				1												1																90		10				100																										1												1												1																								1																										lumley		racv				1																3		elders		aami		qbe																1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		76		1				100						100								50		50		100								100				100																																50		50		100																																																																												50		50						100																																																				allianz		cgu						1										1				4		racv		aami						vacc

		77		1				100						100						100						100						100						100						100						100																20		80						100																																																																		100						100						100						100																																																				all same												1		1				1				3		aami		qbe		cgu

		78				100								100																		10		90				100																														100						100																														100						100																		10		50		40		100						100						100																																												100				100								100				100																				1		1		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.		4

		79		1												1												1												1												1																								1												1												1												1																								1												1												1												1																								1												1								1				1																						vacc												Sorry, we are ok no real halp as we factor all our insurance work.

		80		1																																																																100						100																																																						95				5		100																																																																																				1														4

		81		2				100						100																																																						100						100																																																				100								100																						100		100																																																				racv can take 90 days		vacc		aami				1		1								1		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.		3		cgu		aami						racv		vacc

		82		1		85		15						100						80		20				100						70		20		10		100																														20		50		30		100																		40		50		10		100																																100				100						40		60				100						10		70		20		100								100				100																														100						100				racv		cgu		lumleys						1		1						1		Not my file, I will pass you on.		3		aami		racv		allianz				aami

		83		2		90		10						100						90		10				100						90		10				100																														90		10				100								100				100																				100				100																				100				100								90		10		100								90		10		100																				90		10		100								90		10		100						80		20				100				We don't attach supps to original invoice						1																3,4		aami		cgu						bmw		cgu

		84		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																								1																						It's too competitive, insurance companies always stuff us up.

		85		1				50		50				100																																100				100						100						100						100						100																																																						100						100																30		50		20				100																		100						100																												aami		sun royal						1										1				2		racv								racv

		86		1		92		6				2		100				100								100				100								100																														100						100				100								100																																																																100								100																																								100								100																1						1				2		aami		racv/nrma		gio		zurich		aami

		87		1		100								100						100						100						100						100																100								100				10		90						100																		100						100																														100						100				100								100						100						100				100								100																												100								100				ima - racv								1																aami		ima - racv		allianz

		88		2																																																																																																																																																																																																														cgu		gio						1						1						The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.		2																						Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		89		1		90		10						100																		100						100																100								100								100				100																																																				100								100				50		50						100				25		50		25				100																																																												1										1		Sent to wrong state office.		4		qbe/merc mutual		gio

		90		1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		racv		cgu						1								1		1				1		aami								aami		cgu

		91		2		100								100																																																						80		20				100																												100								100																																								100								100																																																				cgu								1										1				4		racv								vacc

		92		2		100								100				95.0						5		100				100								100																												80		20						100																																																																100								100						100						100																																																				allianz																1				Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!		3		cgu								cgu												Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		93		2				80		15		5		100						35		60		5		100						50		50				100																														35		50		15		100						100						100						50		50				100						50		50				100																		50		30		20		100						60		40				100				20		60		20				100																		50		50				100																		50		50								zurich		allianz						1								1						4		racv		aami						racv		aami		fai		gio		qbe		zurich

		94		2																								50		50		50						100																																100				100																								0						100						100																																								100								100																100								100																												cgu								1														3										racv		hba		gio		zurick		qbe mercantile mutual				We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		95		1		90		10						100				40		50		10				100				10		30		40		20		100								30		70		100																		20		40		40		100				70		30						100						10		40		50		100																												60		40						100				80		20						100				60		40						100																												40		40		20				100				5				35		60		100				cgu & zurich		gio		allianz				1												File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.		2		allianz																				CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		96						100						100																		100						100																		100						100						100						100						100						100																10		90						100																		100						100				100								100																																																												0				aim		lumley		sun alliance																Haven't had to follow up		2		nrma/racv		aami						vacc

		97		1		15		80		5				100						10		80		10		100						20		80				100						20		80				100																		20		80				100																														80		20				100																														90		10				100						15		80		5		100																		70		30				100						70		30				100						70		30				100				royal sun alliance		racv								1										95% of the time the claims officer will say that they do not have the invoice on the file.		4		allianz		aami						aami		racv		alliaz		motorcare						Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		98		1														100								100																																																																																																																												100								100																																								100								100																								and investigate		1

		99		1		75		5		10		10		100		1				90		10				100						90		10				100						100						100																		90		10				100						100						100						100						100																		100						100						90		10				100						100						100						90		10				100																		100						100								100				100						100						100				very rarely are supps attached to original - payment 30-40 days								1												Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.		4,5		aami - some of the time								aami, sun royal, alliance, aust pens		allianz										Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		100		1		90		8		2				100																																																						98		2				100																																																																														80		20				100																																																				racv		all states auto						1												Not received tax invoices (which would ave posted and faxed to the insurance co)		2		racv		cgu						aami

		101				40		60						100				100								100				40		60						100				40		60						100				100								100				60		40						100																												100								100																30		30		40				100				60		40						100				100								100																		40		60				100				60		40						100				40		60						100				lumley								1										1				4		racv		aami						cgu		lumleys

		102		2												1												1												1												1																								1												1												1												1												1												1												1												1																								1												1												1										1		1						1		1				3										vacc		aami										The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		103		2		100								100		1				100						100		1				100						100		1				100						100		1																100						100		1				100						100		1												1				100						100		1												1				100						100		1		100								100		1		75		25						100		1												1		100								100		1				100						100		1				100						100		1		racv		gio										1						1				2		racv		allianz						aami		vacc										Direct credit payments are best

		104		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		aami						1																2										gio		cgu

		105		1		50		50						100						50		50				100						100						100																														100						100																																																						100						100						100						100						25		50		25		100																																																				racv								1												Did not receive invoice so they say		4

		106		1				100						100		1				50				50		100		1												1																														20		80		100		1																																																																100						100		1				100						100		1																																																		vacc		allianz																1				4		ima								vacc

		107		2		70		30						100						50		40		10		100								100				100																														50		50				100																																100				100																												70		30						100										100		100																		100						100				70		30						100																racv								1						1		1		1				2																						MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		108		1		80		20						100						10		90				100						50		50				100						50		50				100				50		50						100				60		40						100				60		40						100						60		40				100						60		40				100						60		40				100						60		40				100								60		40		100				95		5						100						60		40				100						60		40				100						80		20				100						80		20				100				cgu		aami		qbe		1																1,2		racv		cgu																		Direct debits would be a solution

		109		1								100		100		1								100		100		1								100		100		1																																100		100		1																																																								100		100		1								100		100		1								100		100		1																																																		lumley - by far								1										1		Invoice not received		2										racv

		110		1		95		5						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1										1												Invoice in relevant file but payment overlooked		2		aami								aami		vacc

		111		2		100								100						75		25				100				50		50						100						100						100																50		50						100																												90		10						100																		100						100																				100				100																100								100																		80		20				100				aami		racv						1		1												2,3		gio		elders		cgu		wesfarmers		vacc

		112						70		30				100						100						100				40		60						100																														100						100																																																				80		20						100																				30				30																																																				racv/nrma								1		1								1				4		aami								gio		lumley

		113																																														100		100																																																																																																				100								100																																																										1																3		racv																				Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		114		1		70		20		10				100				20		80						100				5		95						100																												5		95						100																										10		60		20		20				100																																								25		40		35				100																																																				gio		cgu						1														2		aami		australian international ins.		racv

		115				80		20						100										100		100								100				100				100								100				100								100								80		20		100																						100		100																100								100				100								100						100						100						80				20		100																														100						100						100						100				cgu/fortis								1						1		1		1				5										ima		gio		cgu

		116		1		15		80		5				100				50		30		20				100				50		50						100																																		100		100								100				100																																																								100				100				100								100																																																				gio		aami						1		1				1						Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)		2		gio		racv		aami				aami		gio		vacc

		117		1				100						100						100						100										100		100																																		100		100																																																																				100				100								80		20		100																																																				cgu/vacc		gio		ima				1						1		1		1				4		aami								aami		cgu/vacc		ima

		118		1												1												1												1												1												1												1												1												1												1												1												1												1										0		1												1												1												1												1																								2

		119		1																																																																																																																																																																																																																										1						1				2		cgu								vacc												cgu has been the most improved. Every other company is now fairly swift in payment.

		120		2		80		20						100						90		10				100						70		30				100						100						100																		90		10				100						100						100						100						100						100						100																		90		10				100						80		20				100				10		80		10				100																																										100						100				gio		racv		allianz				1						1				1		Have not received account		2		aami		aust pensioners		racv		allianz														aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		121		1		80		15		5				100										100		100																																												100				100																																																						80		20				100						100						100						100						100																														100						100																lumley														1		1		1		Never received invoice		1		racv								aami		lumley										They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		122														1																																																																																																																																																1																																																		racv/nrma		qbe				1		1										1		have lost file and assessor can't remember assessing		2

		123		2		90				10				100				30		70						100				20		40				40		100																												15		50		15		20		100																														75		25				100																						100		100				40				60				100				48		52						100																						100		100																				100				100												1						1		1		1				5		cgu								gio												Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		124		2																																																																																																																																																																																																														allianz		cgu																		rarely need to follow up now. All payment time are good.		4		all of them								racv		cgu		aami

		125		2		50		50						100				30		60		10				100				30		65		5				100																												10		50		40				100																																																																30		60		10				100				10		80		10				100																																								30		60		10				100				cgu																		1		We still haven't received your invoice		3		aami		gio						cgu		aami		racv

		126		1		95		5						100				50		50						100				40		40		20				100																														75		25				100																100								100				50		50						100																		100						100																100								100																																100				100																racv/nrma										1										Awaiting assessors report (for supps usually)		2		racv		cgu

		127		1		90		10						100						100						100																																										100						100																																																						90		10				100																		100						100																														100						100																								1		1						1						4		aami								aami												We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		128														1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1								1																1																						I factor all my invoices so I do not know which is slow or otherwise.

		129		1		90		10						100				100								100				80		20						100				100								100				100								100				60		40						100																80		20						100																																								80		20						100				70		30						100																80		20						100				100								100																All if you deal directly with the assessor																				I call after 7 day to see if received and it gets the ball on the way		3		racv

		130		1				100						100																		100						100																														100						100																																																						100						100						100						100				100								100																																																										1																4										lumley												I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		131				100								100						100						100						100						100																		100						100								30		70		100																				100				100								100				100				100								100				100								100						100						100								70		30		100																				100				100								100				100						100						100				cgu/fortis								1								1		1				5										cgu		allianz		wesfarmers		lumley		qbe

		132		1				100						100										100		100						100						100						100						100				100								100								100				100						100						100								100				100						100						100						100						100								100				100						100						100								100				100								100				100																		100						100						100						100												1		1		1										5										vacc

		133		1																																																																																																																																																																																																																																				4																						Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		134		1		100								100										100		100						100						100						100						100				100								100						100						100																						100		100										100		100																		100						100						100						100				100								100										100		100																100								100						100						100				aami		racv		gio				1												Processing of chq. Over looked		2		aami		racv						racv		aami

		135		1		80		20						100						80		20				100		1		95		5						100								80		20		100								90		10		100						10		80		10		100																		10		80		10		100						80		20				100						80		20				100								80		20		100						80		20				100						80		20				100																				90		10		100						80		20				100				70		20		10				100				cgu								1						1								4		aami		gio

		136		2		100								100										100		100										100		100																		100						100								50		50		100																																100				100																				100				100						100						100						100						100																						100		100																												racv		gio		nrma				1				1						1				1		aami																				We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		137				100								100														1												1																										100								100														1																																																1												1		25		50		25				100														1												1												1												1								1																4		racv		aami						aami

		138		1						100				100																																																								100				100																																																						100						100																80		20						100																																										100						100				zurich								1						1		1		1				4		lumley								ima

		139		1		100								100																																																																100								100																																																																		100						100																																										100						100																								Invoice is different to accepted quote - Invoice needs to be separated into two		4																						No longer to retail repairs

		140		1				40				60		100		1				100						100		1												1																												50		50				100		1																																																						40		60		100		1				100						100		1		35		30		35				100		1				60		40				100		1																60		40				100		1														allianz		lumleys						1								1		1		File lost send another invoice		3		qbe		cgu						vacc												60 days & over should be a charge of 20% on invoices

		141		1						100				100				100								100				100								100										100		100																100								100																																		100		100																		100						100						100						100						100						100																						100		100																100								100				racv		ansvar		aami				1		1		1						1		I will call you back. Never happens.		1		gio		allianz		zurich		cgu/vacc														With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i

		142		1						80		20		100		1						80		20		100		1								100		100		1																												100						100		1																																																				100						100		1																70		30				100		1																																												100		100		1								1				1												2										vacc

		143		2		100								100																																																																																																																														100						100						100						100																		100						100																												racv		cgu						1								1		1				2,3		cgu		racv

		144						100						100								100				100						50		50				100																																100				100																														100						100																		100						100						25		75				100						100						100																		100						100								100				100																cgu								1		1						1						4		aami

		145		2		100								100																				100				100																		100						100								50		50		100																		100						100																														100						100																		100						100																																																				cgu								1		1												2		aami

		146		2												1												1												1																																				1																																				1																								1												1												1																								1												1														all accounts are factored						1																1

		147		1		100								100		1				100						100																																										100						100																																																																		100						100						100						100		1																																																		racv								1										1				4		aami		racv		allianz				aami		vacc										Payments have been a lot better since the GST came into affect

		148		1				100						100						20		40		40		100						80		20				100						100						100																		20		40		40		100																																																				60		40						100						50		50				100						50		40		10		100																														50		30		20		100						80		20				100				allianz		cgu						1										1		Parts being checked not my file		5		zurich		ima/racv		aami		gio		racv		gio

		149		2		95		5						100						50		50				100				95		5						100								90		10		100						100						100				55		45						100																														100						100																				100				100						75		25				100				75		25						100																		50		50				100						75		25				100						80		20				100				ansvar		allianz		racv						1								1				4		racv		gio						cgu

		150						80		20				100																										1																																				1																																																																										90		10						100																				100				100														1												1		cgu								1		1								1				2										nrma		aami		zurich

		151		2				20		80				100																		100						100																														100						100																																																								100				100																		100						100																																																				racv								1										1		File already closed. So they obviously had overlooked the supplementary		2		aami		racv						racv/nrma		aami		vacc								aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		152		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																						You must have sent it to the wrong department. Your invoice must have been lost can you send it again.		4		Due to the across the board late payments by generally all …….. We now don't take chances on waiting for our money, and have been forced to factor everything or most accounts which costs us everytime.																				We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		153				100								100																												100								100																		100						100																		100						100																																								100								100						100						100																																																												1														2		aami		cgu		racv

		154		2		100								100				53		47						100				54		46						100						45		55				100																														100						100						100						100				60		40						100						100						100						100						100				100								100						90		10				100																48		52						100						100						100				50		50						100				cgu/vacc																1		1				3		cgu/vacc								gio		aami		fai/allianz		vacc		cgu

		155		2		90		10						100						50		50				100						100						100																														50				50		100				100								100																100								100																		100						100				100								100										100		100																		100						100						100						100

		156		1				50		40		10		100						80		20				100								25		75		100																														70		20		10		100																																																						100						100						100						100				90		10						100																100								100																				90		10		100				zurich								1										1				2

		157		2				100						100								100				100						100						100																														90		10				100																																																																100								100						30		50		20		100																100								100																		100						100				racv								1		1										many say invoice never received instead of saying file not on hand		3		aami								vacc		racv										Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		158		1		70						30		100								100				100						100						100										100		100				100								100						30		50		20		100																		100						100																																		100		100						100						100						100						100																																												100				100																						1				4		aami		cgu

		159		2		100								100		1				100						100																		20		80				100																		20		80				100				10		90						100						30		70				100						90		10				100																														30		70				100						80		20				100																		20		80				100						15		70		15		100																racv																				lost invoice please re fax		4		racv								vacc		cgu

		160		1				30		40		30		100						50		50				100																																										45		55				100																																																						80		20				100						80		20				100						90		10				100																														60		40				100				30		50		20				100				cgu		aami		racv														1		generally file lost or misplaced after 5 phone calls		3		zurich																				sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		161		1				100						100								100				100						100						100						100						100										100		100										100		100								100				100								100				100						100						100								100				100										100		100						100						100						100						100								100				100						100						100				100								100								100				100				vacc/cgu		allianz		racv				1		1				1						not worth commenting		4		aami		racv		gio																It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		162		1		100								100																		20		80				100																														20		80				100																20		80						100																																																								100				100				80		20						100				80		20						100																		80		20				100				nrma/racv								1														2		aami								aami		hba

		163		1																																																																																																																																																																																																														lumleys								1						1				1		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.		2		aami		gio						racv		cgu/vacc		motorcare

		164						100						100										100		100								100				100						100						100																				100				100																																																										100		100										100		100										100		100																		100						100																		100						100				qbe		lumleys						1										1				4		aami		zurich																		sick em!

		metro		91										135		34										108		33										109		34										44		15										29		10										126		33										26		17										42		13										57		20										14		14										95		27										101		28										132		32										16		17										53		20										59		23										79		24								17		104		43		10		29		37		75		70		11

		rural		51																																																																																																																																																																																																																																				50

																																																																																																																																																																																																																																								29

		sum		142																																																																																																																																																																																																																																				45

																																																																																																																																																																																																																																								6

		metro %		64.1%																																																																																																																																																																																																																																				0

		rural %		35.9%

		sum				6286		5064		1429		721						1508		5132		2450		1710						2157		5258		2525		960						560		2190		790		860						1230		1395		165		110						1144		5806		3941		1709						770		1350		480		0						543		2287		1060		310						1530		2740		1160		350						400		790		160		50						1238		4942		2365		1035						3170		4965		1590		375						4091		6000		2076		1063						440		530		530		100						1188		2572		990		550						1480		2960		1320		140						1695		3870		1635		800

		empty				84		72		118		138						137		89		110		129						127		85		118		145						157		136		152		152						149		146		161		162						141		73		88		125						153		148		159		164						155		133		147		158						145		126		144		160						158		155		161		163						146		101		123		143						123		97		132		155						100		68		109		136						158		156		156		163						151		131		146		153						146		125		138		159						143		116		134		153

		data entered				81		93		47		27						28		76		55		36						38		80		47		20						8		29		13		13						16		19		4		3						24		92		77		40						12		17		6		1						10		32		18		7						20		39		21		5						7		10		4		2						19		64		42		22						42		68		33		10						65		97		56		29						7		9		9		2						14		34		19		12						19		40		27		6						22		49		31		12

		average				77.6		54.5		30.4		26.7						53.9		67.5		44.5		47.5						56.8		65.7		53.7		48.0						70.0		75.5		60.8		66.2						76.9		73.4		41.3		36.7						47.7		63.1		51.2		42.7						64.2		79.4		80.0		0.0						54.3		71.5		58.9		44.3						76.5		70.3		55.2		70.0						57.1		79.0		40.0		25.0						65.2		77.2		56.3		47.0						75.5		73.0		48.2		37.5						62.9		61.9		37.1		36.7						62.9		58.9		58.9		50.0						84.9		75.6		52.1		45.8						77.9		74.0		48.9		23.3						77.0		79.0		52.7		66.7

		percentage														20.6%												20.0%												20.6%												9.1%												6.1%												20.0%												10.3%												7.9%												12.1%												8.5%												16.4%												17.0%												19.4%												10.3%												12.1%												13.9%												14.5%

		total				189.1645101977												213.4289131921												224.2115621501												272.4403183024												228.2127192982												204.6821805007												223.5784313725												228.9433531746												271.9945054945												201.1428571429												245.7316230918												234.1727145404												198.5207326268												230.6349206349												258.4427981719												224.1169590643												275.4336485327

		sum of sums				13500												10800												10900												4400												2900												12600												2600												4200												5780												1400												9580												10100												13230												1600												5300												5900												8000

		/100				135												108												109												44												29												126												26												42												57.8												14												95.8												101												132.3												16												53												59												80

		percentage				46.6		37.5		10.6		5.3						14.0		47.5		22.7		15.8						19.8		48.2		23.2		8.8						12.7		49.8		18.0		19.5						42.4		48.1		5.7		3.8						9.1		46.1		31.3		13.6						29.6		51.9		18.5		0.0						12.9		54.5		25.2		7.4						26.5		47.4		20.1		6.1						28.6		56.4		11.4		3.6						12.9		51.6		24.7		10.8						31.4		49.2		15.7		3.7						30.9		45.4		15.7		8.0						27.5		33.1		33.1		6.3						22.4		48.5		18.7		10.4						25.1		50.2		22.4		2.4						21.2		48.4		20.4		10.0

		check				100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0





Business Location

		

		Metro		64.1%

		Rural		35.9%





Business Location

		



Location of Business



response Rate

		Response Rate

				25.5%





Factoring1

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24

		20.7%		20.1%		20.7%		9.1%		6.1%		20.1%		10.4%		7.9%		12.2%		8.5%		16.5%		17.1%		19.5%		10.4%		12.2%		14.0%		14.6%

		AAMI		34		20.7%

		GIO		34		20.7%

		Allianz		33		20.1%

		CGU		33		20.1%

		RACV		32		19.5%

		QBE		28		17.1%

		Lumley		27		16.5%

		Zurich		24		14.6%

		Western		23		14.0%

		Elders		20		12.2%

		Wesfarmers		20		12.2%

		Swann		17		10.4%

		Ready		17		10.4%

		Ansvar		15		9.1%

		Guild		14		8.5%

		Factor		13		7.9%

		Catholic		10		6.1%





Factoring1

		



Percentage of respondents that used factoring with this insurer



Factoring

		Factoring used

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich		Total

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24		394

		8.6%		8.4%		8.6%		3.8%		2.5%		8.4%		4.3%		3.3%		5.1%		3.6%		6.9%		7.1%		8.1%		4.3%		5.1%		5.8%		6.1%

		AAMI		8.6%

		GIO		8.6%

		CGU		8.4%

		Allianz		8.4%

		RACV		8.1%

		QBE		7.1%

		Lumley		6.9%

		Zurich		6.1%

		Western		5.8%

		Wesfarmers		5.1%

		Elders		5.1%

		Swann		4.3%

		Ready		4.3%

		Ansvar		3.8%

		Guild		3.6%

		Factor		3.3%

		Catholic		2.5%

		Total		100.0%





Factoring

		



Factoring of Invoices by Insurers as a percentage of total factoring



Payment distribution

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)

		46.6		37.5		10.6		5.3		14.0		47.5		22.7		15.8		19.8		48.2		23.2		8.8		12.7		49.8		18.0		19.5		42.4		48.1		5.7		3.8		9.1		46.1		31.3		13.6		29.6		51.9		18.5		0.0		12.9		54.5		25.2		7.4		26.5		47.4		20.1		6.1		28.6		56.4		11.4		3.6		12.9		51.6		24.7		10.8		31.4		49.2		15.7		3.7		30.9		45.4		15.7		8.0		27.5		33.1		33.1		6.3		22.4		48.5		18.7		10.4		25.1		50.2		22.4		2.4		21.2		48.4		20.4		10.0





Payment distribution

		AAMI (0-21)

		AAMI (22-40)

		AAMI (41-60)

		AAMI (60 plus)



In days

Percentage

Payment distribution for AAMI

44.0588235294

36.3235294118

11.1470588235

8.4705882353



0-21

		



In days

Percentage

Payment distribution for AAMI



22-40

		



In days

Percentage

Payment distribution for Allianz



41-60

		



In days

Percentage

Payment distribution for GIO



60 plus

		



In days

Percentage

Payment distribution for Ansvar



supps

		



In days

Percentage

Payment distribution for Catholic



Reasons

		



In days

Percentage

Payment distribution for CGU



Other reasons

		



In days

Percentage

Payment distribution for Swann



Realistic timeframe

		



In days

Percentage

Payment distribution for HBA



Improved

		



In days

Percentage

Payment distribution for Elders



Badges

		



In days

Percentage

Payment distribution for Guild



Comments

		



In days

Percentage

Payment distribution for Lumleys



		



In days

Percentage

Payment distribution for QBE



		



In days

Percentage

Payment distribution for RACV



		



In days

Percentage

Payment distribution for Ready Plan



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		Allianz (0-21)		GIO (0-21)		Ansvar (0-21)		Catholic (0-21)		CGU (0-21)		Swann (0-21)		HBA (0-21)		Elders (0-21)		Guild (0-21)		Lumley (0-21)		QBE (0-21)		RACV (0-21)		Ready (0-21)		Wesfarm (0-21)		Western (0-21)		Zurich (0-21)

		46.6		14.0		19.8		12.7		42.4		9.1		29.6		12.9		26.5		28.6		12.9		31.4		30.9		27.5		22.4		25.1		21.2

		AAMI		46.6

		Catholic		42.4

		QBE		31.4

		RACV		30.9

		Swann		29.6

		Guild		28.6

		Ready		27.5

		Elders		26.5

		Western		25.1

		Wesfarm		22.4

		Zurich		21.2

		GIO		19.8

		Allianz		14.0

		HBA		12.9

		Lumley		12.9

		Ansvar		12.7

		CGU		9.1





		



percentage

Payment distribution by insurers (0-21 days)



		AAMI (22-40)		Allianz (22-40)		GIO(22-40)		Ansvar (22-40)		Catholic (22-40)		CGU (22-40)		Swann (22-40)		HBA (22-40)		Elders (22-40)		Guild (22-40)		Lumley (22-40)		QBE (22-40)		RACV (22-40)		Ready (22-40)		Wesfarm (22-40)		Western (22-40)		Zurich (22-40)

		37.5		47.5		48.2		49.8		48.1		46.1		51.9		54.5		47.4		56.4		51.6		49.2		45.4		33.1		48.5		50.2		48.4

										Guild		56.4

										HBA		54.5

										Swann		51.9

										Lumley		51.6

										Western		50.2

										Ansvar		49.8

										QBE		49.2

										Wesfarm		48.5

										Zurich		48.4

										GIO		48.2

										Catholic		48.1

										Allianz		47.5

										Elders		47.4

										CGU		46.1

										RACV		45.4

										AAMI		37.5

										Ready		33.1





		



percentage

Payment distribution by insurers (22-40 days)



		AAMI (41-60)		Allianz (41-60)		GIO (41-60)		Ansvar (41-60)		Catholic (41-60)		CGU (41-60)		Swann (41-60)		HBA (41-60)		Elders (41-60)		Guild (41-60)		Lumley (41-60)		QBE (41-60)		RACV (41-60)		Ready (41-60)		Wesfarm  (41-60)		Western  (41-60)		Zurich  (41-60)

		10.6		22.7		23.2		18.0		5.7		31.3		18.5		25.2		20.1		11.4		24.7		15.7		15.7		33.1		18.7		22.4		20.4

				Ready		33.1

				CGU		31.3

				HBA		25.2

				Lumley		24.7

				GIO		23.2

				Allianz		22.7

				Western		22.4

				Zurich		20.4

				Elders		20.1

				Wesfarm		18.7

				Swann		18.5

				Ansvar		18.0

				QBE		15.7

				RACV		15.7

				Guild		11.4

				AAMI		10.6

				Catholic		5.7





		



percentage

Payment distribution by insurers (41-60 days)



		AAMI (60 plus)		Allianz (60 plus)		GIO (60 plus)		Ansvar (60 plus)		Catholic (60 plus)		CGU (60 plus)		Swann (60 plus)		HBA (60 plus)		Elders (60 plus)		Guild (60 plus)		Lumley (60 plus)		QBE (60 plus)		RACV (60 plus)		Ready (60 plus)		Wesfarm (60 plus)		Western (60 plus)		Zurich (60 plus)

		5.3		15.8		8.8		19.5		3.8		13.6		0.0		7.4		6.1		3.6		10.8		3.7		8.0		6.3		10.4		2.4		10.0

		Ansvar		19.5

		Allianz		15.8

		CGU		13.6

		Lumley		10.8

		Wesfarm		10.4

		Zurich		10.0

		GIO		8.8

		RACV		8.0

		HBA		7.4

		Ready		6.3

		Elders		6.1

		AAMI		5.3

		Catholic		3.8

		QBE		3.7

		Guild		3.6

		Western		2.4

		Swann		0.0





		



percentage

Payment distribution by insurers (60 plus)



		Supps 3a)		Frequency		Percent

		RACV		33		27.3%

		CGU		33		27.3%

		AAMI		12		9.9%

		Allianz		10		8.3%

		Lumleys		8		6.6%

		GIO		8		6.6%

		Zurich		6		5.0%

		NRMA		5		4.1%

		QBE		2		1.7%

		Ansvar		2		1.7%

		Aust. Alliance / Sun Royal / Aust. Pensioners		2		1.7%

		Subtotal		121		100.0%

		b)

		CGU/VACC		17

		AAMI		13

		GIO		11

		RACV		9						Total		a)+b)+c)

		ALLIANZ		7						CGU		54		24.3%

		LUMLEYS		6						RACV		51		23.0%

		sun royal		1						AAMI		29		13.1%

		qbe		1						GIO		22		9.9%

		elders		1						Allianz		21		9.5%

		ansvar		1						Lumleys		18		8.1%

		Subtotal		67						Zurich		9		4.1%

										NRMA		5		2.3%

		c)								QBE		4		1.8%

		CGU		6						Ansvar		3		1.4%

		RACV		5						Aust. Alliance / Sun Royal / Aust. Pensioners		3		1.4%

		lumleys		4						Elders		2		0.9%

		ALLIANZ		4						Wefarmers		1		0.5%

		AAMI		4								222		100.0%

		ZURICH		3

		GIO		3

		WESTFARMERS		1

		sun alliance		1

		qbe		1

		elders		1

		ansvar		1

		Subtotal		34

		Grandtotal		222





		



Slowest payers when supps are attached to the original invoice



		

		Don't follow up with insurers		File not at hand		Paperwork incomplete		Claim not registered		Staff shortages		Recent merger caused delays		File lost		Other		Total

		17		104		43		10		29		37		75		70

		17		104		43		10		29		37		75		70		164

		10.4%		63.4%		26.2%		6.1%		17.7%		22.6%		45.7%		42.7%		100.0%

		Claim not registered		6.1%

		Don't follow up with insurers		10.4%

		Staff shortages		17.7%

		Recent merger caused delays		22.6%

		Paperwork incomplete		26.2%

		Other		42.7%

		File lost		45.7%

		File not at hand		63.4%





		



Explanations given by insurers about delays in payments



		4Other (please type answer)

		95% of the time the claims officer will say that they do not have the invoice on the file.

		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice

		Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!

		Amounts vary - need/waiting on assessor

		and investigate

		assessor has not sent in file

		Assessor not submitting file after 30 days

		Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)

		assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help

		Awaiting assessors report (for supps usually)

		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.

		Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.

		Blame assessors for incomplete work

		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)

		claim officer on leave, file sent to wrong branch

		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT

		computers are down

		computers are not working today "we just don’t have that account you are refering to" - how convenient

		Did not receive invoice so they say

		Excess not paid by 3rd party

		File already closed. So they obviously had overlooked the supplementary

		File closed still with assessor file handled interstate changed offices

		File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.

		file is in parts pricing, perosn dealing with calim has left the company or on holidays

		File lost send another invoice

		File returned to assessors faxed copies not received incorrect claim number given by assessors

		file still on assesors desk

		FILED AWAY

		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever

		generally file lost or misplaced after 5 phone calls

		Generally no explanations most process cheque quickly if paper work is complete

		have lost file and assessor can't remember assessing

		Have not received account

		have not received invoice - then I have to pull mine out and fax through paperwork

		Haven't had to follow up

		Havent received account

		I call after 7 day to see if received and it gets the ball on the way

		I will call you back. Never happens.

		I'll get so & so to ring u back

		Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.

		Invoice in relevant file but payment overlooked

		Invoice is different to accepted quote - Invoice needs to be separated into two

		invoice not on file

		invoice not received

		invoice not received

		Invoice not received

		invoice not received although sometimes have faxed copies of same invoice 3 times

		Invoice ot received pls fax or send again

		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.

		invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.

		lost invoice please re fax

		many say invoice never received instead of saying file not on hand

		Never received file

		Never received invoice

		never received invoice, file has been overlooked

		none given

		Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.

		Not my file, I will pass you on.

		Not received tax invoices (which would ave posted and faxed to the insurance co)

		not worth commenting

		Parts being checked not my file

		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.

		Processing of chq. Over looked

		RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date

		rarely need to follow up now. All payment time are good.

		Sent to wrong state office.

		The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.

		waiting for invoice

		We still haven't received your invoice

		You must have sent it to the wrong department. Your invoice must have been lost can you send it again.





		

		Timeframe

		Up to 7 days		11		7.8%

		Up to 14 days		50		35.5%

		Up to 21 days		29		20.6%

		Up to 30 days		45		31.9%

		Up to 60 days		6		4.3%

		Up to 90 days		0		0.0%

		Total		141		100.0%





		



Realistic timeframe for receiving payment



		Improve 6a)				Improve 6b)				Improve 6c)				Improve 6d)

		AAMI		42		AAMI		14		ALLIANZ		7		allianz		2

		RACV		36		ALLIANZ		4		RACV/NRMA		6		cgu/vacc		1

		CGU		11		AUST PENSIONERS		2		AAMI		5		ELDEN		1

		GIO		7		CGU		14		GIO		5		GIO		4

		ALLIANZ		4		elders		1		cgu		3		PENSIONERS		2

		qbe		4		GIO		8		qbe		2		wesfarmers		1

		ZURICH		4		IMA		3		lumley		1		ZURICH		2

		elders		1		LUMLEY		4		WESFARMERS		1

		lumley		1		QBE		3		zurich		1

		royal		1		RACV		17

						SUN ROYAL		1

						zurich		1

				Total		227		1

				RACV		62		27.3%

				AAMI		61		26.9%

				CGU		29		12.8%

				GIO		24		10.6%

				Allianz		17		7.5%

				QBE		9		4.0%

				Zurich		8		3.5%

				Lumleys		6		2.6%

				Aust. Alliance / Sun Royal / Aust. Pensioners		6		2.6%

				Elders		3		1.3%

				Wesfarmers		2		0.9%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Insurers that have improved their timeframe of payment over the past three months



		Badges 7a)

		AAMI		41		26.8%

		RACV		37		24.2%

		CGU		26		17.0%

		GIO		22		14.4%

		Allianz		11		7.2%

		Lumleys		6		3.9%

		QBE		3		2.0%

		FAI		2		1.3%

		Motorcare		2		1.3%

		Sun Alliance		2		1.3%

		Wesfarmers		1		0.7%

		Total		153		100.0%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



BRD members that hold insurers' badges or signs



		1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		60 days & over should be a charge of 20% on invoices

		aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		CGU - from bad to worse

		CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		cgu has been the most improved. Every other company is now fairly swift in payment.

		Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		Direct credit payments are best

		Direct debits would be a solution

		Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		hour labour and paint far too low

		Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		I factor all my invoices so I do not know which is slow or otherwise.

		I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		It's too competitive, insurance companies always stuff us up.

		jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		No longer to retail repairs

		NO!

		Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		Payments have been a lot better since the GST came into affect

		Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		Ringing each month for payment of invoice cost money & time

		sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		sick em!

		small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		Sorry, we are ok no real halp as we factor all our insurance work.

		the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		We factor most of our invoices as we require payment in 2-7 days

		We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i
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raw data 

		Count												Check=100%		AAMI Factor (Enter '1' if box is ticked)										Check=100%		Allianz Factor										Check=100%		GIO Factor										Check=100%		Ansvar Factor										Check=100%		Catholic Factor										Check=100%		CGU Factor										Check 100%		Swann Factor										Check=100%		HBA Factor										Check=100%		Elders Factor										Check =100%		Guild Factor										Check=100%		Lumley Factor										Check=100%		QBE Factor										Check=1005		RACV Factor										Check+100%		Ready Factor										Check=100%		Wefarm Factor										Check=100%		Western Factor										Check =100%		Zurich Factor		Supps 3a)		Supps 3b)		Supps 3c)		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Improve 6a)		Improve 6b)		Improve 6c)		Improve 6d)		Badges 7a)		Badges 7b)		Badges 7c)		Badges 7d)		Badges 7e)		Badges 7f)		Comments

		1		1		99				1				100				20		70		10				100						80		20				100																		100						100				20		20		60				100																																																						100						100																		50		50				100																														100						100						100						100				RACV		GIO		CGU				1												never received invoice, file has been overlooked		2		AAMI		ALLIANZ						AAMI		ALLIANZ		VACC

		2		2		100								100																100								100																														100						100				100								100																100								100																		100						100				100								100				100								100																100								100				100								100						100						100										1				1												4		CGU		RACV						AAMI		CGU		GIO								jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		3		1				100						100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100				100								100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100						100						100												1						1		1				invoice not received		4		IMA		CGU						IMA/RACV		CGU

		4				80		10		9		1		100				90		10						100				100								100																												100								100																100								100				100								100																				100				100				100								100				90		10						100																100								100				100								100				100								100				AAMI/CGU								1												Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.		3,4		CGU								VACC		AAMI

		5						100						100						100						100																																										100						100								100				100						100						100																																																				60		40						100																														60		40				100																CGU								1		1				1		1		1		invoice not received although sometimes have faxed copies of same invoice 3 times		2		RACV								VACC

		6		2				90		10				100										100		100				90		10						100																		100						100						90		10				100																														100						100																				100				100						50		50				100				10				70		20		100																		100						100						80		20				100				100								100				RACV								1										1		file still on assesors desk		4		AAMI								RACV												Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		7		1		10		50		40				100		1				70				30		100		1				20				80		100		1												1												1		80		20						100		1												1												1												1												1												1												1				50		50				100		1												1												1												1		100								100		1								1		1										1				2		ZURICH		CGU		ALLIANZ		ROYALSON		CGU

		8		1												1												1												1				70		30				100																										1																																				1												1				100						100						100						100						90		10				100														1				90		10				100						90		10				100						90		10				100				CGU		AAMI						1												none given		1		QBE/MERCANTILE		LUMLEY		RACV/NRMA				RACV/NRMA		CGU		ALLIANZ		ZURICH

		9		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1						4

		10		1				80		20				100																				80		20		100																														80		20				100																																																																												50		50						100																														100						100																AAMI								1								1						2		RACV								RACV

		11		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1				file is in parts pricing, perosn dealing with calim has left the company or on holidays		4

		12		1		10		80		5		5		100						50		50				100				25		75						100						50		50				100						50		50				100								50		50		100																																																																		50		50				100				10		80		10				100																																										100						100				CGU		ALLAINZ		RACV				1		1				1		1						3		RACV		AAMI		GIO		ZURICH

		13		1		60				40				100				100								100				30		70						100				60		40						100				60		40						100				100								100				20		80						100				50		50						100				50		50						100				40		60						100				40		60						100				40		60						100				30		70						100				50		50						100																																																1						1								1		AAMI		SUN ROYAL		ALLIANZ		PENSIONERS		AAMI		RACV		NSA		ALLIANZ

		14		1		75						25		100																		100						100																																50		50		100																												100								100				100								100						100						100				60						40		100				100								100																												100								100						100						100				AAMI										1												2

		15		2		100								100														1												1																												50		50				100		1																																				1																								1				100						100		1				100						100		1																																								50		50				100		1		LUMELYS		CGU						1												claim officer on leave, file sent to wrong branch		3		RACV/IMA		CGU						CGU		AAMI		GIO		SUNROYAL						Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		16						40		40		20		100						40		40		20		100						40		40		20		100																														40		50		10		100																																																								80		20		100																		20		40		40		100																				80		20		100						20		60		20		100						20		60		20		100				RACV		PRESTIGE		CGU				1										1				3

		17		1				100						100		1		40		60						100		1		10		30		60				100		1																100						100		1				30		70				100																		100						100																																45		55		100				70		30						100				35		30		35				100				100								100																		30		70				100																LUMLEY		ALLIANZ						1										1				2		CGU/ALLIANZ								VACC												I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		18		1				100						100																																																																																																																																																																																																				AAMI								1										1				3		AAMI								AAMI												NO!

		19		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		GIO																				Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.		4																						WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		20		1												1												1												1												1																								1																																																1												1												1												1												1																								1												1										1				1										2		RACV								RACV

		21		2		75		10		10		5		100				5		75		15		5		100				20		75		5				100																100								100				10		10		75		5		100																												80		20						100																50		50						100				90		10						100				25		50		15		10		100																100								100				90		10						100				90		10						100				RACV/NRMA		AAMI		CGU				1		1						1				Havent received account		3		AAMI		RACV/NRMA		GIO		ELDEN

		22		2												1		100								100														1																																				1												1																100						100																										1												1												1																								1																								1																								2																						Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		23		1				50		50				100						100						100								100				100																																100				100																																																																		100						100						100						100																														100						100						100						100				RACV		AAMI		GIO				1						1		1				Assessor not submitting file after 30 days		2		HOTLINE		IMA		AAMI		GIO														When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		24		1		50		50						100								100				100				90		10						100																												29		43		14		14		100																33		67						100																												50		50						100																		58		42				100																														100						100				100								100				RACV/NRMA		CGU/VACC		ALLIANZ						1				1		1				RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date		3		GIO								GIO												We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		25		2		100								100						100						100						100						100																														100						100																												100								100																		100						100				100								100						95		3		2		100																		100						100						100						100						100						100				NRMA								1										1				3		CGU		RACV/NRMA						IMA/RACV		GIO

		26		1																																																																																																																																																																																																														RACV		CGU						1												FILED AWAY		4		ALLIANZ		CGU		RACV

		27		2				80		20				100								80		20		100						60		40				100																														20		80				100																																																						60		20		20		100						60		20		20		100				40		30		20		10		100																		80		10		10		100																		80		10		10		100				GIO		LUMLEYS		WESTFARMERS				1								1		1				1		AAMI		AUST PENSIONERS		RACV				RACV		AAMI

		28		1		50		40		10				100				50		50						100				33		67						100																														50		50				100																		100						100										100		100				50						50		100										100		100				100								100				60		40						100				100								100						100						100				100								100										100		100												1														3		IMA

		29		1		100								100																100								100																80		20						100																												50		50						100				80		20						100																100								100				100								100				80		20						100																												100								100				80		20						100												1								1		1				2,4		AAMI								VACC		GIO		RACV

		30		1		40		50		7		3		100																																																						20		80				100																																																																														90		10				100																																																				CGU								1		1										invoice not received		2		royal		racv						AAMI												AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		31		2				80		20				100						100						100						80		20				100		1																																				1																												80																								80						80						80		20				100														1																								1												1												1		RACV/NRMA		AAMI		ZURICH				1		1				1				1		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT		3		AAMI		CGU		WESFARMERS		GIO		VACC												It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		32		1		90				10				100				10		50		40				100				50		50						100						50				50		100																30		65		5				100				100								100																																								33		67						100																20		70		5		5		100																												100								100				100								100				CGU								1		1								1		File returned to assessors faxed copies not received incorrect claim number given by assessors		4		VACC		RACV						RACV/IMA		CGU

		33		2												1												1		100								100		1												1																		100				100		1																																				1																								1		100								100		1												1																100						100		1												1				100						100		1																						Generally no explanations most process cheque quickly if paper work is complete		1,2		GIO		QBE																		We factor most of our invoices as we require payment in 2-7 days

		34		2		50						50		100						75				25		100				80		20						100																																																																				100				100																						100		100				100								100				75		25						100																				100				100																100								100				AAMI		RACV				1										1						2		RACV		GIO

		35		1		100								100		1		100								100																																										100						100																																																																		100						100						100						100		1																100						100						100						100																RACV		AAMI						1		1												4		AAMI		RACV		ALLIANZ				AAMI

		36		2				100						100								10		90		100						100						100										100		100																				100				100																		90		10				100						20		80				100																		20		80				100						50		50				100				20		80						100				10		80		10				100								5		95		100																						100		100				IMA		ALLIANZ		AAMI				1		1						1		1		Amounts vary - need/waiting on assessor		4		IMA		AAMI						AAMI												Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		37		1						100				100						100						100								100				100																														30		70				100																																																																100								100				50		30		20				100																														100						100						100						100				RACV		AAMI		CGU				1												Blame assessors for incomplete work		3		cgu		racv

		38		1		60		20		20				100		1												1																								1																								1												1												1												1												1												1												1		80		20						100														1												1												1												1		ALLIANZ		CGU						1										1		Invoice ot received pls fax or send again		2		RACV								RACV		GIO		CGU		CGU/VACC

		39		2												1												1												1																																				1																																				1																80		20				100		1		20		80						100		1		20		80						100		1																								1		10		80		10				100		1								100		100		1		CGU/VACC		GIO				1																3										VACC

		40		1				100						100						100						100						95				5		100																														80				20		100						100						100

		41		2				80		20				100		1												1				80		20				100		1																												70		30				100		1												1														80		20						100		1																70		20		10		100		1				80		20				100		1		70		30						100																80		20						100																																				1		1				1		1		1		Excess not paid by 3rd party		4										VACC		RACV		GIO		HBA						small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		42				20		20		20		40		100				20		20		20		40		100								50		50		100																														25		25		50		100																																																						25		25		50		100						25		25		50		100								25		75		100																																																				RACV		GIO																1				2		aami		cgu		allianz				lumleys		vacc

		43		2		15		85						100		1						80		20		100		1												1																																				1																																																		100								100		1												1												1																								1												1												1		racv								1		1		1								computers are not working today "we just don’t have that account you are refering to" - how convenient		1,2		aami		cgu						aami		vacc		sun alliance& Royal

		44		2		95		5						100						5		45		50		100				30		50		20				100						100						100																		50		20		30		100																																																																100								100				98		2						100																		70		20		10		100				100								100										100		100				qbe								1								1						2		racv																				Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		45		1				100						100						100						100						95				5		100																														80				20		100																		100						100																														80		20				100				20		80						100				20		80						100																												10		80		10				100										100		100												1						1				1		I'll get so & so to ring u back		2,3,4										racv

		46		1				100						100						60		40				100						100						100																														100						100																																																				70		30						100				60		40						100						30		70				100																																										60		40				100				nrma/racv		gio		zurich				1										1				3		zurich		gio		aami				vacc

		47		1						100				100																				100				100																																100				100																				100				100																																90		10		100																				100				100																																												100				100				gio								1								1				invoice not on file		2		racv		aami		cgu				racv

		48		1		50		50						100						25		75				100								100				100								100				100																				50		50		100																				100				100																																100				100								100				100				50		50						100																		50		50				100						50		50				100								100				100				vacc		lumleys		zurich																invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.		5										aami		racv

		49		1				100						100						100						100						100						100				100								100																		50		50				100																100								100																												100								100				100								100				100								100																100								100																												cgu		aami		gio						1				1						assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help		3m,4										racv		vacc

		50		1		80		20						100				5		25		70				100				80		20						100				60		40						100				40		60						100						20		80				100				10		10		80				100				10		10		80				100																														80		20				100				50		50						100				50		50						100																																																				cgu								1		1								1				4		qbe		racv		aami		allianz		gio

		51		2				70		20		10		100																				100				100																																10		90		100																																																																		90		10				100						10		50		40		100																																																				cgu		racv						1		1										waiting for invoice		2		aami								aami		racv										hour labour and paint far too low

		52		2		50		20		20		10		100								50		50		100				50		25		25				100																												70		20		10				100																												70		15		15				100																40		40		20				100				70		10		10		10		100				60		20		10		10		100																																																				allianz		lumleys		elders				1		1								1				2		ima		aami		gio				racv		gio		cgu		aami		vacc

		53		1				100						100						100						100																																										100						100																																100				100																		100						100						100						100				100								100																														100						100						100						100				allianz		elders																		have not received invoice - then I have to pull mine out and fax through paperwork		2		racv		cgu						cgu		racv

		54		1				80		20				100						100						100						50		30		20		100																																100				100																																																																												100								100																																								100								100				gio								1		1				1				1		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice		31		gio		aami

		55		1						100				100		1						50		50		100		1						100				100		1																																				1																														50		50		100		1																		100				100		1						100				100		1						100				100		1						100				100		1																		100				100		1						100				100		1		aami		racv		allianz				1		1						1		1				2										allianz												if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		56		1				90				10		100						50		30		20		100						50		50				100																														25		25		50		100																														100						100																														100						100						50		50				100																																												100				100				allianz		aami		cgu				1										1		computers are down		4		racv		qbe						vacc

		57		1				80		20				100						60		20		20		100						100						100																														80		20				100																		80		20				100						100						100																		100						100																100								100																		100						100																		100						100				gio		cgu						1										1				4		racv		hba						racv		vacc		cgu		hba		allainz

		58		1		80						20		100																														100						100																		100						100																																																						100						100						100						100				100								100																																																										1																3		racv		lumley						lumley

		59		1		60		25		15				100						70		30				100																																										10		70		20		100																																																																												75		25						100																																																				cgu								1		1				1		1		1		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)		2		racv								racv		aami										CGU - from bad to worse

		60		1																																																																																																																																																																																																																																																										We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		61				75						25		100				60				20		20		100						100						100																														75		15		10		100				100								100																																								25		50		15		10		100																		98		1		1		100																																														100		100				Zurich		aami		lumley				1										1				4		racv		lumley						vacc		racv

		62		1		80		20						100						50		50				100				20		80						100						100						100																		100						100																		100						100						100						100																				100				100																		100						100																																										100						100												1										1				4

		63				100								100						100						100				100								100																																100				100																												100								100																		100						100				100								100				100								100																		100						100																												cgu		racv		aami				1								1						2		racv		aami		qbe		gio

		64		2		60		40						100						40		60				100		1												1																																				1																												40		60				100																		40		60				100				40		60						100														1																										100								100																racv		gio						1										1				3		aami		gio

		65		2		90		10						100								100				100										100		100																														50		50				100																														100						100																		100						100				100								100								25		75		100																				25		75		100								25		75		100						100						100												1		1								1		assessor has not sent in file		2		aami

		66		1				70		20		10		100						50		30		20		100				50		40		10				100						100						100																				80		20		100																		100						100																																100				100				90		10						100						80		20				100																												100								100				100								100				allianz		aami		cgu										1				1				4		gio		racv						gio		allianz

		67		1		85		15						100						90		10				100						40		50		10		100																50		50						100						80		20				100																		80		20				100																														80		20				100						90		10				100				70		30						100																																																																																				aami		vacc

		68						100						100						100						100						100						100						100						100																		100						100						100						100						100						100						100						100																		100						100						100						100						95		5				100						100						100																		100						100																																																cgu		allianz0		lumley

		69		2		100								100				30		30		10		30		100										100		100										100		100				50		25		25				100				50		25		25				100																																																																100								100				100								100																																								100								100				ansvar		gio																1		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever		3		racv

		70																																																																																																																																																																																																																																																aami		gio										the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		71		1		80		20						100		1		10		90						100		1		40		60						100		1																										30		70						100		1																																																														10		90						100		1		20		40		40				100		1																																																		racv/nrma		allianz								1												2		racv/nrma

		72		1				40		40		20		100						50		40		10		100						50		45		5		100																														50		45		5		100																																100				100																		65		30		5		100								95		5		100						65		30		5		100																																										50		50				100				aami/aust alliance/sun. royal/aust pensioners		cgu						1		1				1		1		1		File closed still with assessor file handled interstate changed offices		4		aami		allianz		lumley				aami		racv		gio		allianz		lumley

		73		1				80		20				100						80		20				100						70		30				100						45		45		10		100																		45		35		20		100																														100						100				10		90						100						40		50		10		100						80		20				100				10		70		10		10		100																		80				20		100																		50		50				100				lumley		cgu		ansvar														1		Never received file		2		racv		lumley - only slightly		others - slightly				racv		vacc		lumley								Ringing each month for payment of invoice cost money & time

		74		2		80		20						100						40		60				100		1				50		50				100		1																														60		40		100		1																		60		40		100						40		60				100																		100						100				40		60						100										100		100		1																100						100						100						100																yes								1		1								1				4										gio		aami

		75		2												1												1												1																																				1												1																90		10				100																										1												1												1																								1																										lumley		racv				1																3		elders		aami		qbe																1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		76		1				100						100								50		50		100								100				100																																50		50		100																																																																												50		50						100																																																				allianz		cgu						1										1				4		racv		aami						vacc

		77		1				100						100						100						100						100						100						100						100																20		80						100																																																																		100						100						100						100																																																				all same												1		1				1				3		aami		qbe		cgu

		78				100								100																		10		90				100																														100						100																														100						100																		10		50		40		100						100						100																																												100				100								100				100																				1		1		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.		4

		79		1												1												1												1												1																								1												1												1												1																								1												1												1												1																								1												1								1				1																						vacc												Sorry, we are ok no real halp as we factor all our insurance work.

		80		1																																																																100						100																																																						95				5		100																																																																																				1														4

		81		2				100						100																																																						100						100																																																				100								100																						100		100																																																				racv can take 90 days		vacc		aami				1		1								1		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.		3		cgu		aami						racv		vacc

		82		1		85		15						100						80		20				100						70		20		10		100																														20		50		30		100																		40		50		10		100																																100				100						40		60				100						10		70		20		100								100				100																														100						100				racv		cgu		lumleys						1		1						1		Not my file, I will pass you on.		3		aami		racv		allianz				aami

		83		2		90		10						100						90		10				100						90		10				100																														90		10				100								100				100																				100				100																				100				100								90		10		100								90		10		100																				90		10		100								90		10		100						80		20				100				We don't attach supps to original invoice						1																3,4		aami		cgu						bmw		cgu

		84		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																								1																						It's too competitive, insurance companies always stuff us up.

		85		1				50		50				100																																100				100						100						100						100						100																																																						100						100																30		50		20				100																		100						100																												aami		sun royal						1										1				2		racv								racv

		86		1		92		6				2		100				100								100				100								100																														100						100				100								100																																																																100								100																																								100								100																1						1				2		aami		racv/nrma		gio		zurich		aami

		87		1		100								100						100						100						100						100																100								100				10		90						100																		100						100																														100						100				100								100						100						100				100								100																												100								100				ima - racv								1																aami		ima - racv		allianz

		88		2																																																																																																																																																																																																														cgu		gio						1						1						The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.		2																						Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		89		1		90		10						100																		100						100																100								100								100				100																																																				100								100				50		50						100				25		50		25				100																																																												1										1		Sent to wrong state office.		4		qbe/merc mutual		gio

		90		1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		racv		cgu						1								1		1				1		aami								aami		cgu

		91		2		100								100																																																						80		20				100																												100								100																																								100								100																																																				cgu								1										1				4		racv								vacc

		92		2		100								100				95.0						5		100				100								100																												80		20						100																																																																100								100						100						100																																																				allianz																1				Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!		3		cgu								cgu												Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		93		2				80		15		5		100						35		60		5		100						50		50				100																														35		50		15		100						100						100						50		50				100						50		50				100																		50		30		20		100						60		40				100				20		60		20				100																		50		50				100																		50		50								zurich		allianz						1								1						4		racv		aami						racv		aami		fai		gio		qbe		zurich

		94		2																								50		50		50						100																																100				100																								0						100						100																																								100								100																100								100																												cgu								1														3										racv		hba		gio		zurick		qbe mercantile mutual				We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		95		1		90		10						100				40		50		10				100				10		30		40		20		100								30		70		100																		20		40		40		100				70		30						100						10		40		50		100																												60		40						100				80		20						100				60		40						100																												40		40		20				100				5				35		60		100				cgu & zurich		gio		allianz				1												File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.		2		allianz																				CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		96						100						100																		100						100																		100						100						100						100						100						100																10		90						100																		100						100				100								100																																																												0				aim		lumley		sun alliance																Haven't had to follow up		2		nrma/racv		aami						vacc

		97		1		15		80		5				100						10		80		10		100						20		80				100						20		80				100																		20		80				100																														80		20				100																														90		10				100						15		80		5		100																		70		30				100						70		30				100						70		30				100				royal sun alliance		racv								1										95% of the time the claims officer will say that they do not have the invoice on the file.		4		allianz		aami						aami		racv		alliaz		motorcare						Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		98		1														100								100																																																																																																																												100								100																																								100								100																								and investigate		1

		99		1		75		5		10		10		100		1				90		10				100						90		10				100						100						100																		90		10				100						100						100						100						100																		100						100						90		10				100						100						100						90		10				100																		100						100								100				100						100						100				very rarely are supps attached to original - payment 30-40 days								1												Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.		4,5		aami - some of the time								aami, sun royal, alliance, aust pens		allianz										Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		100		1		90		8		2				100																																																						98		2				100																																																																														80		20				100																																																				racv		all states auto						1												Not received tax invoices (which would ave posted and faxed to the insurance co)		2		racv		cgu						aami

		101				40		60						100				100								100				40		60						100				40		60						100				100								100				60		40						100																												100								100																30		30		40				100				60		40						100				100								100																		40		60				100				60		40						100				40		60						100				lumley								1										1				4		racv		aami						cgu		lumleys

		102		2												1												1												1												1																								1												1												1												1												1												1												1												1																								1												1												1										1		1						1		1				3										vacc		aami										The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		103		2		100								100		1				100						100		1				100						100		1				100						100		1																100						100		1				100						100		1												1				100						100		1												1				100						100		1		100								100		1		75		25						100		1												1		100								100		1				100						100		1				100						100		1		racv		gio										1						1				2		racv		allianz						aami		vacc										Direct credit payments are best

		104		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		aami						1																2										gio		cgu

		105		1		50		50						100						50		50				100						100						100																														100						100																																																						100						100						100						100						25		50		25		100																																																				racv								1												Did not receive invoice so they say		4

		106		1				100						100		1				50				50		100		1												1																														20		80		100		1																																																																100						100		1				100						100		1																																																		vacc		allianz																1				4		ima								vacc

		107		2		70		30						100						50		40		10		100								100				100																														50		50				100																																100				100																												70		30						100										100		100																		100						100				70		30						100																racv								1						1		1		1				2																						MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		108		1		80		20						100						10		90				100						50		50				100						50		50				100				50		50						100				60		40						100				60		40						100						60		40				100						60		40				100						60		40				100						60		40				100								60		40		100				95		5						100						60		40				100						60		40				100						80		20				100						80		20				100				cgu		aami		qbe		1																1,2		racv		cgu																		Direct debits would be a solution

		109		1								100		100		1								100		100		1								100		100		1																																100		100		1																																																								100		100		1								100		100		1								100		100		1																																																		lumley - by far								1										1		Invoice not received		2										racv

		110		1		95		5						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1										1												Invoice in relevant file but payment overlooked		2		aami								aami		vacc

		111		2		100								100						75		25				100				50		50						100						100						100																50		50						100																												90		10						100																		100						100																				100				100																100								100																		80		20				100				aami		racv						1		1												2,3		gio		elders		cgu		wesfarmers		vacc

		112						70		30				100						100						100				40		60						100																														100						100																																																				80		20						100																				30				30																																																				racv/nrma								1		1								1				4		aami								gio		lumley

		113																																														100		100																																																																																																				100								100																																																										1																3		racv																				Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		114		1		70		20		10				100				20		80						100				5		95						100																												5		95						100																										10		60		20		20				100																																								25		40		35				100																																																				gio		cgu						1														2		aami		australian international ins.		racv

		115				80		20						100										100		100								100				100				100								100				100								100								80		20		100																						100		100																100								100				100								100						100						100						80				20		100																														100						100						100						100				cgu/fortis								1						1		1		1				5										ima		gio		cgu

		116		1		15		80		5				100				50		30		20				100				50		50						100																																		100		100								100				100																																																								100				100				100								100																																																				gio		aami						1		1				1						Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)		2		gio		racv		aami				aami		gio		vacc

		117		1				100						100						100						100										100		100																																		100		100																																																																				100				100								80		20		100																																																				cgu/vacc		gio		ima				1						1		1		1				4		aami								aami		cgu/vacc		ima

		118		1												1												1												1												1												1												1												1												1												1												1												1												1										0		1												1												1												1												1																								2

		119		1																																																																																																																																																																																																																										1						1				2		cgu								vacc												cgu has been the most improved. Every other company is now fairly swift in payment.

		120		2		80		20						100						90		10				100						70		30				100						100						100																		90		10				100						100						100						100						100						100						100																		90		10				100						80		20				100				10		80		10				100																																										100						100				gio		racv		allianz				1						1				1		Have not received account		2		aami		aust pensioners		racv		allianz														aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		121		1		80		15		5				100										100		100																																												100				100																																																						80		20				100						100						100						100						100																														100						100																lumley														1		1		1		Never received invoice		1		racv								aami		lumley										They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		122														1																																																																																																																																																1																																																		racv/nrma		qbe				1		1										1		have lost file and assessor can't remember assessing		2

		123		2		90				10				100				30		70						100				20		40				40		100																												15		50		15		20		100																														75		25				100																						100		100				40				60				100				48		52						100																						100		100																				100				100												1						1		1		1				5		cgu								gio												Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		124		2																																																																																																																																																																																																														allianz		cgu																		rarely need to follow up now. All payment time are good.		4		all of them								racv		cgu		aami

		125		2		50		50						100				30		60		10				100				30		65		5				100																												10		50		40				100																																																																30		60		10				100				10		80		10				100																																								30		60		10				100				cgu																		1		We still haven't received your invoice		3		aami		gio						cgu		aami		racv

		126		1		95		5						100				50		50						100				40		40		20				100																														75		25				100																100								100				50		50						100																		100						100																100								100																																100				100																racv/nrma										1										Awaiting assessors report (for supps usually)		2		racv		cgu

		127		1		90		10						100						100						100																																										100						100																																																						90		10				100																		100						100																														100						100																								1		1						1						4		aami								aami												We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		128														1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1								1																1																						I factor all my invoices so I do not know which is slow or otherwise.

		129		1		90		10						100				100								100				80		20						100				100								100				100								100				60		40						100																80		20						100																																								80		20						100				70		30						100																80		20						100				100								100																All if you deal directly with the assessor																				I call after 7 day to see if received and it gets the ball on the way		3		racv

		130		1				100						100																		100						100																														100						100																																																						100						100						100						100				100								100																																																										1																4										lumley												I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		131				100								100						100						100						100						100																		100						100								30		70		100																				100				100								100				100				100								100				100								100						100						100								70		30		100																				100				100								100				100						100						100				cgu/fortis								1								1		1				5										cgu		allianz		wesfarmers		lumley		qbe

		132		1				100						100										100		100						100						100						100						100				100								100								100				100						100						100								100				100						100						100						100						100								100				100						100						100								100				100								100				100																		100						100						100						100												1		1		1										5										vacc

		133		1																																																																																																																																																																																																																																				4																						Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		134		1		100								100										100		100						100						100						100						100				100								100						100						100																						100		100										100		100																		100						100						100						100				100								100										100		100																100								100						100						100				aami		racv		gio				1												Processing of chq. Over looked		2		aami		racv						racv		aami

		135		1		80		20						100						80		20				100		1		95		5						100								80		20		100								90		10		100						10		80		10		100																		10		80		10		100						80		20				100						80		20				100								80		20		100						80		20				100						80		20				100																				90		10		100						80		20				100				70		20		10				100				cgu								1						1								4		aami		gio

		136		2		100								100										100		100										100		100																		100						100								50		50		100																																100				100																				100				100						100						100						100						100																						100		100																												racv		gio		nrma				1				1						1				1		aami																				We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		137				100								100														1												1																										100								100														1																																																1												1		25		50		25				100														1												1												1												1								1																4		racv		aami						aami

		138		1						100				100																																																								100				100																																																						100						100																80		20						100																																										100						100				zurich								1						1		1		1				4		lumley								ima

		139		1		100								100																																																																100								100																																																																		100						100																																										100						100																								Invoice is different to accepted quote - Invoice needs to be separated into two		4																						No longer to retail repairs

		140		1				40				60		100		1				100						100		1												1																												50		50				100		1																																																						40		60		100		1				100						100		1		35		30		35				100		1				60		40				100		1																60		40				100		1														allianz		lumleys						1								1		1		File lost send another invoice		3		qbe		cgu						vacc												60 days & over should be a charge of 20% on invoices

		141		1						100				100				100								100				100								100										100		100																100								100																																		100		100																		100						100						100						100						100						100																						100		100																100								100				racv		ansvar		aami				1		1		1						1		I will call you back. Never happens.		1		gio		allianz		zurich		cgu/vacc														With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i

		142		1						80		20		100		1						80		20		100		1								100		100		1																												100						100		1																																																				100						100		1																70		30				100		1																																												100		100		1								1				1												2										vacc

		143		2		100								100																																																																																																																														100						100						100						100																		100						100																												racv		cgu						1								1		1				2,3		cgu		racv

		144						100						100								100				100						50		50				100																																100				100																														100						100																		100						100						25		75				100						100						100																		100						100								100				100																cgu								1		1						1						4		aami

		145		2		100								100																				100				100																		100						100								50		50		100																		100						100																														100						100																		100						100																																																				cgu								1		1												2		aami

		146		2												1												1												1																																				1																																				1																								1												1												1																								1												1														all accounts are factored						1																1

		147		1		100								100		1				100						100																																										100						100																																																																		100						100						100						100		1																																																		racv								1										1				4		aami		racv		allianz				aami		vacc										Payments have been a lot better since the GST came into affect

		148		1				100						100						20		40		40		100						80		20				100						100						100																		20		40		40		100																																																				60		40						100						50		50				100						50		40		10		100																														50		30		20		100						80		20				100				allianz		cgu						1										1		Parts being checked not my file		5		zurich		ima/racv		aami		gio		racv		gio

		149		2		95		5						100						50		50				100				95		5						100								90		10		100						100						100				55		45						100																														100						100																				100				100						75		25				100				75		25						100																		50		50				100						75		25				100						80		20				100				ansvar		allianz		racv						1								1				4		racv		gio						cgu

		150						80		20				100																										1																																				1																																																																										90		10						100																				100				100														1												1		cgu								1		1								1				2										nrma		aami		zurich

		151		2				20		80				100																		100						100																														100						100																																																								100				100																		100						100																																																				racv								1										1		File already closed. So they obviously had overlooked the supplementary		2		aami		racv						racv/nrma		aami		vacc								aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		152		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																						You must have sent it to the wrong department. Your invoice must have been lost can you send it again.		4		Due to the across the board late payments by generally all …….. We now don't take chances on waiting for our money, and have been forced to factor everything or most accounts which costs us everytime.																				We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		153				100								100																												100								100																		100						100																		100						100																																								100								100						100						100																																																												1														2		aami		cgu		racv

		154		2		100								100				53		47						100				54		46						100						45		55				100																														100						100						100						100				60		40						100						100						100						100						100				100								100						90		10				100																48		52						100						100						100				50		50						100				cgu/vacc																1		1				3		cgu/vacc								gio		aami		fai/allianz		vacc		cgu

		155		2		90		10						100						50		50				100						100						100																														50				50		100				100								100																100								100																		100						100				100								100										100		100																		100						100						100						100

		156		1				50		40		10		100						80		20				100								25		75		100																														70		20		10		100																																																						100						100						100						100				90		10						100																100								100																				90		10		100				zurich								1										1				2

		157		2				100						100								100				100						100						100																														90		10				100																																																																100								100						30		50		20		100																100								100																		100						100				racv								1		1										many say invoice never received instead of saying file not on hand		3		aami								vacc		racv										Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		158		1		70						30		100								100				100						100						100										100		100				100								100						30		50		20		100																		100						100																																		100		100						100						100						100						100																																												100				100																						1				4		aami		cgu

		159		2		100								100		1				100						100																		20		80				100																		20		80				100				10		90						100						30		70				100						90		10				100																														30		70				100						80		20				100																		20		80				100						15		70		15		100																racv																				lost invoice please re fax		4		racv								vacc		cgu

		160		1				30		40		30		100						50		50				100																																										45		55				100																																																						80		20				100						80		20				100						90		10				100																														60		40				100				30		50		20				100				cgu		aami		racv														1		generally file lost or misplaced after 5 phone calls		3		zurich																				sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		161		1				100						100								100				100						100						100						100						100										100		100										100		100								100				100								100				100						100						100								100				100										100		100						100						100						100						100								100				100						100						100				100								100								100				100				vacc/cgu		allianz		racv				1		1				1						not worth commenting		4		aami		racv		gio																It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		162		1		100								100																		20		80				100																														20		80				100																20		80						100																																																								100				100				80		20						100				80		20						100																		80		20				100				nrma/racv								1														2		aami								aami		hba

		163		1																																																																																																																																																																																																														lumleys								1						1				1		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.		2		aami		gio						racv		cgu/vacc		motorcare

		164						100						100										100		100								100				100						100						100																				100				100																																																										100		100										100		100										100		100																		100						100																		100						100				qbe		lumleys						1										1				4		aami		zurich																		sick em!

		metro		91										135		34										108		33										109		34										44		15										29		10										126		33										26		17										42		13										57		20										14		14										95		27										101		28										132		32										16		17										53		20										59		23										79		24								17		104		43		10		29		37		75		70		11

		rural		51																																																																																																																																																																																																																																				50

																																																																																																																																																																																																																																								29

		sum		142																																																																																																																																																																																																																																				45

																																																																																																																																																																																																																																								6

		metro %		64.1%																																																																																																																																																																																																																																				0

		rural %		35.9%

		sum				6286		5064		1429		721						1508		5132		2450		1710						2157		5258		2525		960						560		2190		790		860						1230		1395		165		110						1144		5806		3941		1709						770		1350		480		0						543		2287		1060		310						1530		2740		1160		350						400		790		160		50						1238		4942		2365		1035						3170		4965		1590		375						4091		6000		2076		1063						440		530		530		100						1188		2572		990		550						1480		2960		1320		140						1695		3870		1635		800

		empty				84		72		118		138						137		89		110		129						127		85		118		145						157		136		152		152						149		146		161		162						141		73		88		125						153		148		159		164						155		133		147		158						145		126		144		160						158		155		161		163						146		101		123		143						123		97		132		155						100		68		109		136						158		156		156		163						151		131		146		153						146		125		138		159						143		116		134		153

		data entered				81		93		47		27						28		76		55		36						38		80		47		20						8		29		13		13						16		19		4		3						24		92		77		40						12		17		6		1						10		32		18		7						20		39		21		5						7		10		4		2						19		64		42		22						42		68		33		10						65		97		56		29						7		9		9		2						14		34		19		12						19		40		27		6						22		49		31		12

		average				77.6		54.5		30.4		26.7						53.9		67.5		44.5		47.5						56.8		65.7		53.7		48.0						70.0		75.5		60.8		66.2						76.9		73.4		41.3		36.7						47.7		63.1		51.2		42.7						64.2		79.4		80.0		0.0						54.3		71.5		58.9		44.3						76.5		70.3		55.2		70.0						57.1		79.0		40.0		25.0						65.2		77.2		56.3		47.0						75.5		73.0		48.2		37.5						62.9		61.9		37.1		36.7						62.9		58.9		58.9		50.0						84.9		75.6		52.1		45.8						77.9		74.0		48.9		23.3						77.0		79.0		52.7		66.7

		percentage														20.6%												20.0%												20.6%												9.1%												6.1%												20.0%												10.3%												7.9%												12.1%												8.5%												16.4%												17.0%												19.4%												10.3%												12.1%												13.9%												14.5%

		total				189.1645101977												213.4289131921												224.2115621501												272.4403183024												228.2127192982												204.6821805007												223.5784313725												228.9433531746												271.9945054945												201.1428571429												245.7316230918												234.1727145404												198.5207326268												230.6349206349												258.4427981719												224.1169590643												275.4336485327

		sum of sums				13500												10800												10900												4400												2900												12600												2600												4200												5780												1400												9580												10100												13230												1600												5300												5900												8000

		/100				135												108												109												44												29												126												26												42												57.8												14												95.8												101												132.3												16												53												59												80

		percentage				46.6		37.5		10.6		5.3						14.0		47.5		22.7		15.8						19.8		48.2		23.2		8.8						12.7		49.8		18.0		19.5						42.4		48.1		5.7		3.8						9.1		46.1		31.3		13.6						29.6		51.9		18.5		0.0						12.9		54.5		25.2		7.4						26.5		47.4		20.1		6.1						28.6		56.4		11.4		3.6						12.9		51.6		24.7		10.8						31.4		49.2		15.7		3.7						30.9		45.4		15.7		8.0						27.5		33.1		33.1		6.3						22.4		48.5		18.7		10.4						25.1		50.2		22.4		2.4						21.2		48.4		20.4		10.0

		check				100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0





Business Location

		

		Metro		64.1%

		Rural		35.9%





Business Location

		



Location of Business



response Rate

		Response Rate

				25.5%





Factoring1

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24

		20.7%		20.1%		20.7%		9.1%		6.1%		20.1%		10.4%		7.9%		12.2%		8.5%		16.5%		17.1%		19.5%		10.4%		12.2%		14.0%		14.6%

		AAMI		34		20.7%

		GIO		34		20.7%

		Allianz		33		20.1%

		CGU		33		20.1%

		RACV		32		19.5%

		QBE		28		17.1%

		Lumley		27		16.5%

		Zurich		24		14.6%

		Western		23		14.0%

		Elders		20		12.2%

		Wesfarmers		20		12.2%

		Swann		17		10.4%

		Ready		17		10.4%

		Ansvar		15		9.1%

		Guild		14		8.5%

		Factor		13		7.9%

		Catholic		10		6.1%





Factoring1

		



Percentage of respondents that used factoring with this insurer



Factoring

		Factoring used

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich		Total

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24		394

		8.6%		8.4%		8.6%		3.8%		2.5%		8.4%		4.3%		3.3%		5.1%		3.6%		6.9%		7.1%		8.1%		4.3%		5.1%		5.8%		6.1%

		AAMI		8.6%

		GIO		8.6%

		CGU		8.4%

		Allianz		8.4%

		RACV		8.1%

		QBE		7.1%

		Lumley		6.9%

		Zurich		6.1%

		Western		5.8%

		Wesfarmers		5.1%

		Elders		5.1%

		Swann		4.3%

		Ready		4.3%

		Ansvar		3.8%

		Guild		3.6%

		Factor		3.3%

		Catholic		2.5%

		Total		100.0%





Factoring

		



Factoring of Invoices by Insurers as a percentage of total factoring



Payment distribution

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)

		46.6		37.5		10.6		5.3		14.0		47.5		22.7		15.8		19.8		48.2		23.2		8.8		12.7		49.8		18.0		19.5		42.4		48.1		5.7		3.8		9.1		46.1		31.3		13.6		29.6		51.9		18.5		0.0		12.9		54.5		25.2		7.4		26.5		47.4		20.1		6.1		28.6		56.4		11.4		3.6		12.9		51.6		24.7		10.8		31.4		49.2		15.7		3.7		30.9		45.4		15.7		8.0		27.5		33.1		33.1		6.3		22.4		48.5		18.7		10.4		25.1		50.2		22.4		2.4		21.2		48.4		20.4		10.0





Payment distribution

		AAMI (0-21)

		AAMI (22-40)

		AAMI (41-60)

		AAMI (60 plus)



In days

Percentage

Payment distribution for AAMI

44.0588235294

36.3235294118

11.1470588235

8.4705882353



0-21

		



In days

Percentage

Payment distribution for AAMI



22-40

		



In days

Percentage

Payment distribution for Allianz



41-60

		



In days

Percentage

Payment distribution for GIO



60 plus

		



In days

Percentage

Payment distribution for Ansvar



supps

		



In days

Percentage

Payment distribution for Catholic



Reasons

		



In days

Percentage

Payment distribution for CGU



Other reasons

		



In days

Percentage

Payment distribution for Swann



Realistic timeframe

		



In days

Percentage

Payment distribution for HBA



Improved

		



In days

Percentage

Payment distribution for Elders



Badges

		



In days

Percentage

Payment distribution for Guild



Comments

		



In days

Percentage

Payment distribution for Lumleys



		



In days

Percentage

Payment distribution for QBE



		



In days

Percentage

Payment distribution for RACV



		



In days

Percentage

Payment distribution for Ready Plan



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		Allianz (0-21)		GIO (0-21)		Ansvar (0-21)		Catholic (0-21)		CGU (0-21)		Swann (0-21)		HBA (0-21)		Elders (0-21)		Guild (0-21)		Lumley (0-21)		QBE (0-21)		RACV (0-21)		Ready (0-21)		Wesfarm (0-21)		Western (0-21)		Zurich (0-21)

		46.6		14.0		19.8		12.7		42.4		9.1		29.6		12.9		26.5		28.6		12.9		31.4		30.9		27.5		22.4		25.1		21.2

		AAMI		46.6

		Catholic		42.4

		QBE		31.4

		RACV		30.9

		Swann		29.6

		Guild		28.6

		Ready		27.5

		Elders		26.5

		Western		25.1

		Wesfarm		22.4

		Zurich		21.2

		GIO		19.8

		Allianz		14.0

		HBA		12.9

		Lumley		12.9

		Ansvar		12.7

		CGU		9.1





		



percentage

Payment distribution by insurers (0-21 days)



		AAMI (22-40)		Allianz (22-40)		GIO(22-40)		Ansvar (22-40)		Catholic (22-40)		CGU (22-40)		Swann (22-40)		HBA (22-40)		Elders (22-40)		Guild (22-40)		Lumley (22-40)		QBE (22-40)		RACV (22-40)		Ready (22-40)		Wesfarm (22-40)		Western (22-40)		Zurich (22-40)

		37.5		47.5		48.2		49.8		48.1		46.1		51.9		54.5		47.4		56.4		51.6		49.2		45.4		33.1		48.5		50.2		48.4

										Guild		56.4

										HBA		54.5

										Swann		51.9

										Lumley		51.6

										Western		50.2

										Ansvar		49.8

										QBE		49.2

										Wesfarm		48.5

										Zurich		48.4

										GIO		48.2

										Catholic		48.1

										Allianz		47.5

										Elders		47.4

										CGU		46.1

										RACV		45.4

										AAMI		37.5

										Ready		33.1





		



percentage

Payment distribution by insurers (22-40 days)



		AAMI (41-60)		Allianz (41-60)		GIO (41-60)		Ansvar (41-60)		Catholic (41-60)		CGU (41-60)		Swann (41-60)		HBA (41-60)		Elders (41-60)		Guild (41-60)		Lumley (41-60)		QBE (41-60)		RACV (41-60)		Ready (41-60)		Wesfarm  (41-60)		Western  (41-60)		Zurich  (41-60)

		10.6		22.7		23.2		18.0		5.7		31.3		18.5		25.2		20.1		11.4		24.7		15.7		15.7		33.1		18.7		22.4		20.4

				Ready		33.1

				CGU		31.3

				HBA		25.2

				Lumley		24.7

				GIO		23.2

				Allianz		22.7

				Western		22.4

				Zurich		20.4

				Elders		20.1

				Wesfarm		18.7

				Swann		18.5

				Ansvar		18.0

				QBE		15.7

				RACV		15.7

				Guild		11.4

				AAMI		10.6

				Catholic		5.7





		



percentage

Payment distribution by insurers (41-60 days)



		AAMI (60 plus)		Allianz (60 plus)		GIO (60 plus)		Ansvar (60 plus)		Catholic (60 plus)		CGU (60 plus)		Swann (60 plus)		HBA (60 plus)		Elders (60 plus)		Guild (60 plus)		Lumley (60 plus)		QBE (60 plus)		RACV (60 plus)		Ready (60 plus)		Wesfarm (60 plus)		Western (60 plus)		Zurich (60 plus)

		5.3		15.8		8.8		19.5		3.8		13.6		0.0		7.4		6.1		3.6		10.8		3.7		8.0		6.3		10.4		2.4		10.0

		Ansvar		19.5

		Allianz		15.8

		CGU		13.6

		Lumley		10.8

		Wesfarm		10.4

		Zurich		10.0

		GIO		8.8

		RACV		8.0

		HBA		7.4

		Ready		6.3

		Elders		6.1

		AAMI		5.3

		Catholic		3.8

		QBE		3.7

		Guild		3.6

		Western		2.4

		Swann		0.0





		



percentage

Payment distribution by insurers (60 plus)



		Supps 3a)		Frequency		Percent

		RACV		33		27.3%

		CGU		33		27.3%

		AAMI		12		9.9%

		Allianz		10		8.3%

		Lumleys		8		6.6%

		GIO		8		6.6%

		Zurich		6		5.0%

		NRMA		5		4.1%

		QBE		2		1.7%

		Ansvar		2		1.7%

		Aust. Alliance / Sun Royal / Aust. Pensioners		2		1.7%

		Subtotal		121		100.0%

		b)

		CGU/VACC		17

		AAMI		13

		GIO		11

		RACV		9						Total		a)+b)+c)

		ALLIANZ		7						CGU		54		24.3%

		LUMLEYS		6						RACV		51		23.0%

		sun royal		1						AAMI		29		13.1%

		qbe		1						GIO		22		9.9%

		elders		1						Allianz		21		9.5%

		ansvar		1						Lumleys		18		8.1%

		Subtotal		67						Zurich		9		4.1%

										NRMA		5		2.3%

		c)								QBE		4		1.8%

		CGU		6						Ansvar		3		1.4%

		RACV		5						Aust. Alliance / Sun Royal / Aust. Pensioners		3		1.4%

		lumleys		4						Elders		2		0.9%

		ALLIANZ		4						Wefarmers		1		0.5%

		AAMI		4								222		100.0%

		ZURICH		3

		GIO		3

		WESTFARMERS		1

		sun alliance		1

		qbe		1

		elders		1

		ansvar		1

		Subtotal		34

		Grandtotal		222





		



Slowest payers when supps are attached to the original invoice



		

		Don't follow up with insurers		File not at hand		Paperwork incomplete		Claim not registered		Staff shortages		Recent merger caused delays		File lost		Other		Total

		17		104		43		10		29		37		75		70

		17		104		43		10		29		37		75		70		164

		10.4%		63.4%		26.2%		6.1%		17.7%		22.6%		45.7%		42.7%		100.0%

		Claim not registered		6.1%

		Don't follow up with insurers		10.4%

		Staff shortages		17.7%

		Recent merger caused delays		22.6%

		Paperwork incomplete		26.2%

		Other		42.7%

		File lost		45.7%

		File not at hand		63.4%





		



Explanations given by insurers about delays in payments



		4Other (please type answer)

		95% of the time the claims officer will say that they do not have the invoice on the file.

		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice

		Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!

		Amounts vary - need/waiting on assessor

		and investigate

		assessor has not sent in file

		Assessor not submitting file after 30 days

		Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)

		assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help

		Awaiting assessors report (for supps usually)

		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.

		Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.

		Blame assessors for incomplete work

		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)

		claim officer on leave, file sent to wrong branch

		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT

		computers are down

		computers are not working today "we just don’t have that account you are refering to" - how convenient

		Did not receive invoice so they say

		Excess not paid by 3rd party

		File already closed. So they obviously had overlooked the supplementary

		File closed still with assessor file handled interstate changed offices

		File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.

		file is in parts pricing, perosn dealing with calim has left the company or on holidays

		File lost send another invoice

		File returned to assessors faxed copies not received incorrect claim number given by assessors

		file still on assesors desk

		FILED AWAY

		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever

		generally file lost or misplaced after 5 phone calls

		Generally no explanations most process cheque quickly if paper work is complete

		have lost file and assessor can't remember assessing

		Have not received account

		have not received invoice - then I have to pull mine out and fax through paperwork

		Haven't had to follow up

		Havent received account

		I call after 7 day to see if received and it gets the ball on the way

		I will call you back. Never happens.

		I'll get so & so to ring u back

		Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.

		Invoice in relevant file but payment overlooked

		Invoice is different to accepted quote - Invoice needs to be separated into two

		invoice not on file

		invoice not received

		invoice not received

		Invoice not received

		invoice not received although sometimes have faxed copies of same invoice 3 times

		Invoice ot received pls fax or send again

		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.

		invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.

		lost invoice please re fax

		many say invoice never received instead of saying file not on hand

		Never received file

		Never received invoice

		never received invoice, file has been overlooked

		none given

		Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.

		Not my file, I will pass you on.

		Not received tax invoices (which would ave posted and faxed to the insurance co)

		not worth commenting

		Parts being checked not my file

		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.

		Processing of chq. Over looked

		RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date

		rarely need to follow up now. All payment time are good.

		Sent to wrong state office.

		The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.

		waiting for invoice

		We still haven't received your invoice

		You must have sent it to the wrong department. Your invoice must have been lost can you send it again.





		

		Timeframe

		Up to 7 days		11		7.8%

		Up to 14 days		50		35.5%

		Up to 21 days		29		20.6%

		Up to 30 days		45		31.9%

		Up to 60 days		6		4.3%

		Up to 90 days		0		0.0%

		Total		141		100.0%





		



Realistic timeframe for receiving payment



		Improve 6a)				Improve 6b)				Improve 6c)				Improve 6d)

		AAMI		42		AAMI		14		ALLIANZ		7		allianz		2

		RACV		36		ALLIANZ		4		RACV/NRMA		6		cgu/vacc		1

		CGU		11		AUST PENSIONERS		2		AAMI		5		ELDEN		1

		GIO		7		CGU		14		GIO		5		GIO		4

		ALLIANZ		4		elders		1		cgu		3		PENSIONERS		2

		qbe		4		GIO		8		qbe		2		wesfarmers		1

		ZURICH		4		IMA		3		lumley		1		ZURICH		2

		elders		1		LUMLEY		4		WESFARMERS		1

		lumley		1		QBE		3		zurich		1

		royal		1		RACV		17

						SUN ROYAL		1

						zurich		1

				Total		227		1

				RACV		62		27.3%

				AAMI		61		26.9%

				CGU		29		12.8%

				GIO		24		10.6%

				Allianz		17		7.5%

				QBE		9		4.0%

				Zurich		8		3.5%

				Lumleys		6		2.6%

				Aust. Alliance / Sun Royal / Aust. Pensioners		6		2.6%

				Elders		3		1.3%

				Wesfarmers		2		0.9%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Insurers that have improved their timeframe of payment over the past three months



		Badges 7a)

		AAMI		41		26.8%

		RACV		37		24.2%

		CGU		26		17.0%

		GIO		22		14.4%

		Allianz		11		7.2%

		Lumleys		6		3.9%

		QBE		3		2.0%

		FAI		2		1.3%

		Motorcare		2		1.3%

		Sun Alliance		2		1.3%

		Wesfarmers		1		0.7%

		Total		153		100.0%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



BRD members that hold insurers' badges or signs



		1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		60 days & over should be a charge of 20% on invoices

		aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		CGU - from bad to worse

		CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		cgu has been the most improved. Every other company is now fairly swift in payment.

		Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		Direct credit payments are best

		Direct debits would be a solution

		Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		hour labour and paint far too low

		Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		I factor all my invoices so I do not know which is slow or otherwise.

		I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		It's too competitive, insurance companies always stuff us up.

		jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		No longer to retail repairs

		NO!

		Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		Payments have been a lot better since the GST came into affect

		Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		Ringing each month for payment of invoice cost money & time

		sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		sick em!

		small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		Sorry, we are ok no real halp as we factor all our insurance work.

		the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		We factor most of our invoices as we require payment in 2-7 days

		We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i
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BRD members that hold insurers' badges or signs
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raw data 

		Count												Check=100%		AAMI Factor (Enter '1' if box is ticked)										Check=100%		Allianz Factor										Check=100%		GIO Factor										Check=100%		Ansvar Factor										Check=100%		Catholic Factor										Check=100%		CGU Factor										Check 100%		Swann Factor										Check=100%		HBA Factor										Check=100%		Elders Factor										Check =100%		Guild Factor										Check=100%		Lumley Factor										Check=100%		QBE Factor										Check=1005		RACV Factor										Check+100%		Ready Factor										Check=100%		Wefarm Factor										Check=100%		Western Factor										Check =100%		Zurich Factor		Supps 3a)		Supps 3b)		Supps 3c)		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Improve 6a)		Improve 6b)		Improve 6c)		Improve 6d)		Badges 7a)		Badges 7b)		Badges 7c)		Badges 7d)		Badges 7e)		Badges 7f)		Comments

		1		1		99				1				100				20		70		10				100						80		20				100																		100						100				20		20		60				100																																																						100						100																		50		50				100																														100						100						100						100				RACV		GIO		CGU				1												never received invoice, file has been overlooked		2		AAMI		ALLIANZ						AAMI		ALLIANZ		VACC

		2		2		100								100																100								100																														100						100				100								100																100								100																		100						100				100								100				100								100																100								100				100								100						100						100										1				1												4		CGU		RACV						AAMI		CGU		GIO								jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		3		1				100						100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100				100								100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100						100						100												1						1		1				invoice not received		4		IMA		CGU						IMA/RACV		CGU

		4				80		10		9		1		100				90		10						100				100								100																												100								100																100								100				100								100																				100				100				100								100				90		10						100																100								100				100								100				100								100				AAMI/CGU								1												Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.		3,4		CGU								VACC		AAMI

		5						100						100						100						100																																										100						100								100				100						100						100																																																				60		40						100																														60		40				100																CGU								1		1				1		1		1		invoice not received although sometimes have faxed copies of same invoice 3 times		2		RACV								VACC

		6		2				90		10				100										100		100				90		10						100																		100						100						90		10				100																														100						100																				100				100						50		50				100				10				70		20		100																		100						100						80		20				100				100								100				RACV								1										1		file still on assesors desk		4		AAMI								RACV												Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		7		1		10		50		40				100		1				70				30		100		1				20				80		100		1												1												1		80		20						100		1												1												1												1												1												1												1				50		50				100		1												1												1												1		100								100		1								1		1										1				2		ZURICH		CGU		ALLIANZ		ROYALSON		CGU

		8		1												1												1												1				70		30				100																										1																																				1												1				100						100						100						100						90		10				100														1				90		10				100						90		10				100						90		10				100				CGU		AAMI						1												none given		1		QBE/MERCANTILE		LUMLEY		RACV/NRMA				RACV/NRMA		CGU		ALLIANZ		ZURICH

		9		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1						4

		10		1				80		20				100																				80		20		100																														80		20				100																																																																												50		50						100																														100						100																AAMI								1								1						2		RACV								RACV

		11		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1				file is in parts pricing, perosn dealing with calim has left the company or on holidays		4

		12		1		10		80		5		5		100						50		50				100				25		75						100						50		50				100						50		50				100								50		50		100																																																																		50		50				100				10		80		10				100																																										100						100				CGU		ALLAINZ		RACV				1		1				1		1						3		RACV		AAMI		GIO		ZURICH

		13		1		60				40				100				100								100				30		70						100				60		40						100				60		40						100				100								100				20		80						100				50		50						100				50		50						100				40		60						100				40		60						100				40		60						100				30		70						100				50		50						100																																																1						1								1		AAMI		SUN ROYAL		ALLIANZ		PENSIONERS		AAMI		RACV		NSA		ALLIANZ

		14		1		75						25		100																		100						100																																50		50		100																												100								100				100								100						100						100				60						40		100				100								100																												100								100						100						100				AAMI										1												2

		15		2		100								100														1												1																												50		50				100		1																																				1																								1				100						100		1				100						100		1																																								50		50				100		1		LUMELYS		CGU						1												claim officer on leave, file sent to wrong branch		3		RACV/IMA		CGU						CGU		AAMI		GIO		SUNROYAL						Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		16						40		40		20		100						40		40		20		100						40		40		20		100																														40		50		10		100																																																								80		20		100																		20		40		40		100																				80		20		100						20		60		20		100						20		60		20		100				RACV		PRESTIGE		CGU				1										1				3

		17		1				100						100		1		40		60						100		1		10		30		60				100		1																100						100		1				30		70				100																		100						100																																45		55		100				70		30						100				35		30		35				100				100								100																		30		70				100																LUMLEY		ALLIANZ						1										1				2		CGU/ALLIANZ								VACC												I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		18		1				100						100																																																																																																																																																																																																				AAMI								1										1				3		AAMI								AAMI												NO!

		19		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		GIO																				Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.		4																						WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		20		1												1												1												1												1																								1																																																1												1												1												1												1																								1												1										1				1										2		RACV								RACV

		21		2		75		10		10		5		100				5		75		15		5		100				20		75		5				100																100								100				10		10		75		5		100																												80		20						100																50		50						100				90		10						100				25		50		15		10		100																100								100				90		10						100				90		10						100				RACV/NRMA		AAMI		CGU				1		1						1				Havent received account		3		AAMI		RACV/NRMA		GIO		ELDEN

		22		2												1		100								100														1																																				1												1																100						100																										1												1												1																								1																								1																								2																						Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		23		1				50		50				100						100						100								100				100																																100				100																																																																		100						100						100						100																														100						100						100						100				RACV		AAMI		GIO				1						1		1				Assessor not submitting file after 30 days		2		HOTLINE		IMA		AAMI		GIO														When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		24		1		50		50						100								100				100				90		10						100																												29		43		14		14		100																33		67						100																												50		50						100																		58		42				100																														100						100				100								100				RACV/NRMA		CGU/VACC		ALLIANZ						1				1		1				RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date		3		GIO								GIO												We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		25		2		100								100						100						100						100						100																														100						100																												100								100																		100						100				100								100						95		3		2		100																		100						100						100						100						100						100				NRMA								1										1				3		CGU		RACV/NRMA						IMA/RACV		GIO

		26		1																																																																																																																																																																																																														RACV		CGU						1												FILED AWAY		4		ALLIANZ		CGU		RACV

		27		2				80		20				100								80		20		100						60		40				100																														20		80				100																																																						60		20		20		100						60		20		20		100				40		30		20		10		100																		80		10		10		100																		80		10		10		100				GIO		LUMLEYS		WESTFARMERS				1								1		1				1		AAMI		AUST PENSIONERS		RACV				RACV		AAMI

		28		1		50		40		10				100				50		50						100				33		67						100																														50		50				100																		100						100										100		100				50						50		100										100		100				100								100				60		40						100				100								100						100						100				100								100										100		100												1														3		IMA

		29		1		100								100																100								100																80		20						100																												50		50						100				80		20						100																100								100				100								100				80		20						100																												100								100				80		20						100												1								1		1				2,4		AAMI								VACC		GIO		RACV

		30		1		40		50		7		3		100																																																						20		80				100																																																																														90		10				100																																																				CGU								1		1										invoice not received		2		royal		racv						AAMI												AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		31		2				80		20				100						100						100						80		20				100		1																																				1																												80																								80						80						80		20				100														1																								1												1												1		RACV/NRMA		AAMI		ZURICH				1		1				1				1		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT		3		AAMI		CGU		WESFARMERS		GIO		VACC												It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		32		1		90				10				100				10		50		40				100				50		50						100						50				50		100																30		65		5				100				100								100																																								33		67						100																20		70		5		5		100																												100								100				100								100				CGU								1		1								1		File returned to assessors faxed copies not received incorrect claim number given by assessors		4		VACC		RACV						RACV/IMA		CGU

		33		2												1												1		100								100		1												1																		100				100		1																																				1																								1		100								100		1												1																100						100		1												1				100						100		1																						Generally no explanations most process cheque quickly if paper work is complete		1,2		GIO		QBE																		We factor most of our invoices as we require payment in 2-7 days

		34		2		50						50		100						75				25		100				80		20						100																																																																				100				100																						100		100				100								100				75		25						100																				100				100																100								100				AAMI		RACV				1										1						2		RACV		GIO

		35		1		100								100		1		100								100																																										100						100																																																																		100						100						100						100		1																100						100						100						100																RACV		AAMI						1		1												4		AAMI		RACV		ALLIANZ				AAMI

		36		2				100						100								10		90		100						100						100										100		100																				100				100																		90		10				100						20		80				100																		20		80				100						50		50				100				20		80						100				10		80		10				100								5		95		100																						100		100				IMA		ALLIANZ		AAMI				1		1						1		1		Amounts vary - need/waiting on assessor		4		IMA		AAMI						AAMI												Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		37		1						100				100						100						100								100				100																														30		70				100																																																																100								100				50		30		20				100																														100						100						100						100				RACV		AAMI		CGU				1												Blame assessors for incomplete work		3		cgu		racv

		38		1		60		20		20				100		1												1																								1																								1												1												1												1												1												1												1		80		20						100														1												1												1												1		ALLIANZ		CGU						1										1		Invoice ot received pls fax or send again		2		RACV								RACV		GIO		CGU		CGU/VACC

		39		2												1												1												1																																				1																																				1																80		20				100		1		20		80						100		1		20		80						100		1																								1		10		80		10				100		1								100		100		1		CGU/VACC		GIO				1																3										VACC

		40		1				100						100						100						100						95				5		100																														80				20		100						100						100

		41		2				80		20				100		1												1				80		20				100		1																												70		30				100		1												1														80		20						100		1																70		20		10		100		1				80		20				100		1		70		30						100																80		20						100																																				1		1				1		1		1		Excess not paid by 3rd party		4										VACC		RACV		GIO		HBA						small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		42				20		20		20		40		100				20		20		20		40		100								50		50		100																														25		25		50		100																																																						25		25		50		100						25		25		50		100								25		75		100																																																				RACV		GIO																1				2		aami		cgu		allianz				lumleys		vacc

		43		2		15		85						100		1						80		20		100		1												1																																				1																																																		100								100		1												1												1																								1												1												1		racv								1		1		1								computers are not working today "we just don’t have that account you are refering to" - how convenient		1,2		aami		cgu						aami		vacc		sun alliance& Royal

		44		2		95		5						100						5		45		50		100				30		50		20				100						100						100																		50		20		30		100																																																																100								100				98		2						100																		70		20		10		100				100								100										100		100				qbe								1								1						2		racv																				Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		45		1				100						100						100						100						95				5		100																														80				20		100																		100						100																														80		20				100				20		80						100				20		80						100																												10		80		10				100										100		100												1						1				1		I'll get so & so to ring u back		2,3,4										racv

		46		1				100						100						60		40				100						100						100																														100						100																																																				70		30						100				60		40						100						30		70				100																																										60		40				100				nrma/racv		gio		zurich				1										1				3		zurich		gio		aami				vacc

		47		1						100				100																				100				100																																100				100																				100				100																																90		10		100																				100				100																																												100				100				gio								1								1				invoice not on file		2		racv		aami		cgu				racv

		48		1		50		50						100						25		75				100								100				100								100				100																				50		50		100																				100				100																																100				100								100				100				50		50						100																		50		50				100						50		50				100								100				100				vacc		lumleys		zurich																invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.		5										aami		racv

		49		1				100						100						100						100						100						100				100								100																		50		50				100																100								100																												100								100				100								100				100								100																100								100																												cgu		aami		gio						1				1						assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help		3m,4										racv		vacc

		50		1		80		20						100				5		25		70				100				80		20						100				60		40						100				40		60						100						20		80				100				10		10		80				100				10		10		80				100																														80		20				100				50		50						100				50		50						100																																																				cgu								1		1								1				4		qbe		racv		aami		allianz		gio

		51		2				70		20		10		100																				100				100																																10		90		100																																																																		90		10				100						10		50		40		100																																																				cgu		racv						1		1										waiting for invoice		2		aami								aami		racv										hour labour and paint far too low

		52		2		50		20		20		10		100								50		50		100				50		25		25				100																												70		20		10				100																												70		15		15				100																40		40		20				100				70		10		10		10		100				60		20		10		10		100																																																				allianz		lumleys		elders				1		1								1				2		ima		aami		gio				racv		gio		cgu		aami		vacc

		53		1				100						100						100						100																																										100						100																																100				100																		100						100						100						100				100								100																														100						100						100						100				allianz		elders																		have not received invoice - then I have to pull mine out and fax through paperwork		2		racv		cgu						cgu		racv

		54		1				80		20				100						100						100						50		30		20		100																																100				100																																																																												100								100																																								100								100				gio								1		1				1				1		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice		31		gio		aami

		55		1						100				100		1						50		50		100		1						100				100		1																																				1																														50		50		100		1																		100				100		1						100				100		1						100				100		1						100				100		1																		100				100		1						100				100		1		aami		racv		allianz				1		1						1		1				2										allianz												if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		56		1				90				10		100						50		30		20		100						50		50				100																														25		25		50		100																														100						100																														100						100						50		50				100																																												100				100				allianz		aami		cgu				1										1		computers are down		4		racv		qbe						vacc

		57		1				80		20				100						60		20		20		100						100						100																														80		20				100																		80		20				100						100						100																		100						100																100								100																		100						100																		100						100				gio		cgu						1										1				4		racv		hba						racv		vacc		cgu		hba		allainz

		58		1		80						20		100																														100						100																		100						100																																																						100						100						100						100				100								100																																																										1																3		racv		lumley						lumley

		59		1		60		25		15				100						70		30				100																																										10		70		20		100																																																																												75		25						100																																																				cgu								1		1				1		1		1		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)		2		racv								racv		aami										CGU - from bad to worse

		60		1																																																																																																																																																																																																																																																										We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		61				75						25		100				60				20		20		100						100						100																														75		15		10		100				100								100																																								25		50		15		10		100																		98		1		1		100																																														100		100				Zurich		aami		lumley				1										1				4		racv		lumley						vacc		racv

		62		1		80		20						100						50		50				100				20		80						100						100						100																		100						100																		100						100						100						100																				100				100																		100						100																																										100						100												1										1				4

		63				100								100						100						100				100								100																																100				100																												100								100																		100						100				100								100				100								100																		100						100																												cgu		racv		aami				1								1						2		racv		aami		qbe		gio

		64		2		60		40						100						40		60				100		1												1																																				1																												40		60				100																		40		60				100				40		60						100														1																										100								100																racv		gio						1										1				3		aami		gio

		65		2		90		10						100								100				100										100		100																														50		50				100																														100						100																		100						100				100								100								25		75		100																				25		75		100								25		75		100						100						100												1		1								1		assessor has not sent in file		2		aami

		66		1				70		20		10		100						50		30		20		100				50		40		10				100						100						100																				80		20		100																		100						100																																100				100				90		10						100						80		20				100																												100								100				100								100				allianz		aami		cgu										1				1				4		gio		racv						gio		allianz

		67		1		85		15						100						90		10				100						40		50		10		100																50		50						100						80		20				100																		80		20				100																														80		20				100						90		10				100				70		30						100																																																																																				aami		vacc

		68						100						100						100						100						100						100						100						100																		100						100						100						100						100						100						100						100																		100						100						100						100						95		5				100						100						100																		100						100																																																cgu		allianz0		lumley

		69		2		100								100				30		30		10		30		100										100		100										100		100				50		25		25				100				50		25		25				100																																																																100								100				100								100																																								100								100				ansvar		gio																1		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever		3		racv

		70																																																																																																																																																																																																																																																aami		gio										the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		71		1		80		20						100		1		10		90						100		1		40		60						100		1																										30		70						100		1																																																														10		90						100		1		20		40		40				100		1																																																		racv/nrma		allianz								1												2		racv/nrma

		72		1				40		40		20		100						50		40		10		100						50		45		5		100																														50		45		5		100																																100				100																		65		30		5		100								95		5		100						65		30		5		100																																										50		50				100				aami/aust alliance/sun. royal/aust pensioners		cgu						1		1				1		1		1		File closed still with assessor file handled interstate changed offices		4		aami		allianz		lumley				aami		racv		gio		allianz		lumley

		73		1				80		20				100						80		20				100						70		30				100						45		45		10		100																		45		35		20		100																														100						100				10		90						100						40		50		10		100						80		20				100				10		70		10		10		100																		80				20		100																		50		50				100				lumley		cgu		ansvar														1		Never received file		2		racv		lumley - only slightly		others - slightly				racv		vacc		lumley								Ringing each month for payment of invoice cost money & time

		74		2		80		20						100						40		60				100		1				50		50				100		1																														60		40		100		1																		60		40		100						40		60				100																		100						100				40		60						100										100		100		1																100						100						100						100																yes								1		1								1				4										gio		aami

		75		2												1												1												1																																				1												1																90		10				100																										1												1												1																								1																										lumley		racv				1																3		elders		aami		qbe																1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		76		1				100						100								50		50		100								100				100																																50		50		100																																																																												50		50						100																																																				allianz		cgu						1										1				4		racv		aami						vacc

		77		1				100						100						100						100						100						100						100						100																20		80						100																																																																		100						100						100						100																																																				all same												1		1				1				3		aami		qbe		cgu

		78				100								100																		10		90				100																														100						100																														100						100																		10		50		40		100						100						100																																												100				100								100				100																				1		1		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.		4

		79		1												1												1												1												1																								1												1												1												1																								1												1												1												1																								1												1								1				1																						vacc												Sorry, we are ok no real halp as we factor all our insurance work.

		80		1																																																																100						100																																																						95				5		100																																																																																				1														4

		81		2				100						100																																																						100						100																																																				100								100																						100		100																																																				racv can take 90 days		vacc		aami				1		1								1		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.		3		cgu		aami						racv		vacc

		82		1		85		15						100						80		20				100						70		20		10		100																														20		50		30		100																		40		50		10		100																																100				100						40		60				100						10		70		20		100								100				100																														100						100				racv		cgu		lumleys						1		1						1		Not my file, I will pass you on.		3		aami		racv		allianz				aami

		83		2		90		10						100						90		10				100						90		10				100																														90		10				100								100				100																				100				100																				100				100								90		10		100								90		10		100																				90		10		100								90		10		100						80		20				100				We don't attach supps to original invoice						1																3,4		aami		cgu						bmw		cgu

		84		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																								1																						It's too competitive, insurance companies always stuff us up.

		85		1				50		50				100																																100				100						100						100						100						100																																																						100						100																30		50		20				100																		100						100																												aami		sun royal						1										1				2		racv								racv

		86		1		92		6				2		100				100								100				100								100																														100						100				100								100																																																																100								100																																								100								100																1						1				2		aami		racv/nrma		gio		zurich		aami

		87		1		100								100						100						100						100						100																100								100				10		90						100																		100						100																														100						100				100								100						100						100				100								100																												100								100				ima - racv								1																aami		ima - racv		allianz

		88		2																																																																																																																																																																																																														cgu		gio						1						1						The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.		2																						Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		89		1		90		10						100																		100						100																100								100								100				100																																																				100								100				50		50						100				25		50		25				100																																																												1										1		Sent to wrong state office.		4		qbe/merc mutual		gio

		90		1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		racv		cgu						1								1		1				1		aami								aami		cgu

		91		2		100								100																																																						80		20				100																												100								100																																								100								100																																																				cgu								1										1				4		racv								vacc

		92		2		100								100				95.0						5		100				100								100																												80		20						100																																																																100								100						100						100																																																				allianz																1				Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!		3		cgu								cgu												Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		93		2				80		15		5		100						35		60		5		100						50		50				100																														35		50		15		100						100						100						50		50				100						50		50				100																		50		30		20		100						60		40				100				20		60		20				100																		50		50				100																		50		50								zurich		allianz						1								1						4		racv		aami						racv		aami		fai		gio		qbe		zurich

		94		2																								50		50		50						100																																100				100																								0						100						100																																								100								100																100								100																												cgu								1														3										racv		hba		gio		zurick		qbe mercantile mutual				We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		95		1		90		10						100				40		50		10				100				10		30		40		20		100								30		70		100																		20		40		40		100				70		30						100						10		40		50		100																												60		40						100				80		20						100				60		40						100																												40		40		20				100				5				35		60		100				cgu & zurich		gio		allianz				1												File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.		2		allianz																				CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		96						100						100																		100						100																		100						100						100						100						100						100																10		90						100																		100						100				100								100																																																												0				aim		lumley		sun alliance																Haven't had to follow up		2		nrma/racv		aami						vacc

		97		1		15		80		5				100						10		80		10		100						20		80				100						20		80				100																		20		80				100																														80		20				100																														90		10				100						15		80		5		100																		70		30				100						70		30				100						70		30				100				royal sun alliance		racv								1										95% of the time the claims officer will say that they do not have the invoice on the file.		4		allianz		aami						aami		racv		alliaz		motorcare						Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		98		1														100								100																																																																																																																												100								100																																								100								100																								and investigate		1

		99		1		75		5		10		10		100		1				90		10				100						90		10				100						100						100																		90		10				100						100						100						100						100																		100						100						90		10				100						100						100						90		10				100																		100						100								100				100						100						100				very rarely are supps attached to original - payment 30-40 days								1												Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.		4,5		aami - some of the time								aami, sun royal, alliance, aust pens		allianz										Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		100		1		90		8		2				100																																																						98		2				100																																																																														80		20				100																																																				racv		all states auto						1												Not received tax invoices (which would ave posted and faxed to the insurance co)		2		racv		cgu						aami

		101				40		60						100				100								100				40		60						100				40		60						100				100								100				60		40						100																												100								100																30		30		40				100				60		40						100				100								100																		40		60				100				60		40						100				40		60						100				lumley								1										1				4		racv		aami						cgu		lumleys

		102		2												1												1												1												1																								1												1												1												1												1												1												1												1																								1												1												1										1		1						1		1				3										vacc		aami										The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		103		2		100								100		1				100						100		1				100						100		1				100						100		1																100						100		1				100						100		1												1				100						100		1												1				100						100		1		100								100		1		75		25						100		1												1		100								100		1				100						100		1				100						100		1		racv		gio										1						1				2		racv		allianz						aami		vacc										Direct credit payments are best

		104		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		aami						1																2										gio		cgu

		105		1		50		50						100						50		50				100						100						100																														100						100																																																						100						100						100						100						25		50		25		100																																																				racv								1												Did not receive invoice so they say		4

		106		1				100						100		1				50				50		100		1												1																														20		80		100		1																																																																100						100		1				100						100		1																																																		vacc		allianz																1				4		ima								vacc

		107		2		70		30						100						50		40		10		100								100				100																														50		50				100																																100				100																												70		30						100										100		100																		100						100				70		30						100																racv								1						1		1		1				2																						MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		108		1		80		20						100						10		90				100						50		50				100						50		50				100				50		50						100				60		40						100				60		40						100						60		40				100						60		40				100						60		40				100						60		40				100								60		40		100				95		5						100						60		40				100						60		40				100						80		20				100						80		20				100				cgu		aami		qbe		1																1,2		racv		cgu																		Direct debits would be a solution

		109		1								100		100		1								100		100		1								100		100		1																																100		100		1																																																								100		100		1								100		100		1								100		100		1																																																		lumley - by far								1										1		Invoice not received		2										racv

		110		1		95		5						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1										1												Invoice in relevant file but payment overlooked		2		aami								aami		vacc

		111		2		100								100						75		25				100				50		50						100						100						100																50		50						100																												90		10						100																		100						100																				100				100																100								100																		80		20				100				aami		racv						1		1												2,3		gio		elders		cgu		wesfarmers		vacc

		112						70		30				100						100						100				40		60						100																														100						100																																																				80		20						100																				30				30																																																				racv/nrma								1		1								1				4		aami								gio		lumley

		113																																														100		100																																																																																																				100								100																																																										1																3		racv																				Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		114		1		70		20		10				100				20		80						100				5		95						100																												5		95						100																										10		60		20		20				100																																								25		40		35				100																																																				gio		cgu						1														2		aami		australian international ins.		racv

		115				80		20						100										100		100								100				100				100								100				100								100								80		20		100																						100		100																100								100				100								100						100						100						80				20		100																														100						100						100						100				cgu/fortis								1						1		1		1				5										ima		gio		cgu

		116		1		15		80		5				100				50		30		20				100				50		50						100																																		100		100								100				100																																																								100				100				100								100																																																				gio		aami						1		1				1						Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)		2		gio		racv		aami				aami		gio		vacc

		117		1				100						100						100						100										100		100																																		100		100																																																																				100				100								80		20		100																																																				cgu/vacc		gio		ima				1						1		1		1				4		aami								aami		cgu/vacc		ima

		118		1												1												1												1												1												1												1												1												1												1												1												1												1										0		1												1												1												1												1																								2

		119		1																																																																																																																																																																																																																										1						1				2		cgu								vacc												cgu has been the most improved. Every other company is now fairly swift in payment.

		120		2		80		20						100						90		10				100						70		30				100						100						100																		90		10				100						100						100						100						100						100						100																		90		10				100						80		20				100				10		80		10				100																																										100						100				gio		racv		allianz				1						1				1		Have not received account		2		aami		aust pensioners		racv		allianz														aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		121		1		80		15		5				100										100		100																																												100				100																																																						80		20				100						100						100						100						100																														100						100																lumley														1		1		1		Never received invoice		1		racv								aami		lumley										They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		122														1																																																																																																																																																1																																																		racv/nrma		qbe				1		1										1		have lost file and assessor can't remember assessing		2

		123		2		90				10				100				30		70						100				20		40				40		100																												15		50		15		20		100																														75		25				100																						100		100				40				60				100				48		52						100																						100		100																				100				100												1						1		1		1				5		cgu								gio												Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		124		2																																																																																																																																																																																																														allianz		cgu																		rarely need to follow up now. All payment time are good.		4		all of them								racv		cgu		aami

		125		2		50		50						100				30		60		10				100				30		65		5				100																												10		50		40				100																																																																30		60		10				100				10		80		10				100																																								30		60		10				100				cgu																		1		We still haven't received your invoice		3		aami		gio						cgu		aami		racv

		126		1		95		5						100				50		50						100				40		40		20				100																														75		25				100																100								100				50		50						100																		100						100																100								100																																100				100																racv/nrma										1										Awaiting assessors report (for supps usually)		2		racv		cgu

		127		1		90		10						100						100						100																																										100						100																																																						90		10				100																		100						100																														100						100																								1		1						1						4		aami								aami												We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		128														1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1								1																1																						I factor all my invoices so I do not know which is slow or otherwise.

		129		1		90		10						100				100								100				80		20						100				100								100				100								100				60		40						100																80		20						100																																								80		20						100				70		30						100																80		20						100				100								100																All if you deal directly with the assessor																				I call after 7 day to see if received and it gets the ball on the way		3		racv

		130		1				100						100																		100						100																														100						100																																																						100						100						100						100				100								100																																																										1																4										lumley												I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		131				100								100						100						100						100						100																		100						100								30		70		100																				100				100								100				100				100								100				100								100						100						100								70		30		100																				100				100								100				100						100						100				cgu/fortis								1								1		1				5										cgu		allianz		wesfarmers		lumley		qbe

		132		1				100						100										100		100						100						100						100						100				100								100								100				100						100						100								100				100						100						100						100						100								100				100						100						100								100				100								100				100																		100						100						100						100												1		1		1										5										vacc

		133		1																																																																																																																																																																																																																																				4																						Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		134		1		100								100										100		100						100						100						100						100				100								100						100						100																						100		100										100		100																		100						100						100						100				100								100										100		100																100								100						100						100				aami		racv		gio				1												Processing of chq. Over looked		2		aami		racv						racv		aami

		135		1		80		20						100						80		20				100		1		95		5						100								80		20		100								90		10		100						10		80		10		100																		10		80		10		100						80		20				100						80		20				100								80		20		100						80		20				100						80		20				100																				90		10		100						80		20				100				70		20		10				100				cgu								1						1								4		aami		gio

		136		2		100								100										100		100										100		100																		100						100								50		50		100																																100				100																				100				100						100						100						100						100																						100		100																												racv		gio		nrma				1				1						1				1		aami																				We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		137				100								100														1												1																										100								100														1																																																1												1		25		50		25				100														1												1												1												1								1																4		racv		aami						aami

		138		1						100				100																																																								100				100																																																						100						100																80		20						100																																										100						100				zurich								1						1		1		1				4		lumley								ima

		139		1		100								100																																																																100								100																																																																		100						100																																										100						100																								Invoice is different to accepted quote - Invoice needs to be separated into two		4																						No longer to retail repairs

		140		1				40				60		100		1				100						100		1												1																												50		50				100		1																																																						40		60		100		1				100						100		1		35		30		35				100		1				60		40				100		1																60		40				100		1														allianz		lumleys						1								1		1		File lost send another invoice		3		qbe		cgu						vacc												60 days & over should be a charge of 20% on invoices

		141		1						100				100				100								100				100								100										100		100																100								100																																		100		100																		100						100						100						100						100						100																						100		100																100								100				racv		ansvar		aami				1		1		1						1		I will call you back. Never happens.		1		gio		allianz		zurich		cgu/vacc														With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i

		142		1						80		20		100		1						80		20		100		1								100		100		1																												100						100		1																																																				100						100		1																70		30				100		1																																												100		100		1								1				1												2										vacc

		143		2		100								100																																																																																																																														100						100						100						100																		100						100																												racv		cgu						1								1		1				2,3		cgu		racv

		144						100						100								100				100						50		50				100																																100				100																														100						100																		100						100						25		75				100						100						100																		100						100								100				100																cgu								1		1						1						4		aami

		145		2		100								100																				100				100																		100						100								50		50		100																		100						100																														100						100																		100						100																																																				cgu								1		1												2		aami

		146		2												1												1												1																																				1																																				1																								1												1												1																								1												1														all accounts are factored						1																1

		147		1		100								100		1				100						100																																										100						100																																																																		100						100						100						100		1																																																		racv								1										1				4		aami		racv		allianz				aami		vacc										Payments have been a lot better since the GST came into affect

		148		1				100						100						20		40		40		100						80		20				100						100						100																		20		40		40		100																																																				60		40						100						50		50				100						50		40		10		100																														50		30		20		100						80		20				100				allianz		cgu						1										1		Parts being checked not my file		5		zurich		ima/racv		aami		gio		racv		gio

		149		2		95		5						100						50		50				100				95		5						100								90		10		100						100						100				55		45						100																														100						100																				100				100						75		25				100				75		25						100																		50		50				100						75		25				100						80		20				100				ansvar		allianz		racv						1								1				4		racv		gio						cgu

		150						80		20				100																										1																																				1																																																																										90		10						100																				100				100														1												1		cgu								1		1								1				2										nrma		aami		zurich

		151		2				20		80				100																		100						100																														100						100																																																								100				100																		100						100																																																				racv								1										1		File already closed. So they obviously had overlooked the supplementary		2		aami		racv						racv/nrma		aami		vacc								aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		152		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																						You must have sent it to the wrong department. Your invoice must have been lost can you send it again.		4		Due to the across the board late payments by generally all …….. We now don't take chances on waiting for our money, and have been forced to factor everything or most accounts which costs us everytime.																				We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		153				100								100																												100								100																		100						100																		100						100																																								100								100						100						100																																																												1														2		aami		cgu		racv

		154		2		100								100				53		47						100				54		46						100						45		55				100																														100						100						100						100				60		40						100						100						100						100						100				100								100						90		10				100																48		52						100						100						100				50		50						100				cgu/vacc																1		1				3		cgu/vacc								gio		aami		fai/allianz		vacc		cgu

		155		2		90		10						100						50		50				100						100						100																														50				50		100				100								100																100								100																		100						100				100								100										100		100																		100						100						100						100

		156		1				50		40		10		100						80		20				100								25		75		100																														70		20		10		100																																																						100						100						100						100				90		10						100																100								100																				90		10		100				zurich								1										1				2

		157		2				100						100								100				100						100						100																														90		10				100																																																																100								100						30		50		20		100																100								100																		100						100				racv								1		1										many say invoice never received instead of saying file not on hand		3		aami								vacc		racv										Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		158		1		70						30		100								100				100						100						100										100		100				100								100						30		50		20		100																		100						100																																		100		100						100						100						100						100																																												100				100																						1				4		aami		cgu

		159		2		100								100		1				100						100																		20		80				100																		20		80				100				10		90						100						30		70				100						90		10				100																														30		70				100						80		20				100																		20		80				100						15		70		15		100																racv																				lost invoice please re fax		4		racv								vacc		cgu

		160		1				30		40		30		100						50		50				100																																										45		55				100																																																						80		20				100						80		20				100						90		10				100																														60		40				100				30		50		20				100				cgu		aami		racv														1		generally file lost or misplaced after 5 phone calls		3		zurich																				sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		161		1				100						100								100				100						100						100						100						100										100		100										100		100								100				100								100				100						100						100								100				100										100		100						100						100						100						100								100				100						100						100				100								100								100				100				vacc/cgu		allianz		racv				1		1				1						not worth commenting		4		aami		racv		gio																It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		162		1		100								100																		20		80				100																														20		80				100																20		80						100																																																								100				100				80		20						100				80		20						100																		80		20				100				nrma/racv								1														2		aami								aami		hba

		163		1																																																																																																																																																																																																														lumleys								1						1				1		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.		2		aami		gio						racv		cgu/vacc		motorcare

		164						100						100										100		100								100				100						100						100																				100				100																																																										100		100										100		100										100		100																		100						100																		100						100				qbe		lumleys						1										1				4		aami		zurich																		sick em!

		metro		91										135		34										108		33										109		34										44		15										29		10										126		33										26		17										42		13										57		20										14		14										95		27										101		28										132		32										16		17										53		20										59		23										79		24								17		104		43		10		29		37		75		70		11

		rural		51																																																																																																																																																																																																																																				50

																																																																																																																																																																																																																																								29

		sum		142																																																																																																																																																																																																																																				45

																																																																																																																																																																																																																																								6

		metro %		64.1%																																																																																																																																																																																																																																				0

		rural %		35.9%

		sum				6286		5064		1429		721						1508		5132		2450		1710						2157		5258		2525		960						560		2190		790		860						1230		1395		165		110						1144		5806		3941		1709						770		1350		480		0						543		2287		1060		310						1530		2740		1160		350						400		790		160		50						1238		4942		2365		1035						3170		4965		1590		375						4091		6000		2076		1063						440		530		530		100						1188		2572		990		550						1480		2960		1320		140						1695		3870		1635		800

		empty				84		72		118		138						137		89		110		129						127		85		118		145						157		136		152		152						149		146		161		162						141		73		88		125						153		148		159		164						155		133		147		158						145		126		144		160						158		155		161		163						146		101		123		143						123		97		132		155						100		68		109		136						158		156		156		163						151		131		146		153						146		125		138		159						143		116		134		153

		data entered				81		93		47		27						28		76		55		36						38		80		47		20						8		29		13		13						16		19		4		3						24		92		77		40						12		17		6		1						10		32		18		7						20		39		21		5						7		10		4		2						19		64		42		22						42		68		33		10						65		97		56		29						7		9		9		2						14		34		19		12						19		40		27		6						22		49		31		12

		average				77.6		54.5		30.4		26.7						53.9		67.5		44.5		47.5						56.8		65.7		53.7		48.0						70.0		75.5		60.8		66.2						76.9		73.4		41.3		36.7						47.7		63.1		51.2		42.7						64.2		79.4		80.0		0.0						54.3		71.5		58.9		44.3						76.5		70.3		55.2		70.0						57.1		79.0		40.0		25.0						65.2		77.2		56.3		47.0						75.5		73.0		48.2		37.5						62.9		61.9		37.1		36.7						62.9		58.9		58.9		50.0						84.9		75.6		52.1		45.8						77.9		74.0		48.9		23.3						77.0		79.0		52.7		66.7

		percentage														20.6%												20.0%												20.6%												9.1%												6.1%												20.0%												10.3%												7.9%												12.1%												8.5%												16.4%												17.0%												19.4%												10.3%												12.1%												13.9%												14.5%

		total				189.1645101977												213.4289131921												224.2115621501												272.4403183024												228.2127192982												204.6821805007												223.5784313725												228.9433531746												271.9945054945												201.1428571429												245.7316230918												234.1727145404												198.5207326268												230.6349206349												258.4427981719												224.1169590643												275.4336485327

		sum of sums				13500												10800												10900												4400												2900												12600												2600												4200												5780												1400												9580												10100												13230												1600												5300												5900												8000

		/100				135												108												109												44												29												126												26												42												57.8												14												95.8												101												132.3												16												53												59												80

		percentage				46.6		37.5		10.6		5.3						14.0		47.5		22.7		15.8						19.8		48.2		23.2		8.8						12.7		49.8		18.0		19.5						42.4		48.1		5.7		3.8						9.1		46.1		31.3		13.6						29.6		51.9		18.5		0.0						12.9		54.5		25.2		7.4						26.5		47.4		20.1		6.1						28.6		56.4		11.4		3.6						12.9		51.6		24.7		10.8						31.4		49.2		15.7		3.7						30.9		45.4		15.7		8.0						27.5		33.1		33.1		6.3						22.4		48.5		18.7		10.4						25.1		50.2		22.4		2.4						21.2		48.4		20.4		10.0

		check				100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0





Business Location

		

		Metro		64.1%

		Rural		35.9%





Business Location

		



Location of Business



response Rate

		Response Rate

				25.5%





Factoring1

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24

		20.7%		20.1%		20.7%		9.1%		6.1%		20.1%		10.4%		7.9%		12.2%		8.5%		16.5%		17.1%		19.5%		10.4%		12.2%		14.0%		14.6%

		AAMI		34		20.7%

		GIO		34		20.7%

		Allianz		33		20.1%

		CGU		33		20.1%

		RACV		32		19.5%

		QBE		28		17.1%

		Lumley		27		16.5%

		Zurich		24		14.6%

		Western		23		14.0%

		Elders		20		12.2%

		Wesfarmers		20		12.2%

		Swann		17		10.4%

		Ready		17		10.4%

		Ansvar		15		9.1%

		Guild		14		8.5%

		Factor		13		7.9%

		Catholic		10		6.1%





Factoring1

		



Percentage of respondents that used factoring with this insurer



Factoring

		Factoring used

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich		Total

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24		394

		8.6%		8.4%		8.6%		3.8%		2.5%		8.4%		4.3%		3.3%		5.1%		3.6%		6.9%		7.1%		8.1%		4.3%		5.1%		5.8%		6.1%

		AAMI		8.6%

		GIO		8.6%

		CGU		8.4%

		Allianz		8.4%

		RACV		8.1%

		QBE		7.1%

		Lumley		6.9%

		Zurich		6.1%

		Western		5.8%

		Wesfarmers		5.1%

		Elders		5.1%

		Swann		4.3%

		Ready		4.3%

		Ansvar		3.8%

		Guild		3.6%

		Factor		3.3%

		Catholic		2.5%

		Total		100.0%





Factoring

		



Factoring of Invoices by Insurers as a percentage of total factoring



Payment distribution

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)

		46.6		37.5		10.6		5.3		14.0		47.5		22.7		15.8		19.8		48.2		23.2		8.8		12.7		49.8		18.0		19.5		42.4		48.1		5.7		3.8		9.1		46.1		31.3		13.6		29.6		51.9		18.5		0.0		12.9		54.5		25.2		7.4		26.5		47.4		20.1		6.1		28.6		56.4		11.4		3.6		12.9		51.6		24.7		10.8		31.4		49.2		15.7		3.7		30.9		45.4		15.7		8.0		27.5		33.1		33.1		6.3		22.4		48.5		18.7		10.4		25.1		50.2		22.4		2.4		21.2		48.4		20.4		10.0





Payment distribution

		AAMI (0-21)

		AAMI (22-40)

		AAMI (41-60)

		AAMI (60 plus)



In days

Percentage

Payment distribution for AAMI

44.0588235294

36.3235294118

11.1470588235

8.4705882353



0-21

		



In days

Percentage

Payment distribution for AAMI



22-40

		



In days

Percentage

Payment distribution for Allianz



41-60

		



In days

Percentage

Payment distribution for GIO



60 plus

		



In days

Percentage

Payment distribution for Ansvar



supps

		



In days

Percentage

Payment distribution for Catholic



Reasons

		



In days

Percentage

Payment distribution for CGU



Other reasons

		



In days

Percentage

Payment distribution for Swann



Realistic timeframe

		



In days

Percentage

Payment distribution for HBA



Improved

		



In days

Percentage

Payment distribution for Elders



Badges

		



In days

Percentage

Payment distribution for Guild



Comments

		



In days

Percentage

Payment distribution for Lumleys



		



In days

Percentage

Payment distribution for QBE



		



In days

Percentage

Payment distribution for RACV



		



In days

Percentage

Payment distribution for Ready Plan



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		Allianz (0-21)		GIO (0-21)		Ansvar (0-21)		Catholic (0-21)		CGU (0-21)		Swann (0-21)		HBA (0-21)		Elders (0-21)		Guild (0-21)		Lumley (0-21)		QBE (0-21)		RACV (0-21)		Ready (0-21)		Wesfarm (0-21)		Western (0-21)		Zurich (0-21)

		46.6		14.0		19.8		12.7		42.4		9.1		29.6		12.9		26.5		28.6		12.9		31.4		30.9		27.5		22.4		25.1		21.2

		AAMI		46.6

		Catholic		42.4

		QBE		31.4

		RACV		30.9

		Swann		29.6

		Guild		28.6

		Ready		27.5

		Elders		26.5

		Western		25.1

		Wesfarm		22.4

		Zurich		21.2

		GIO		19.8

		Allianz		14.0

		HBA		12.9

		Lumley		12.9

		Ansvar		12.7

		CGU		9.1





		



percentage

Payment distribution by insurers (0-21 days)



		AAMI (22-40)		Allianz (22-40)		GIO(22-40)		Ansvar (22-40)		Catholic (22-40)		CGU (22-40)		Swann (22-40)		HBA (22-40)		Elders (22-40)		Guild (22-40)		Lumley (22-40)		QBE (22-40)		RACV (22-40)		Ready (22-40)		Wesfarm (22-40)		Western (22-40)		Zurich (22-40)

		37.5		47.5		48.2		49.8		48.1		46.1		51.9		54.5		47.4		56.4		51.6		49.2		45.4		33.1		48.5		50.2		48.4

										Guild		56.4

										HBA		54.5

										Swann		51.9

										Lumley		51.6

										Western		50.2

										Ansvar		49.8

										QBE		49.2

										Wesfarm		48.5

										Zurich		48.4

										GIO		48.2

										Catholic		48.1

										Allianz		47.5

										Elders		47.4

										CGU		46.1

										RACV		45.4

										AAMI		37.5

										Ready		33.1





		



percentage

Payment distribution by insurers (22-40 days)



		AAMI (41-60)		Allianz (41-60)		GIO (41-60)		Ansvar (41-60)		Catholic (41-60)		CGU (41-60)		Swann (41-60)		HBA (41-60)		Elders (41-60)		Guild (41-60)		Lumley (41-60)		QBE (41-60)		RACV (41-60)		Ready (41-60)		Wesfarm  (41-60)		Western  (41-60)		Zurich  (41-60)

		10.6		22.7		23.2		18.0		5.7		31.3		18.5		25.2		20.1		11.4		24.7		15.7		15.7		33.1		18.7		22.4		20.4

				Ready		33.1

				CGU		31.3

				HBA		25.2

				Lumley		24.7

				GIO		23.2

				Allianz		22.7

				Western		22.4

				Zurich		20.4

				Elders		20.1

				Wesfarm		18.7

				Swann		18.5

				Ansvar		18.0

				QBE		15.7

				RACV		15.7

				Guild		11.4

				AAMI		10.6

				Catholic		5.7





		



percentage

Payment distribution by insurers (41-60 days)



		AAMI (60 plus)		Allianz (60 plus)		GIO (60 plus)		Ansvar (60 plus)		Catholic (60 plus)		CGU (60 plus)		Swann (60 plus)		HBA (60 plus)		Elders (60 plus)		Guild (60 plus)		Lumley (60 plus)		QBE (60 plus)		RACV (60 plus)		Ready (60 plus)		Wesfarm (60 plus)		Western (60 plus)		Zurich (60 plus)

		5.3		15.8		8.8		19.5		3.8		13.6		0.0		7.4		6.1		3.6		10.8		3.7		8.0		6.3		10.4		2.4		10.0

		Ansvar		19.5

		Allianz		15.8

		CGU		13.6

		Lumley		10.8

		Wesfarm		10.4

		Zurich		10.0

		GIO		8.8

		RACV		8.0

		HBA		7.4

		Ready		6.3

		Elders		6.1

		AAMI		5.3

		Catholic		3.8

		QBE		3.7

		Guild		3.6

		Western		2.4

		Swann		0.0





		



percentage

Payment distribution by insurers (60 plus)



		Supps 3a)		Frequency		Percent

		RACV		33		27.3%

		CGU		33		27.3%

		AAMI		12		9.9%

		Allianz		10		8.3%

		Lumleys		8		6.6%

		GIO		8		6.6%

		Zurich		6		5.0%

		NRMA		5		4.1%

		QBE		2		1.7%

		Ansvar		2		1.7%

		Aust. Alliance / Sun Royal / Aust. Pensioners		2		1.7%

		Subtotal		121		100.0%

		b)

		CGU/VACC		17

		AAMI		13

		GIO		11

		RACV		9						Total		a)+b)+c)

		ALLIANZ		7						CGU		54		24.3%

		LUMLEYS		6						RACV		51		23.0%

		sun royal		1						AAMI		29		13.1%

		qbe		1						GIO		22		9.9%

		elders		1						Allianz		21		9.5%

		ansvar		1						Lumleys		18		8.1%

		Subtotal		67						Zurich		9		4.1%

										NRMA		5		2.3%

		c)								QBE		4		1.8%

		CGU		6						Ansvar		3		1.4%

		RACV		5						Aust. Alliance / Sun Royal / Aust. Pensioners		3		1.4%

		lumleys		4						Elders		2		0.9%

		ALLIANZ		4						Wefarmers		1		0.5%

		AAMI		4								222		100.0%

		ZURICH		3

		GIO		3

		WESTFARMERS		1

		sun alliance		1

		qbe		1

		elders		1

		ansvar		1

		Subtotal		34

		Grandtotal		222





		



Slowest payers when supps are attached to the original invoice



		

		Don't follow up with insurers		File not at hand		Paperwork incomplete		Claim not registered		Staff shortages		Recent merger caused delays		File lost		Other		Total

		17		104		43		10		29		37		75		70

		17		104		43		10		29		37		75		70		164

		10.4%		63.4%		26.2%		6.1%		17.7%		22.6%		45.7%		42.7%		100.0%

		Claim not registered		6.1%

		Don't follow up with insurers		10.4%

		Staff shortages		17.7%

		Recent merger caused delays		22.6%

		Paperwork incomplete		26.2%

		Other		42.7%

		File lost		45.7%

		File not at hand		63.4%





		



Explanations given by insurers about delays in payments



		4Other (please type answer)

		95% of the time the claims officer will say that they do not have the invoice on the file.

		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice

		Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!

		Amounts vary - need/waiting on assessor

		and investigate

		assessor has not sent in file

		Assessor not submitting file after 30 days

		Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)

		assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help

		Awaiting assessors report (for supps usually)

		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.

		Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.

		Blame assessors for incomplete work

		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)

		claim officer on leave, file sent to wrong branch

		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT

		computers are down

		computers are not working today "we just don’t have that account you are refering to" - how convenient

		Did not receive invoice so they say

		Excess not paid by 3rd party

		File already closed. So they obviously had overlooked the supplementary

		File closed still with assessor file handled interstate changed offices

		File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.

		file is in parts pricing, perosn dealing with calim has left the company or on holidays

		File lost send another invoice

		File returned to assessors faxed copies not received incorrect claim number given by assessors

		file still on assesors desk

		FILED AWAY

		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever

		generally file lost or misplaced after 5 phone calls

		Generally no explanations most process cheque quickly if paper work is complete

		have lost file and assessor can't remember assessing

		Have not received account

		have not received invoice - then I have to pull mine out and fax through paperwork

		Haven't had to follow up

		Havent received account

		I call after 7 day to see if received and it gets the ball on the way

		I will call you back. Never happens.

		I'll get so & so to ring u back

		Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.

		Invoice in relevant file but payment overlooked

		Invoice is different to accepted quote - Invoice needs to be separated into two

		invoice not on file

		invoice not received

		invoice not received

		Invoice not received

		invoice not received although sometimes have faxed copies of same invoice 3 times

		Invoice ot received pls fax or send again

		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.

		invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.

		lost invoice please re fax

		many say invoice never received instead of saying file not on hand

		Never received file

		Never received invoice

		never received invoice, file has been overlooked

		none given

		Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.

		Not my file, I will pass you on.

		Not received tax invoices (which would ave posted and faxed to the insurance co)

		not worth commenting

		Parts being checked not my file

		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.

		Processing of chq. Over looked

		RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date

		rarely need to follow up now. All payment time are good.

		Sent to wrong state office.

		The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.

		waiting for invoice

		We still haven't received your invoice

		You must have sent it to the wrong department. Your invoice must have been lost can you send it again.





		

		Timeframe

		Up to 7 days		11		7.8%

		Up to 14 days		50		35.5%

		Up to 21 days		29		20.6%

		Up to 30 days		45		31.9%

		Up to 60 days		6		4.3%

		Up to 90 days		0		0.0%

		Total		141		100.0%





		



Realistic timeframe for receiving payment



		Improve 6a)				Improve 6b)				Improve 6c)				Improve 6d)

		AAMI		42		AAMI		14		ALLIANZ		7		allianz		2

		RACV		36		ALLIANZ		4		RACV/NRMA		6		cgu/vacc		1

		CGU		11		AUST PENSIONERS		2		AAMI		5		ELDEN		1

		GIO		7		CGU		14		GIO		5		GIO		4

		ALLIANZ		4		elders		1		cgu		3		PENSIONERS		2

		qbe		4		GIO		8		qbe		2		wesfarmers		1

		ZURICH		4		IMA		3		lumley		1		ZURICH		2

		elders		1		LUMLEY		4		WESFARMERS		1

		lumley		1		QBE		3		zurich		1

		royal		1		RACV		17

						SUN ROYAL		1

						zurich		1

				Total		227		1

				RACV		62		27.3%

				AAMI		61		26.9%

				CGU		29		12.8%

				GIO		24		10.6%

				Allianz		17		7.5%

				QBE		9		4.0%

				Zurich		8		3.5%

				Lumleys		6		2.6%

				Aust. Alliance / Sun Royal / Aust. Pensioners		6		2.6%

				Elders		3		1.3%

				Wesfarmers		2		0.9%





		



Insurers that have improved their timeframe of payment over the past three months



		Badges 7a)

		AAMI		41		26.8%

		RACV		37		24.2%

		CGU		26		17.0%

		GIO		22		14.4%

		Allianz		11		7.2%

		Lumleys		6		3.9%

		QBE		3		2.0%

		FAI		2		1.3%

		Motorcare		2		1.3%

		Sun Alliance		2		1.3%

		Wesfarmers		1		0.7%

		Total		153		100.0%





		



BRD members that hold insurers' badges or signs



		1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		60 days & over should be a charge of 20% on invoices

		aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		CGU - from bad to worse

		CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		cgu has been the most improved. Every other company is now fairly swift in payment.

		Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		Direct credit payments are best

		Direct debits would be a solution

		Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		hour labour and paint far too low

		Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		I factor all my invoices so I do not know which is slow or otherwise.

		I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		It's too competitive, insurance companies always stuff us up.

		jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		No longer to retail repairs

		NO!

		Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		Payments have been a lot better since the GST came into affect

		Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		Ringing each month for payment of invoice cost money & time

		sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		sick em!

		small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		Sorry, we are ok no real halp as we factor all our insurance work.

		the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		We factor most of our invoices as we require payment in 2-7 days

		We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i
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raw data 

		Count												Check=100%		AAMI Factor (Enter '1' if box is ticked)										Check=100%		Allianz Factor										Check=100%		GIO Factor										Check=100%		Ansvar Factor										Check=100%		Catholic Factor										Check=100%		CGU Factor										Check 100%		Swann Factor										Check=100%		HBA Factor										Check=100%		Elders Factor										Check =100%		Guild Factor										Check=100%		Lumley Factor										Check=100%		QBE Factor										Check=1005		RACV Factor										Check+100%		Ready Factor										Check=100%		Wefarm Factor										Check=100%		Western Factor										Check =100%		Zurich Factor		Supps 3a)		Supps 3b)		Supps 3c)		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Improve 6a)		Improve 6b)		Improve 6c)		Improve 6d)		Badges 7a)		Badges 7b)		Badges 7c)		Badges 7d)		Badges 7e)		Badges 7f)		Comments

		1		1		99				1				100				20		70		10				100						80		20				100																		100						100				20		20		60				100																																																						100						100																		50		50				100																														100						100						100						100				RACV		GIO		CGU				1												never received invoice, file has been overlooked		2		AAMI		ALLIANZ						AAMI		ALLIANZ		VACC

		2		2		100								100																100								100																														100						100				100								100																100								100																		100						100				100								100				100								100																100								100				100								100						100						100										1				1												4		CGU		RACV						AAMI		CGU		GIO								jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		3		1				100						100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100				100								100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100						100						100												1						1		1				invoice not received		4		IMA		CGU						IMA/RACV		CGU

		4				80		10		9		1		100				90		10						100				100								100																												100								100																100								100				100								100																				100				100				100								100				90		10						100																100								100				100								100				100								100				AAMI/CGU								1												Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.		3,4		CGU								VACC		AAMI

		5						100						100						100						100																																										100						100								100				100						100						100																																																				60		40						100																														60		40				100																CGU								1		1				1		1		1		invoice not received although sometimes have faxed copies of same invoice 3 times		2		RACV								VACC

		6		2				90		10				100										100		100				90		10						100																		100						100						90		10				100																														100						100																				100				100						50		50				100				10				70		20		100																		100						100						80		20				100				100								100				RACV								1										1		file still on assesors desk		4		AAMI								RACV												Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		7		1		10		50		40				100		1				70				30		100		1				20				80		100		1												1												1		80		20						100		1												1												1												1												1												1												1				50		50				100		1												1												1												1		100								100		1								1		1										1				2		ZURICH		CGU		ALLIANZ		ROYALSON		CGU

		8		1												1												1												1				70		30				100																										1																																				1												1				100						100						100						100						90		10				100														1				90		10				100						90		10				100						90		10				100				CGU		AAMI						1												none given		1		QBE/MERCANTILE		LUMLEY		RACV/NRMA				RACV/NRMA		CGU		ALLIANZ		ZURICH

		9		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1						4

		10		1				80		20				100																				80		20		100																														80		20				100																																																																												50		50						100																														100						100																AAMI								1								1						2		RACV								RACV

		11		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1				file is in parts pricing, perosn dealing with calim has left the company or on holidays		4

		12		1		10		80		5		5		100						50		50				100				25		75						100						50		50				100						50		50				100								50		50		100																																																																		50		50				100				10		80		10				100																																										100						100				CGU		ALLAINZ		RACV				1		1				1		1						3		RACV		AAMI		GIO		ZURICH

		13		1		60				40				100				100								100				30		70						100				60		40						100				60		40						100				100								100				20		80						100				50		50						100				50		50						100				40		60						100				40		60						100				40		60						100				30		70						100				50		50						100																																																1						1								1		AAMI		SUN ROYAL		ALLIANZ		PENSIONERS		AAMI		RACV		NSA		ALLIANZ

		14		1		75						25		100																		100						100																																50		50		100																												100								100				100								100						100						100				60						40		100				100								100																												100								100						100						100				AAMI										1												2

		15		2		100								100														1												1																												50		50				100		1																																				1																								1				100						100		1				100						100		1																																								50		50				100		1		LUMELYS		CGU						1												claim officer on leave, file sent to wrong branch		3		RACV/IMA		CGU						CGU		AAMI		GIO		SUNROYAL						Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		16						40		40		20		100						40		40		20		100						40		40		20		100																														40		50		10		100																																																								80		20		100																		20		40		40		100																				80		20		100						20		60		20		100						20		60		20		100				RACV		PRESTIGE		CGU				1										1				3

		17		1				100						100		1		40		60						100		1		10		30		60				100		1																100						100		1				30		70				100																		100						100																																45		55		100				70		30						100				35		30		35				100				100								100																		30		70				100																LUMLEY		ALLIANZ						1										1				2		CGU/ALLIANZ								VACC												I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		18		1				100						100																																																																																																																																																																																																				AAMI								1										1				3		AAMI								AAMI												NO!

		19		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		GIO																				Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.		4																						WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		20		1												1												1												1												1																								1																																																1												1												1												1												1																								1												1										1				1										2		RACV								RACV

		21		2		75		10		10		5		100				5		75		15		5		100				20		75		5				100																100								100				10		10		75		5		100																												80		20						100																50		50						100				90		10						100				25		50		15		10		100																100								100				90		10						100				90		10						100				RACV/NRMA		AAMI		CGU				1		1						1				Havent received account		3		AAMI		RACV/NRMA		GIO		ELDEN

		22		2												1		100								100														1																																				1												1																100						100																										1												1												1																								1																								1																								2																						Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		23		1				50		50				100						100						100								100				100																																100				100																																																																		100						100						100						100																														100						100						100						100				RACV		AAMI		GIO				1						1		1				Assessor not submitting file after 30 days		2		HOTLINE		IMA		AAMI		GIO														When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		24		1		50		50						100								100				100				90		10						100																												29		43		14		14		100																33		67						100																												50		50						100																		58		42				100																														100						100				100								100				RACV/NRMA		CGU/VACC		ALLIANZ						1				1		1				RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date		3		GIO								GIO												We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		25		2		100								100						100						100						100						100																														100						100																												100								100																		100						100				100								100						95		3		2		100																		100						100						100						100						100						100				NRMA								1										1				3		CGU		RACV/NRMA						IMA/RACV		GIO

		26		1																																																																																																																																																																																																														RACV		CGU						1												FILED AWAY		4		ALLIANZ		CGU		RACV

		27		2				80		20				100								80		20		100						60		40				100																														20		80				100																																																						60		20		20		100						60		20		20		100				40		30		20		10		100																		80		10		10		100																		80		10		10		100				GIO		LUMLEYS		WESTFARMERS				1								1		1				1		AAMI		AUST PENSIONERS		RACV				RACV		AAMI

		28		1		50		40		10				100				50		50						100				33		67						100																														50		50				100																		100						100										100		100				50						50		100										100		100				100								100				60		40						100				100								100						100						100				100								100										100		100												1														3		IMA

		29		1		100								100																100								100																80		20						100																												50		50						100				80		20						100																100								100				100								100				80		20						100																												100								100				80		20						100												1								1		1				2,4		AAMI								VACC		GIO		RACV

		30		1		40		50		7		3		100																																																						20		80				100																																																																														90		10				100																																																				CGU								1		1										invoice not received		2		royal		racv						AAMI												AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		31		2				80		20				100						100						100						80		20				100		1																																				1																												80																								80						80						80		20				100														1																								1												1												1		RACV/NRMA		AAMI		ZURICH				1		1				1				1		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT		3		AAMI		CGU		WESFARMERS		GIO		VACC												It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		32		1		90				10				100				10		50		40				100				50		50						100						50				50		100																30		65		5				100				100								100																																								33		67						100																20		70		5		5		100																												100								100				100								100				CGU								1		1								1		File returned to assessors faxed copies not received incorrect claim number given by assessors		4		VACC		RACV						RACV/IMA		CGU

		33		2												1												1		100								100		1												1																		100				100		1																																				1																								1		100								100		1												1																100						100		1												1				100						100		1																						Generally no explanations most process cheque quickly if paper work is complete		1,2		GIO		QBE																		We factor most of our invoices as we require payment in 2-7 days

		34		2		50						50		100						75				25		100				80		20						100																																																																				100				100																						100		100				100								100				75		25						100																				100				100																100								100				AAMI		RACV				1										1						2		RACV		GIO

		35		1		100								100		1		100								100																																										100						100																																																																		100						100						100						100		1																100						100						100						100																RACV		AAMI						1		1												4		AAMI		RACV		ALLIANZ				AAMI

		36		2				100						100								10		90		100						100						100										100		100																				100				100																		90		10				100						20		80				100																		20		80				100						50		50				100				20		80						100				10		80		10				100								5		95		100																						100		100				IMA		ALLIANZ		AAMI				1		1						1		1		Amounts vary - need/waiting on assessor		4		IMA		AAMI						AAMI												Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		37		1						100				100						100						100								100				100																														30		70				100																																																																100								100				50		30		20				100																														100						100						100						100				RACV		AAMI		CGU				1												Blame assessors for incomplete work		3		cgu		racv

		38		1		60		20		20				100		1												1																								1																								1												1												1												1												1												1												1		80		20						100														1												1												1												1		ALLIANZ		CGU						1										1		Invoice ot received pls fax or send again		2		RACV								RACV		GIO		CGU		CGU/VACC

		39		2												1												1												1																																				1																																				1																80		20				100		1		20		80						100		1		20		80						100		1																								1		10		80		10				100		1								100		100		1		CGU/VACC		GIO				1																3										VACC

		40		1				100						100						100						100						95				5		100																														80				20		100						100						100

		41		2				80		20				100		1												1				80		20				100		1																												70		30				100		1												1														80		20						100		1																70		20		10		100		1				80		20				100		1		70		30						100																80		20						100																																				1		1				1		1		1		Excess not paid by 3rd party		4										VACC		RACV		GIO		HBA						small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		42				20		20		20		40		100				20		20		20		40		100								50		50		100																														25		25		50		100																																																						25		25		50		100						25		25		50		100								25		75		100																																																				RACV		GIO																1				2		aami		cgu		allianz				lumleys		vacc

		43		2		15		85						100		1						80		20		100		1												1																																				1																																																		100								100		1												1												1																								1												1												1		racv								1		1		1								computers are not working today "we just don’t have that account you are refering to" - how convenient		1,2		aami		cgu						aami		vacc		sun alliance& Royal

		44		2		95		5						100						5		45		50		100				30		50		20				100						100						100																		50		20		30		100																																																																100								100				98		2						100																		70		20		10		100				100								100										100		100				qbe								1								1						2		racv																				Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		45		1				100						100						100						100						95				5		100																														80				20		100																		100						100																														80		20				100				20		80						100				20		80						100																												10		80		10				100										100		100												1						1				1		I'll get so & so to ring u back		2,3,4										racv

		46		1				100						100						60		40				100						100						100																														100						100																																																				70		30						100				60		40						100						30		70				100																																										60		40				100				nrma/racv		gio		zurich				1										1				3		zurich		gio		aami				vacc

		47		1						100				100																				100				100																																100				100																				100				100																																90		10		100																				100				100																																												100				100				gio								1								1				invoice not on file		2		racv		aami		cgu				racv

		48		1		50		50						100						25		75				100								100				100								100				100																				50		50		100																				100				100																																100				100								100				100				50		50						100																		50		50				100						50		50				100								100				100				vacc		lumleys		zurich																invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.		5										aami		racv

		49		1				100						100						100						100						100						100				100								100																		50		50				100																100								100																												100								100				100								100				100								100																100								100																												cgu		aami		gio						1				1						assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help		3m,4										racv		vacc

		50		1		80		20						100				5		25		70				100				80		20						100				60		40						100				40		60						100						20		80				100				10		10		80				100				10		10		80				100																														80		20				100				50		50						100				50		50						100																																																				cgu								1		1								1				4		qbe		racv		aami		allianz		gio

		51		2				70		20		10		100																				100				100																																10		90		100																																																																		90		10				100						10		50		40		100																																																				cgu		racv						1		1										waiting for invoice		2		aami								aami		racv										hour labour and paint far too low

		52		2		50		20		20		10		100								50		50		100				50		25		25				100																												70		20		10				100																												70		15		15				100																40		40		20				100				70		10		10		10		100				60		20		10		10		100																																																				allianz		lumleys		elders				1		1								1				2		ima		aami		gio				racv		gio		cgu		aami		vacc

		53		1				100						100						100						100																																										100						100																																100				100																		100						100						100						100				100								100																														100						100						100						100				allianz		elders																		have not received invoice - then I have to pull mine out and fax through paperwork		2		racv		cgu						cgu		racv

		54		1				80		20				100						100						100						50		30		20		100																																100				100																																																																												100								100																																								100								100				gio								1		1				1				1		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice		31		gio		aami

		55		1						100				100		1						50		50		100		1						100				100		1																																				1																														50		50		100		1																		100				100		1						100				100		1						100				100		1						100				100		1																		100				100		1						100				100		1		aami		racv		allianz				1		1						1		1				2										allianz												if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		56		1				90				10		100						50		30		20		100						50		50				100																														25		25		50		100																														100						100																														100						100						50		50				100																																												100				100				allianz		aami		cgu				1										1		computers are down		4		racv		qbe						vacc

		57		1				80		20				100						60		20		20		100						100						100																														80		20				100																		80		20				100						100						100																		100						100																100								100																		100						100																		100						100				gio		cgu						1										1				4		racv		hba						racv		vacc		cgu		hba		allainz

		58		1		80						20		100																														100						100																		100						100																																																						100						100						100						100				100								100																																																										1																3		racv		lumley						lumley

		59		1		60		25		15				100						70		30				100																																										10		70		20		100																																																																												75		25						100																																																				cgu								1		1				1		1		1		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)		2		racv								racv		aami										CGU - from bad to worse

		60		1																																																																																																																																																																																																																																																										We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		61				75						25		100				60				20		20		100						100						100																														75		15		10		100				100								100																																								25		50		15		10		100																		98		1		1		100																																														100		100				Zurich		aami		lumley				1										1				4		racv		lumley						vacc		racv

		62		1		80		20						100						50		50				100				20		80						100						100						100																		100						100																		100						100						100						100																				100				100																		100						100																																										100						100												1										1				4

		63				100								100						100						100				100								100																																100				100																												100								100																		100						100				100								100				100								100																		100						100																												cgu		racv		aami				1								1						2		racv		aami		qbe		gio

		64		2		60		40						100						40		60				100		1												1																																				1																												40		60				100																		40		60				100				40		60						100														1																										100								100																racv		gio						1										1				3		aami		gio

		65		2		90		10						100								100				100										100		100																														50		50				100																														100						100																		100						100				100								100								25		75		100																				25		75		100								25		75		100						100						100												1		1								1		assessor has not sent in file		2		aami

		66		1				70		20		10		100						50		30		20		100				50		40		10				100						100						100																				80		20		100																		100						100																																100				100				90		10						100						80		20				100																												100								100				100								100				allianz		aami		cgu										1				1				4		gio		racv						gio		allianz

		67		1		85		15						100						90		10				100						40		50		10		100																50		50						100						80		20				100																		80		20				100																														80		20				100						90		10				100				70		30						100																																																																																				aami		vacc

		68						100						100						100						100						100						100						100						100																		100						100						100						100						100						100						100						100																		100						100						100						100						95		5				100						100						100																		100						100																																																cgu		allianz0		lumley

		69		2		100								100				30		30		10		30		100										100		100										100		100				50		25		25				100				50		25		25				100																																																																100								100				100								100																																								100								100				ansvar		gio																1		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever		3		racv

		70																																																																																																																																																																																																																																																aami		gio										the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		71		1		80		20						100		1		10		90						100		1		40		60						100		1																										30		70						100		1																																																														10		90						100		1		20		40		40				100		1																																																		racv/nrma		allianz								1												2		racv/nrma

		72		1				40		40		20		100						50		40		10		100						50		45		5		100																														50		45		5		100																																100				100																		65		30		5		100								95		5		100						65		30		5		100																																										50		50				100				aami/aust alliance/sun. royal/aust pensioners		cgu						1		1				1		1		1		File closed still with assessor file handled interstate changed offices		4		aami		allianz		lumley				aami		racv		gio		allianz		lumley

		73		1				80		20				100						80		20				100						70		30				100						45		45		10		100																		45		35		20		100																														100						100				10		90						100						40		50		10		100						80		20				100				10		70		10		10		100																		80				20		100																		50		50				100				lumley		cgu		ansvar														1		Never received file		2		racv		lumley - only slightly		others - slightly				racv		vacc		lumley								Ringing each month for payment of invoice cost money & time

		74		2		80		20						100						40		60				100		1				50		50				100		1																														60		40		100		1																		60		40		100						40		60				100																		100						100				40		60						100										100		100		1																100						100						100						100																yes								1		1								1				4										gio		aami

		75		2												1												1												1																																				1												1																90		10				100																										1												1												1																								1																										lumley		racv				1																3		elders		aami		qbe																1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		76		1				100						100								50		50		100								100				100																																50		50		100																																																																												50		50						100																																																				allianz		cgu						1										1				4		racv		aami						vacc

		77		1				100						100						100						100						100						100						100						100																20		80						100																																																																		100						100						100						100																																																				all same												1		1				1				3		aami		qbe		cgu

		78				100								100																		10		90				100																														100						100																														100						100																		10		50		40		100						100						100																																												100				100								100				100																				1		1		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.		4

		79		1												1												1												1												1																								1												1												1												1																								1												1												1												1																								1												1								1				1																						vacc												Sorry, we are ok no real halp as we factor all our insurance work.

		80		1																																																																100						100																																																						95				5		100																																																																																				1														4

		81		2				100						100																																																						100						100																																																				100								100																						100		100																																																				racv can take 90 days		vacc		aami				1		1								1		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.		3		cgu		aami						racv		vacc

		82		1		85		15						100						80		20				100						70		20		10		100																														20		50		30		100																		40		50		10		100																																100				100						40		60				100						10		70		20		100								100				100																														100						100				racv		cgu		lumleys						1		1						1		Not my file, I will pass you on.		3		aami		racv		allianz				aami

		83		2		90		10						100						90		10				100						90		10				100																														90		10				100								100				100																				100				100																				100				100								90		10		100								90		10		100																				90		10		100								90		10		100						80		20				100				We don't attach supps to original invoice						1																3,4		aami		cgu						bmw		cgu

		84		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																								1																						It's too competitive, insurance companies always stuff us up.

		85		1				50		50				100																																100				100						100						100						100						100																																																						100						100																30		50		20				100																		100						100																												aami		sun royal						1										1				2		racv								racv

		86		1		92		6				2		100				100								100				100								100																														100						100				100								100																																																																100								100																																								100								100																1						1				2		aami		racv/nrma		gio		zurich		aami

		87		1		100								100						100						100						100						100																100								100				10		90						100																		100						100																														100						100				100								100						100						100				100								100																												100								100				ima - racv								1																aami		ima - racv		allianz

		88		2																																																																																																																																																																																																														cgu		gio						1						1						The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.		2																						Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		89		1		90		10						100																		100						100																100								100								100				100																																																				100								100				50		50						100				25		50		25				100																																																												1										1		Sent to wrong state office.		4		qbe/merc mutual		gio

		90		1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		racv		cgu						1								1		1				1		aami								aami		cgu

		91		2		100								100																																																						80		20				100																												100								100																																								100								100																																																				cgu								1										1				4		racv								vacc

		92		2		100								100				95.0						5		100				100								100																												80		20						100																																																																100								100						100						100																																																				allianz																1				Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!		3		cgu								cgu												Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		93		2				80		15		5		100						35		60		5		100						50		50				100																														35		50		15		100						100						100						50		50				100						50		50				100																		50		30		20		100						60		40				100				20		60		20				100																		50		50				100																		50		50								zurich		allianz						1								1						4		racv		aami						racv		aami		fai		gio		qbe		zurich

		94		2																								50		50		50						100																																100				100																								0						100						100																																								100								100																100								100																												cgu								1														3										racv		hba		gio		zurick		qbe mercantile mutual				We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		95		1		90		10						100				40		50		10				100				10		30		40		20		100								30		70		100																		20		40		40		100				70		30						100						10		40		50		100																												60		40						100				80		20						100				60		40						100																												40		40		20				100				5				35		60		100				cgu & zurich		gio		allianz				1												File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.		2		allianz																				CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		96						100						100																		100						100																		100						100						100						100						100						100																10		90						100																		100						100				100								100																																																												0				aim		lumley		sun alliance																Haven't had to follow up		2		nrma/racv		aami						vacc

		97		1		15		80		5				100						10		80		10		100						20		80				100						20		80				100																		20		80				100																														80		20				100																														90		10				100						15		80		5		100																		70		30				100						70		30				100						70		30				100				royal sun alliance		racv								1										95% of the time the claims officer will say that they do not have the invoice on the file.		4		allianz		aami						aami		racv		alliaz		motorcare						Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		98		1														100								100																																																																																																																												100								100																																								100								100																								and investigate		1

		99		1		75		5		10		10		100		1				90		10				100						90		10				100						100						100																		90		10				100						100						100						100						100																		100						100						90		10				100						100						100						90		10				100																		100						100								100				100						100						100				very rarely are supps attached to original - payment 30-40 days								1												Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.		4,5		aami - some of the time								aami, sun royal, alliance, aust pens		allianz										Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		100		1		90		8		2				100																																																						98		2				100																																																																														80		20				100																																																				racv		all states auto						1												Not received tax invoices (which would ave posted and faxed to the insurance co)		2		racv		cgu						aami

		101				40		60						100				100								100				40		60						100				40		60						100				100								100				60		40						100																												100								100																30		30		40				100				60		40						100				100								100																		40		60				100				60		40						100				40		60						100				lumley								1										1				4		racv		aami						cgu		lumleys

		102		2												1												1												1												1																								1												1												1												1												1												1												1												1																								1												1												1										1		1						1		1				3										vacc		aami										The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		103		2		100								100		1				100						100		1				100						100		1				100						100		1																100						100		1				100						100		1												1				100						100		1												1				100						100		1		100								100		1		75		25						100		1												1		100								100		1				100						100		1				100						100		1		racv		gio										1						1				2		racv		allianz						aami		vacc										Direct credit payments are best

		104		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		aami						1																2										gio		cgu

		105		1		50		50						100						50		50				100						100						100																														100						100																																																						100						100						100						100						25		50		25		100																																																				racv								1												Did not receive invoice so they say		4

		106		1				100						100		1				50				50		100		1												1																														20		80		100		1																																																																100						100		1				100						100		1																																																		vacc		allianz																1				4		ima								vacc

		107		2		70		30						100						50		40		10		100								100				100																														50		50				100																																100				100																												70		30						100										100		100																		100						100				70		30						100																racv								1						1		1		1				2																						MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		108		1		80		20						100						10		90				100						50		50				100						50		50				100				50		50						100				60		40						100				60		40						100						60		40				100						60		40				100						60		40				100						60		40				100								60		40		100				95		5						100						60		40				100						60		40				100						80		20				100						80		20				100				cgu		aami		qbe		1																1,2		racv		cgu																		Direct debits would be a solution

		109		1								100		100		1								100		100		1								100		100		1																																100		100		1																																																								100		100		1								100		100		1								100		100		1																																																		lumley - by far								1										1		Invoice not received		2										racv

		110		1		95		5						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1										1												Invoice in relevant file but payment overlooked		2		aami								aami		vacc

		111		2		100								100						75		25				100				50		50						100						100						100																50		50						100																												90		10						100																		100						100																				100				100																100								100																		80		20				100				aami		racv						1		1												2,3		gio		elders		cgu		wesfarmers		vacc

		112						70		30				100						100						100				40		60						100																														100						100																																																				80		20						100																				30				30																																																				racv/nrma								1		1								1				4		aami								gio		lumley

		113																																														100		100																																																																																																				100								100																																																										1																3		racv																				Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		114		1		70		20		10				100				20		80						100				5		95						100																												5		95						100																										10		60		20		20				100																																								25		40		35				100																																																				gio		cgu						1														2		aami		australian international ins.		racv

		115				80		20						100										100		100								100				100				100								100				100								100								80		20		100																						100		100																100								100				100								100						100						100						80				20		100																														100						100						100						100				cgu/fortis								1						1		1		1				5										ima		gio		cgu

		116		1		15		80		5				100				50		30		20				100				50		50						100																																		100		100								100				100																																																								100				100				100								100																																																				gio		aami						1		1				1						Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)		2		gio		racv		aami				aami		gio		vacc

		117		1				100						100						100						100										100		100																																		100		100																																																																				100				100								80		20		100																																																				cgu/vacc		gio		ima				1						1		1		1				4		aami								aami		cgu/vacc		ima

		118		1												1												1												1												1												1												1												1												1												1												1												1												1										0		1												1												1												1												1																								2

		119		1																																																																																																																																																																																																																										1						1				2		cgu								vacc												cgu has been the most improved. Every other company is now fairly swift in payment.

		120		2		80		20						100						90		10				100						70		30				100						100						100																		90		10				100						100						100						100						100						100						100																		90		10				100						80		20				100				10		80		10				100																																										100						100				gio		racv		allianz				1						1				1		Have not received account		2		aami		aust pensioners		racv		allianz														aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		121		1		80		15		5				100										100		100																																												100				100																																																						80		20				100						100						100						100						100																														100						100																lumley														1		1		1		Never received invoice		1		racv								aami		lumley										They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		122														1																																																																																																																																																1																																																		racv/nrma		qbe				1		1										1		have lost file and assessor can't remember assessing		2

		123		2		90				10				100				30		70						100				20		40				40		100																												15		50		15		20		100																														75		25				100																						100		100				40				60				100				48		52						100																						100		100																				100				100												1						1		1		1				5		cgu								gio												Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		124		2																																																																																																																																																																																																														allianz		cgu																		rarely need to follow up now. All payment time are good.		4		all of them								racv		cgu		aami

		125		2		50		50						100				30		60		10				100				30		65		5				100																												10		50		40				100																																																																30		60		10				100				10		80		10				100																																								30		60		10				100				cgu																		1		We still haven't received your invoice		3		aami		gio						cgu		aami		racv

		126		1		95		5						100				50		50						100				40		40		20				100																														75		25				100																100								100				50		50						100																		100						100																100								100																																100				100																racv/nrma										1										Awaiting assessors report (for supps usually)		2		racv		cgu

		127		1		90		10						100						100						100																																										100						100																																																						90		10				100																		100						100																														100						100																								1		1						1						4		aami								aami												We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		128														1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1								1																1																						I factor all my invoices so I do not know which is slow or otherwise.

		129		1		90		10						100				100								100				80		20						100				100								100				100								100				60		40						100																80		20						100																																								80		20						100				70		30						100																80		20						100				100								100																All if you deal directly with the assessor																				I call after 7 day to see if received and it gets the ball on the way		3		racv

		130		1				100						100																		100						100																														100						100																																																						100						100						100						100				100								100																																																										1																4										lumley												I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		131				100								100						100						100						100						100																		100						100								30		70		100																				100				100								100				100				100								100				100								100						100						100								70		30		100																				100				100								100				100						100						100				cgu/fortis								1								1		1				5										cgu		allianz		wesfarmers		lumley		qbe

		132		1				100						100										100		100						100						100						100						100				100								100								100				100						100						100								100				100						100						100						100						100								100				100						100						100								100				100								100				100																		100						100						100						100												1		1		1										5										vacc

		133		1																																																																																																																																																																																																																																				4																						Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		134		1		100								100										100		100						100						100						100						100				100								100						100						100																						100		100										100		100																		100						100						100						100				100								100										100		100																100								100						100						100				aami		racv		gio				1												Processing of chq. Over looked		2		aami		racv						racv		aami

		135		1		80		20						100						80		20				100		1		95		5						100								80		20		100								90		10		100						10		80		10		100																		10		80		10		100						80		20				100						80		20				100								80		20		100						80		20				100						80		20				100																				90		10		100						80		20				100				70		20		10				100				cgu								1						1								4		aami		gio

		136		2		100								100										100		100										100		100																		100						100								50		50		100																																100				100																				100				100						100						100						100						100																						100		100																												racv		gio		nrma				1				1						1				1		aami																				We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		137				100								100														1												1																										100								100														1																																																1												1		25		50		25				100														1												1												1												1								1																4		racv		aami						aami

		138		1						100				100																																																								100				100																																																						100						100																80		20						100																																										100						100				zurich								1						1		1		1				4		lumley								ima

		139		1		100								100																																																																100								100																																																																		100						100																																										100						100																								Invoice is different to accepted quote - Invoice needs to be separated into two		4																						No longer to retail repairs

		140		1				40				60		100		1				100						100		1												1																												50		50				100		1																																																						40		60		100		1				100						100		1		35		30		35				100		1				60		40				100		1																60		40				100		1														allianz		lumleys						1								1		1		File lost send another invoice		3		qbe		cgu						vacc												60 days & over should be a charge of 20% on invoices

		141		1						100				100				100								100				100								100										100		100																100								100																																		100		100																		100						100						100						100						100						100																						100		100																100								100				racv		ansvar		aami				1		1		1						1		I will call you back. Never happens.		1		gio		allianz		zurich		cgu/vacc														With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i

		142		1						80		20		100		1						80		20		100		1								100		100		1																												100						100		1																																																				100						100		1																70		30				100		1																																												100		100		1								1				1												2										vacc

		143		2		100								100																																																																																																																														100						100						100						100																		100						100																												racv		cgu						1								1		1				2,3		cgu		racv

		144						100						100								100				100						50		50				100																																100				100																														100						100																		100						100						25		75				100						100						100																		100						100								100				100																cgu								1		1						1						4		aami

		145		2		100								100																				100				100																		100						100								50		50		100																		100						100																														100						100																		100						100																																																				cgu								1		1												2		aami

		146		2												1												1												1																																				1																																				1																								1												1												1																								1												1														all accounts are factored						1																1

		147		1		100								100		1				100						100																																										100						100																																																																		100						100						100						100		1																																																		racv								1										1				4		aami		racv		allianz				aami		vacc										Payments have been a lot better since the GST came into affect

		148		1				100						100						20		40		40		100						80		20				100						100						100																		20		40		40		100																																																				60		40						100						50		50				100						50		40		10		100																														50		30		20		100						80		20				100				allianz		cgu						1										1		Parts being checked not my file		5		zurich		ima/racv		aami		gio		racv		gio

		149		2		95		5						100						50		50				100				95		5						100								90		10		100						100						100				55		45						100																														100						100																				100				100						75		25				100				75		25						100																		50		50				100						75		25				100						80		20				100				ansvar		allianz		racv						1								1				4		racv		gio						cgu

		150						80		20				100																										1																																				1																																																																										90		10						100																				100				100														1												1		cgu								1		1								1				2										nrma		aami		zurich

		151		2				20		80				100																		100						100																														100						100																																																								100				100																		100						100																																																				racv								1										1		File already closed. So they obviously had overlooked the supplementary		2		aami		racv						racv/nrma		aami		vacc								aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		152		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																						You must have sent it to the wrong department. Your invoice must have been lost can you send it again.		4		Due to the across the board late payments by generally all …….. We now don't take chances on waiting for our money, and have been forced to factor everything or most accounts which costs us everytime.																				We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		153				100								100																												100								100																		100						100																		100						100																																								100								100						100						100																																																												1														2		aami		cgu		racv

		154		2		100								100				53		47						100				54		46						100						45		55				100																														100						100						100						100				60		40						100						100						100						100						100				100								100						90		10				100																48		52						100						100						100				50		50						100				cgu/vacc																1		1				3		cgu/vacc								gio		aami		fai/allianz		vacc		cgu

		155		2		90		10						100						50		50				100						100						100																														50				50		100				100								100																100								100																		100						100				100								100										100		100																		100						100						100						100

		156		1				50		40		10		100						80		20				100								25		75		100																														70		20		10		100																																																						100						100						100						100				90		10						100																100								100																				90		10		100				zurich								1										1				2

		157		2				100						100								100				100						100						100																														90		10				100																																																																100								100						30		50		20		100																100								100																		100						100				racv								1		1										many say invoice never received instead of saying file not on hand		3		aami								vacc		racv										Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		158		1		70						30		100								100				100						100						100										100		100				100								100						30		50		20		100																		100						100																																		100		100						100						100						100						100																																												100				100																						1				4		aami		cgu

		159		2		100								100		1				100						100																		20		80				100																		20		80				100				10		90						100						30		70				100						90		10				100																														30		70				100						80		20				100																		20		80				100						15		70		15		100																racv																				lost invoice please re fax		4		racv								vacc		cgu

		160		1				30		40		30		100						50		50				100																																										45		55				100																																																						80		20				100						80		20				100						90		10				100																														60		40				100				30		50		20				100				cgu		aami		racv														1		generally file lost or misplaced after 5 phone calls		3		zurich																				sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		161		1				100						100								100				100						100						100						100						100										100		100										100		100								100				100								100				100						100						100								100				100										100		100						100						100						100						100								100				100						100						100				100								100								100				100				vacc/cgu		allianz		racv				1		1				1						not worth commenting		4		aami		racv		gio																It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		162		1		100								100																		20		80				100																														20		80				100																20		80						100																																																								100				100				80		20						100				80		20						100																		80		20				100				nrma/racv								1														2		aami								aami		hba

		163		1																																																																																																																																																																																																														lumleys								1						1				1		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.		2		aami		gio						racv		cgu/vacc		motorcare

		164						100						100										100		100								100				100						100						100																				100				100																																																										100		100										100		100										100		100																		100						100																		100						100				qbe		lumleys						1										1				4		aami		zurich																		sick em!

		metro		91										135		34										108		33										109		34										44		15										29		10										126		33										26		17										42		13										57		20										14		14										95		27										101		28										132		32										16		17										53		20										59		23										79		24								17		104		43		10		29		37		75		70		11

		rural		51																																																																																																																																																																																																																																				50

																																																																																																																																																																																																																																								29

		sum		142																																																																																																																																																																																																																																				45

																																																																																																																																																																																																																																								6

		metro %		64.1%																																																																																																																																																																																																																																				0

		rural %		35.9%

		sum				6286		5064		1429		721						1508		5132		2450		1710						2157		5258		2525		960						560		2190		790		860						1230		1395		165		110						1144		5806		3941		1709						770		1350		480		0						543		2287		1060		310						1530		2740		1160		350						400		790		160		50						1238		4942		2365		1035						3170		4965		1590		375						4091		6000		2076		1063						440		530		530		100						1188		2572		990		550						1480		2960		1320		140						1695		3870		1635		800

		empty				84		72		118		138						137		89		110		129						127		85		118		145						157		136		152		152						149		146		161		162						141		73		88		125						153		148		159		164						155		133		147		158						145		126		144		160						158		155		161		163						146		101		123		143						123		97		132		155						100		68		109		136						158		156		156		163						151		131		146		153						146		125		138		159						143		116		134		153

		data entered				81		93		47		27						28		76		55		36						38		80		47		20						8		29		13		13						16		19		4		3						24		92		77		40						12		17		6		1						10		32		18		7						20		39		21		5						7		10		4		2						19		64		42		22						42		68		33		10						65		97		56		29						7		9		9		2						14		34		19		12						19		40		27		6						22		49		31		12

		average				77.6		54.5		30.4		26.7						53.9		67.5		44.5		47.5						56.8		65.7		53.7		48.0						70.0		75.5		60.8		66.2						76.9		73.4		41.3		36.7						47.7		63.1		51.2		42.7						64.2		79.4		80.0		0.0						54.3		71.5		58.9		44.3						76.5		70.3		55.2		70.0						57.1		79.0		40.0		25.0						65.2		77.2		56.3		47.0						75.5		73.0		48.2		37.5						62.9		61.9		37.1		36.7						62.9		58.9		58.9		50.0						84.9		75.6		52.1		45.8						77.9		74.0		48.9		23.3						77.0		79.0		52.7		66.7

		percentage														20.6%												20.0%												20.6%												9.1%												6.1%												20.0%												10.3%												7.9%												12.1%												8.5%												16.4%												17.0%												19.4%												10.3%												12.1%												13.9%												14.5%

		total				189.1645101977												213.4289131921												224.2115621501												272.4403183024												228.2127192982												204.6821805007												223.5784313725												228.9433531746												271.9945054945												201.1428571429												245.7316230918												234.1727145404												198.5207326268												230.6349206349												258.4427981719												224.1169590643												275.4336485327

		sum of sums				13500												10800												10900												4400												2900												12600												2600												4200												5780												1400												9580												10100												13230												1600												5300												5900												8000

		/100				135												108												109												44												29												126												26												42												57.8												14												95.8												101												132.3												16												53												59												80

		percentage				46.6		37.5		10.6		5.3						14.0		47.5		22.7		15.8						19.8		48.2		23.2		8.8						12.7		49.8		18.0		19.5						42.4		48.1		5.7		3.8						9.1		46.1		31.3		13.6						29.6		51.9		18.5		0.0						12.9		54.5		25.2		7.4						26.5		47.4		20.1		6.1						28.6		56.4		11.4		3.6						12.9		51.6		24.7		10.8						31.4		49.2		15.7		3.7						30.9		45.4		15.7		8.0						27.5		33.1		33.1		6.3						22.4		48.5		18.7		10.4						25.1		50.2		22.4		2.4						21.2		48.4		20.4		10.0

		check				100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0





Business Location

		

		Metro		64.1%

		Rural		35.9%





Business Location

		



Location of Business



response Rate

		Response Rate

				25.5%





Factoring1

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24

		20.7%		20.1%		20.7%		9.1%		6.1%		20.1%		10.4%		7.9%		12.2%		8.5%		16.5%		17.1%		19.5%		10.4%		12.2%		14.0%		14.6%

		AAMI		34		20.7%

		GIO		34		20.7%

		Allianz		33		20.1%

		CGU		33		20.1%

		RACV		32		19.5%

		QBE		28		17.1%

		Lumley		27		16.5%

		Zurich		24		14.6%

		Western		23		14.0%

		Elders		20		12.2%

		Wesfarmers		20		12.2%

		Swann		17		10.4%

		Ready		17		10.4%

		Ansvar		15		9.1%

		Guild		14		8.5%

		Factor		13		7.9%

		Catholic		10		6.1%





Factoring1

		



Percentage of respondents that used factoring with this insurer



Factoring

		Factoring used

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich		Total

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24		394

		8.6%		8.4%		8.6%		3.8%		2.5%		8.4%		4.3%		3.3%		5.1%		3.6%		6.9%		7.1%		8.1%		4.3%		5.1%		5.8%		6.1%

		AAMI		8.6%

		GIO		8.6%

		CGU		8.4%

		Allianz		8.4%

		RACV		8.1%

		QBE		7.1%

		Lumley		6.9%

		Zurich		6.1%

		Western		5.8%

		Wesfarmers		5.1%

		Elders		5.1%

		Swann		4.3%

		Ready		4.3%

		Ansvar		3.8%

		Guild		3.6%

		Factor		3.3%

		Catholic		2.5%

		Total		100.0%





Factoring

		



Factoring of Invoices by Insurers



Payment distribution

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)

		46.6		37.5		10.6		5.3		14.0		47.5		22.7		15.8		19.8		48.2		23.2		8.8		12.7		49.8		18.0		19.5		42.4		48.1		5.7		3.8		9.1		46.1		31.3		13.6		29.6		51.9		18.5		0.0		12.9		54.5		25.2		7.4		26.5		47.4		20.1		6.1		28.6		56.4		11.4		3.6		12.9		51.6		24.7		10.8		31.4		49.2		15.7		3.7		30.9		45.4		15.7		8.0		27.5		33.1		33.1		6.3		22.4		48.5		18.7		10.4		25.1		50.2		22.4		2.4		21.2		48.4		20.4		10.0





Payment distribution

		AAMI (0-21)

		AAMI (22-40)

		AAMI (41-60)

		AAMI (60 plus)



In days

Percentage

Payment distribution for AAMI

44.0588235294

36.3235294118

11.1470588235

8.4705882353



0-21

		



In days

Percentage

Payment distribution for AAMI



22-40

		



In days

Percentage

Payment distribution for Allianz



41-60

		



In days

Percentage

Payment distribution for GIO



60 plus

		



In days

Percentage

Payment distribution for Ansvar



supps

		



In days

Percentage

Payment distribution for Catholic



Reasons

		



In days

Percentage

Payment distribution for CGU



Other reasons

		



In days

Percentage

Payment distribution for Swann



Realistic timeframe

		



In days

Percentage

Payment distribution for HBA



Improved

		



In days

Percentage

Payment distribution for Elders



Badges

		



In days

Percentage

Payment distribution for Guild



Comments

		



In days

Percentage

Payment distribution for Lumleys



		



In days

Percentage

Payment distribution for QBE



		



In days

Percentage

Payment distribution for RACV



		



In days

Percentage

Payment distribution for Ready Plan



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		Allianz (0-21)		GIO (0-21)		Ansvar (0-21)		Catholic (0-21)		CGU (0-21)		Swann (0-21)		HBA (0-21)		Elders (0-21)		Guild (0-21)		Lumley (0-21)		QBE (0-21)		RACV (0-21)		Ready (0-21)		Wesfarm (0-21)		Western (0-21)		Zurich (0-21)

		46.6		14.0		19.8		12.7		42.4		9.1		29.6		12.9		26.5		28.6		12.9		31.4		30.9		27.5		22.4		25.1		21.2

		AAMI		46.6

		Catholic		42.4

		QBE		31.4

		RACV		30.9

		Swann		29.6

		Guild		28.6

		Ready		27.5

		Elders		26.5

		Western		25.1

		Wesfarm		22.4

		Zurich		21.2

		GIO		19.8

		Allianz		14.0

		HBA		12.9

		Lumley		12.9

		Ansvar		12.7

		CGU		9.1





		



percentage

Payment distribution by insurers (0-21 days)



		AAMI (22-40)		Allianz (22-40)		GIO(22-40)		Ansvar (22-40)		Catholic (22-40)		CGU (22-40)		Swann (22-40)		HBA (22-40)		Elders (22-40)		Guild (22-40)		Lumley (22-40)		QBE (22-40)		RACV (22-40)		Ready (22-40)		Wesfarm (22-40)		Western (22-40)		Zurich (22-40)

		37.5		47.5		48.2		49.8		48.1		46.1		51.9		54.5		47.4		56.4		51.6		49.2		45.4		33.1		48.5		50.2		48.4

										Guild		56.4

										HBA		54.5

										Swann		51.9

										Lumley		51.6

										Western		50.2

										Ansvar		49.8

										QBE		49.2

										Wesfarm		48.5

										Zurich		48.4

										GIO		48.2

										Catholic		48.1

										Allianz		47.5

										Elders		47.4

										CGU		46.1

										RACV		45.4

										AAMI		37.5

										Ready		33.1





		



percentage

Payment distribution by insurers (22-40 days)



		AAMI (41-60)		Allianz (41-60)		GIO (41-60)		Ansvar (41-60)		Catholic (41-60)		CGU (41-60)		Swann (41-60)		HBA (41-60)		Elders (41-60)		Guild (41-60)		Lumley (41-60)		QBE (41-60)		RACV (41-60)		Ready (41-60)		Wesfarm  (41-60)		Western  (41-60)		Zurich  (41-60)

		10.6		22.7		23.2		18.0		5.7		31.3		18.5		25.2		20.1		11.4		24.7		15.7		15.7		33.1		18.7		22.4		20.4

				Ready		33.1

				CGU		31.3

				HBA		25.2

				Lumley		24.7

				GIO		23.2

				Allianz		22.7

				Western		22.4

				Zurich		20.4

				Elders		20.1

				Wesfarm		18.7

				Swann		18.5

				Ansvar		18.0

				QBE		15.7

				RACV		15.7

				Guild		11.4

				AAMI		10.6

				Catholic		5.7





		



percentage

Payment distribution by insurers (41-60 days)



		AAMI (60 plus)		Allianz (60 plus)		GIO (60 plus)		Ansvar (60 plus)		Catholic (60 plus)		CGU (60 plus)		Swann (60 plus)		HBA (60 plus)		Elders (60 plus)		Guild (60 plus)		Lumley (60 plus)		QBE (60 plus)		RACV (60 plus)		Ready (60 plus)		Wesfarm (60 plus)		Western (60 plus)		Zurich (60 plus)

		5.3		15.8		8.8		19.5		3.8		13.6		0.0		7.4		6.1		3.6		10.8		3.7		8.0		6.3		10.4		2.4		10.0

		Ansvar		19.5

		Allianz		15.8

		CGU		13.6

		Lumley		10.8

		Wesfarm		10.4

		Zurich		10.0

		GIO		8.8

		RACV		8.0

		HBA		7.4

		Ready		6.3

		Elders		6.1

		AAMI		5.3

		Catholic		3.8

		QBE		3.7

		Guild		3.6

		Western		2.4

		Swann		0.0





		



percentage

Payment distribution by insurers (60 plus)



		Supps 3a)		Frequency		Percent

		RACV		33		27.3%

		CGU		33		27.3%

		AAMI		12		9.9%

		Allianz		10		8.3%

		Lumleys		8		6.6%

		GIO		8		6.6%

		Zurich		6		5.0%

		NRMA		5		4.1%

		QBE		2		1.7%

		Ansvar		2		1.7%

		Aust. Alliance / Sun Royal / Aust. Pensioners		2		1.7%

		Subtotal		121		100.0%

		b)

		CGU/VACC		17

		AAMI		13

		GIO		11

		RACV		9						Total		a)+b)+c)

		ALLIANZ		7						CGU		54		24.3%

		LUMLEYS		6						RACV		51		23.0%

		sun royal		1						AAMI		29		13.1%

		qbe		1						GIO		22		9.9%

		elders		1						Allianz		21		9.5%

		ansvar		1						Lumleys		18		8.1%

		Subtotal		67						Zurich		9		4.1%

										NRMA		5		2.3%

		c)								QBE		4		1.8%

		CGU		6						Ansvar		3		1.4%

		RACV		5						Aust. Alliance / Sun Royal / Aust. Pensioners		3		1.4%

		lumleys		4						Elders		2		0.9%

		ALLIANZ		4						Wefarmers		1		0.5%

		AAMI		4								222		100.0%

		ZURICH		3

		GIO		3

		WESTFARMERS		1

		sun alliance		1

		qbe		1

		elders		1

		ansvar		1

		Subtotal		34

		Grandtotal		222





		



Slowest payers when supps are attached to the original invoice



		

		Don't follow up with insurers		File not at hand		Paperwork incomplete		Claim not registered		Staff shortages		Recent merger caused delays		File lost		Other		Total

		17		104		43		10		29		37		75		70

		17		104		43		10		29		37		75		70		385

		4.4%		27.0%		11.2%		2.6%		7.5%		9.6%		19.5%		18.2%		100.0%

		File not at hand		27.0%

		File lost		19.5%

		Other		18.2%

		Paperwork incomplete		11.2%

		Recent merger caused delays		9.6%

		Staff shortages		7.5%

		Don't follow up with insurers		4.4%

		Claim not registered		2.6%

		Total		100.0%





		



Explanations given by insurers about delays in payments



		4Other (please type answer)

		95% of the time the claims officer will say that they do not have the invoice on the file.

		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice

		Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!

		Amounts vary - need/waiting on assessor

		and investigate

		assessor has not sent in file

		Assessor not submitting file after 30 days

		Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)

		assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help

		Awaiting assessors report (for supps usually)

		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.

		Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.

		Blame assessors for incomplete work

		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)

		claim officer on leave, file sent to wrong branch

		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT

		computers are down

		computers are not working today "we just don’t have that account you are refering to" - how convenient

		Did not receive invoice so they say

		Excess not paid by 3rd party

		File already closed. So they obviously had overlooked the supplementary

		File closed still with assessor file handled interstate changed offices

		File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.

		file is in parts pricing, perosn dealing with calim has left the company or on holidays

		File lost send another invoice

		File returned to assessors faxed copies not received incorrect claim number given by assessors

		file still on assesors desk

		FILED AWAY

		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever

		generally file lost or misplaced after 5 phone calls

		Generally no explanations most process cheque quickly if paper work is complete

		have lost file and assessor can't remember assessing

		Have not received account

		have not received invoice - then I have to pull mine out and fax through paperwork

		Haven't had to follow up

		Havent received account

		I call after 7 day to see if received and it gets the ball on the way

		I will call you back. Never happens.

		I'll get so & so to ring u back

		Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.

		Invoice in relevant file but payment overlooked

		Invoice is different to accepted quote - Invoice needs to be separated into two

		invoice not on file

		invoice not received

		invoice not received

		Invoice not received

		invoice not received although sometimes have faxed copies of same invoice 3 times

		Invoice ot received pls fax or send again

		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.

		invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.

		lost invoice please re fax

		many say invoice never received instead of saying file not on hand

		Never received file

		Never received invoice

		never received invoice, file has been overlooked

		none given

		Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.

		Not my file, I will pass you on.

		Not received tax invoices (which would ave posted and faxed to the insurance co)

		not worth commenting

		Parts being checked not my file

		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.

		Processing of chq. Over looked

		RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date

		rarely need to follow up now. All payment time are good.

		Sent to wrong state office.

		The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.

		waiting for invoice

		We still haven't received your invoice

		You must have sent it to the wrong department. Your invoice must have been lost can you send it again.





		

		Timeframe

		Up to 7 days		11		7.8%

		Up to 14 days		50		35.5%

		Up to 21 days		29		20.6%

		Up to 30 days		45		31.9%

		Up to 60 days		6		4.3%

		Up to 90 days		0		0.0%

		Total		141		100.0%





		



Realistic timeframe for receiving payment



		Improve 6a)				Improve 6b)				Improve 6c)				Improve 6d)

		AAMI		42		AAMI		14		ALLIANZ		7		allianz		2

		RACV		36		ALLIANZ		4		RACV/NRMA		6		cgu/vacc		1

		CGU		11		AUST PENSIONERS		2		AAMI		5		ELDEN		1

		GIO		7		CGU		14		GIO		5		GIO		4

		ALLIANZ		4		elders		1		cgu		3		PENSIONERS		2

		qbe		4		GIO		8		qbe		2		wesfarmers		1

		ZURICH		4		IMA		3		lumley		1		ZURICH		2

		elders		1		LUMLEY		4		WESFARMERS		1

		lumley		1		QBE		3		zurich		1

		royal		1		RACV		17

						SUN ROYAL		1

						zurich		1

				Total		227		1

				RACV		62		27.3%

				AAMI		61		26.9%

				CGU		29		12.8%

				GIO		24		10.6%

				Allianz		17		7.5%

				QBE		9		4.0%

				Zurich		8		3.5%

				Lumleys		6		2.6%

				Aust. Alliance / Sun Royal / Aust. Pensioners		6		2.6%

				Elders		3		1.3%

				Wesfarmers		2		0.9%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Insurers that have improved their timeframe of payment over the past three months



		Badges 7a)

		AAMI		41		26.8%

		RACV		37		24.2%

		CGU		26		17.0%

		GIO		22		14.4%

		Allianz		11		7.2%

		Lumleys		6		3.9%

		QBE		3		2.0%

		FAI		2		1.3%

		Motorcare		2		1.3%

		Sun Alliance		2		1.3%

		Wesfarmers		1		0.7%

		Total		153		100.0%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



BRD members that hold insurers' badges or signs



		1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		60 days & over should be a charge of 20% on invoices

		aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		CGU - from bad to worse

		CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		cgu has been the most improved. Every other company is now fairly swift in payment.

		Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		Direct credit payments are best

		Direct debits would be a solution

		Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		hour labour and paint far too low

		Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		I factor all my invoices so I do not know which is slow or otherwise.

		I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		It's too competitive, insurance companies always stuff us up.

		jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		No longer to retail repairs

		NO!

		Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		Payments have been a lot better since the GST came into affect

		Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		Ringing each month for payment of invoice cost money & time

		sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		sick em!

		small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		Sorry, we are ok no real halp as we factor all our insurance work.

		the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		We factor most of our invoices as we require payment in 2-7 days

		We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i
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Payment distribution by insurers (22-40 days)
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raw data 

		Count												Check=100%		AAMI Factor (Enter '1' if box is ticked)										Check=100%		Allianz Factor										Check=100%		GIO Factor										Check=100%		Ansvar Factor										Check=100%		Catholic Factor										Check=100%		CGU Factor										Check 100%		Swann Factor										Check=100%		HBA Factor										Check=100%		Elders Factor										Check =100%		Guild Factor										Check=100%		Lumley Factor										Check=100%		QBE Factor										Check=1005		RACV Factor										Check+100%		Ready Factor										Check=100%		Wefarm Factor										Check=100%		Western Factor										Check =100%		Zurich Factor		Supps 3a)		Supps 3b)		Supps 3c)		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Improve 6a)		Improve 6b)		Improve 6c)		Improve 6d)		Badges 7a)		Badges 7b)		Badges 7c)		Badges 7d)		Badges 7e)		Badges 7f)		Comments

		1		1		99				1				100				20		70		10				100						80		20				100																		100						100				20		20		60				100																																																						100						100																		50		50				100																														100						100						100						100				RACV		GIO		CGU				1												never received invoice, file has been overlooked		2		AAMI		ALLIANZ						AAMI		ALLIANZ		VACC

		2		2		100								100																100								100																														100						100				100								100																100								100																		100						100				100								100				100								100																100								100				100								100						100						100										1				1												4		CGU		RACV						AAMI		CGU		GIO								jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		3		1				100						100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100				100								100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100						100						100												1						1		1				invoice not received		4		IMA		CGU						IMA/RACV		CGU

		4				80		10		9		1		100				90		10						100				100								100																												100								100																100								100				100								100																				100				100				100								100				90		10						100																100								100				100								100				100								100				AAMI/CGU								1												Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.		3,4		CGU								VACC		AAMI

		5						100						100						100						100																																										100						100								100				100						100						100																																																				60		40						100																														60		40				100																CGU								1		1				1		1		1		invoice not received although sometimes have faxed copies of same invoice 3 times		2		RACV								VACC

		6		2				90		10				100										100		100				90		10						100																		100						100						90		10				100																														100						100																				100				100						50		50				100				10				70		20		100																		100						100						80		20				100				100								100				RACV								1										1		file still on assesors desk		4		AAMI								RACV												Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		7		1		10		50		40				100		1				70				30		100		1				20				80		100		1												1												1		80		20						100		1												1												1												1												1												1												1				50		50				100		1												1												1												1		100								100		1								1		1										1				2		ZURICH		CGU		ALLIANZ		ROYALSON		CGU

		8		1												1												1												1				70		30				100																										1																																				1												1				100						100						100						100						90		10				100														1				90		10				100						90		10				100						90		10				100				CGU		AAMI						1												none given		1		QBE/MERCANTILE		LUMLEY		RACV/NRMA				RACV/NRMA		CGU		ALLIANZ		ZURICH

		9		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1						4

		10		1				80		20				100																				80		20		100																														80		20				100																																																																												50		50						100																														100						100																AAMI								1								1						2		RACV								RACV

		11		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1				file is in parts pricing, perosn dealing with calim has left the company or on holidays		4

		12		1		10		80		5		5		100						50		50				100				25		75						100						50		50				100						50		50				100								50		50		100																																																																		50		50				100				10		80		10				100																																										100						100				CGU		ALLAINZ		RACV				1		1				1		1						3		RACV		AAMI		GIO		ZURICH

		13		1		60				40				100				100								100				30		70						100				60		40						100				60		40						100				100								100				20		80						100				50		50						100				50		50						100				40		60						100				40		60						100				40		60						100				30		70						100				50		50						100																																																1						1								1		AAMI		SUN ROYAL		ALLIANZ		PENSIONERS		AAMI		RACV		NSA		ALLIANZ

		14		1		75						25		100																		100						100																																50		50		100																												100								100				100								100						100						100				60						40		100				100								100																												100								100						100						100				AAMI										1												2

		15		2		100								100														1												1																												50		50				100		1																																				1																								1				100						100		1				100						100		1																																								50		50				100		1		LUMELYS		CGU						1												claim officer on leave, file sent to wrong branch		3		RACV/IMA		CGU						CGU		AAMI		GIO		SUNROYAL						Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		16						40		40		20		100						40		40		20		100						40		40		20		100																														40		50		10		100																																																								80		20		100																		20		40		40		100																				80		20		100						20		60		20		100						20		60		20		100				RACV		PRESTIGE		CGU				1										1				3

		17		1				100						100		1		40		60						100		1		10		30		60				100		1																100						100		1				30		70				100																		100						100																																45		55		100				70		30						100				35		30		35				100				100								100																		30		70				100																LUMLEY		ALLIANZ						1										1				2		CGU/ALLIANZ								VACC												I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		18		1				100						100																																																																																																																																																																																																				AAMI								1										1				3		AAMI								AAMI												NO!

		19		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		GIO																				Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.		4																						WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		20		1												1												1												1												1																								1																																																1												1												1												1												1																								1												1										1				1										2		RACV								RACV

		21		2		75		10		10		5		100				5		75		15		5		100				20		75		5				100																100								100				10		10		75		5		100																												80		20						100																50		50						100				90		10						100				25		50		15		10		100																100								100				90		10						100				90		10						100				RACV/NRMA		AAMI		CGU				1		1						1				Havent received account		3		AAMI		RACV/NRMA		GIO		ELDEN

		22		2												1		100								100														1																																				1												1																100						100																										1												1												1																								1																								1																								2																						Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		23		1				50		50				100						100						100								100				100																																100				100																																																																		100						100						100						100																														100						100						100						100				RACV		AAMI		GIO				1						1		1				Assessor not submitting file after 30 days		2		HOTLINE		IMA		AAMI		GIO														When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		24		1		50		50						100								100				100				90		10						100																												29		43		14		14		100																33		67						100																												50		50						100																		58		42				100																														100						100				100								100				RACV/NRMA		CGU/VACC		ALLIANZ						1				1		1				RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date		3		GIO								GIO												We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		25		2		100								100						100						100						100						100																														100						100																												100								100																		100						100				100								100						95		3		2		100																		100						100						100						100						100						100				NRMA								1										1				3		CGU		RACV/NRMA						IMA/RACV		GIO

		26		1																																																																																																																																																																																																														RACV		CGU						1												FILED AWAY		4		ALLIANZ		CGU		RACV

		27		2				80		20				100								80		20		100						60		40				100																														20		80				100																																																						60		20		20		100						60		20		20		100				40		30		20		10		100																		80		10		10		100																		80		10		10		100				GIO		LUMLEYS		WESTFARMERS				1								1		1				1		AAMI		AUST PENSIONERS		RACV				RACV		AAMI

		28		1		50		40		10				100				50		50						100				33		67						100																														50		50				100																		100						100										100		100				50						50		100										100		100				100								100				60		40						100				100								100						100						100				100								100										100		100												1														3		IMA

		29		1		100								100																100								100																80		20						100																												50		50						100				80		20						100																100								100				100								100				80		20						100																												100								100				80		20						100												1								1		1				2,4		AAMI								VACC		GIO		RACV

		30		1		40		50		7		3		100																																																						20		80				100																																																																														90		10				100																																																				CGU								1		1										invoice not received		2		royal		racv						AAMI												AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		31		2				80		20				100						100						100						80		20				100		1																																				1																												80																								80						80						80		20				100														1																								1												1												1		RACV/NRMA		AAMI		ZURICH				1		1				1				1		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT		3		AAMI		CGU		WESFARMERS		GIO		VACC												It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		32		1		90				10				100				10		50		40				100				50		50						100						50				50		100																30		65		5				100				100								100																																								33		67						100																20		70		5		5		100																												100								100				100								100				CGU								1		1								1		File returned to assessors faxed copies not received incorrect claim number given by assessors		4		VACC		RACV						RACV/IMA		CGU

		33		2												1												1		100								100		1												1																		100				100		1																																				1																								1		100								100		1												1																100						100		1												1				100						100		1																						Generally no explanations most process cheque quickly if paper work is complete		1,2		GIO		QBE																		We factor most of our invoices as we require payment in 2-7 days

		34		2		50						50		100						75				25		100				80		20						100																																																																				100				100																						100		100				100								100				75		25						100																				100				100																100								100				AAMI		RACV				1										1						2		RACV		GIO

		35		1		100								100		1		100								100																																										100						100																																																																		100						100						100						100		1																100						100						100						100																RACV		AAMI						1		1												4		AAMI		RACV		ALLIANZ				AAMI

		36		2				100						100								10		90		100						100						100										100		100																				100				100																		90		10				100						20		80				100																		20		80				100						50		50				100				20		80						100				10		80		10				100								5		95		100																						100		100				IMA		ALLIANZ		AAMI				1		1						1		1		Amounts vary - need/waiting on assessor		4		IMA		AAMI						AAMI												Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		37		1						100				100						100						100								100				100																														30		70				100																																																																100								100				50		30		20				100																														100						100						100						100				RACV		AAMI		CGU				1												Blame assessors for incomplete work		3		cgu		racv

		38		1		60		20		20				100		1												1																								1																								1												1												1												1												1												1												1		80		20						100														1												1												1												1		ALLIANZ		CGU						1										1		Invoice ot received pls fax or send again		2		RACV								RACV		GIO		CGU		CGU/VACC

		39		2												1												1												1																																				1																																				1																80		20				100		1		20		80						100		1		20		80						100		1																								1		10		80		10				100		1								100		100		1		CGU/VACC		GIO				1																3										VACC

		40		1				100						100						100						100						95				5		100																														80				20		100						100						100

		41		2				80		20				100		1												1				80		20				100		1																												70		30				100		1												1														80		20						100		1																70		20		10		100		1				80		20				100		1		70		30						100																80		20						100																																				1		1				1		1		1		Excess not paid by 3rd party		4										VACC		RACV		GIO		HBA						small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		42				20		20		20		40		100				20		20		20		40		100								50		50		100																														25		25		50		100																																																						25		25		50		100						25		25		50		100								25		75		100																																																				RACV		GIO																1				2		aami		cgu		allianz				lumleys		vacc

		43		2		15		85						100		1						80		20		100		1												1																																				1																																																		100								100		1												1												1																								1												1												1		racv								1		1		1								computers are not working today "we just don’t have that account you are refering to" - how convenient		1,2		aami		cgu						aami		vacc		sun alliance& Royal

		44		2		95		5						100						5		45		50		100				30		50		20				100						100						100																		50		20		30		100																																																																100								100				98		2						100																		70		20		10		100				100								100										100		100				qbe								1								1						2		racv																				Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		45		1				100						100						100						100						95				5		100																														80				20		100																		100						100																														80		20				100				20		80						100				20		80						100																												10		80		10				100										100		100												1						1				1		I'll get so & so to ring u back		2,3,4										racv

		46		1				100						100						60		40				100						100						100																														100						100																																																				70		30						100				60		40						100						30		70				100																																										60		40				100				nrma/racv		gio		zurich				1										1				3		zurich		gio		aami				vacc

		47		1						100				100																				100				100																																100				100																				100				100																																90		10		100																				100				100																																												100				100				gio								1								1				invoice not on file		2		racv		aami		cgu				racv

		48		1		50		50						100						25		75				100								100				100								100				100																				50		50		100																				100				100																																100				100								100				100				50		50						100																		50		50				100						50		50				100								100				100				vacc		lumleys		zurich																invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.		5										aami		racv

		49		1				100						100						100						100						100						100				100								100																		50		50				100																100								100																												100								100				100								100				100								100																100								100																												cgu		aami		gio						1				1						assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help		3m,4										racv		vacc

		50		1		80		20						100				5		25		70				100				80		20						100				60		40						100				40		60						100						20		80				100				10		10		80				100				10		10		80				100																														80		20				100				50		50						100				50		50						100																																																				cgu								1		1								1				4		qbe		racv		aami		allianz		gio

		51		2				70		20		10		100																				100				100																																10		90		100																																																																		90		10				100						10		50		40		100																																																				cgu		racv						1		1										waiting for invoice		2		aami								aami		racv										hour labour and paint far too low

		52		2		50		20		20		10		100								50		50		100				50		25		25				100																												70		20		10				100																												70		15		15				100																40		40		20				100				70		10		10		10		100				60		20		10		10		100																																																				allianz		lumleys		elders				1		1								1				2		ima		aami		gio				racv		gio		cgu		aami		vacc

		53		1				100						100						100						100																																										100						100																																100				100																		100						100						100						100				100								100																														100						100						100						100				allianz		elders																		have not received invoice - then I have to pull mine out and fax through paperwork		2		racv		cgu						cgu		racv

		54		1				80		20				100						100						100						50		30		20		100																																100				100																																																																												100								100																																								100								100				gio								1		1				1				1		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice		31		gio		aami

		55		1						100				100		1						50		50		100		1						100				100		1																																				1																														50		50		100		1																		100				100		1						100				100		1						100				100		1						100				100		1																		100				100		1						100				100		1		aami		racv		allianz				1		1						1		1				2										allianz												if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		56		1				90				10		100						50		30		20		100						50		50				100																														25		25		50		100																														100						100																														100						100						50		50				100																																												100				100				allianz		aami		cgu				1										1		computers are down		4		racv		qbe						vacc

		57		1				80		20				100						60		20		20		100						100						100																														80		20				100																		80		20				100						100						100																		100						100																100								100																		100						100																		100						100				gio		cgu						1										1				4		racv		hba						racv		vacc		cgu		hba		allainz

		58		1		80						20		100																														100						100																		100						100																																																						100						100						100						100				100								100																																																										1																3		racv		lumley						lumley

		59		1		60		25		15				100						70		30				100																																										10		70		20		100																																																																												75		25						100																																																				cgu								1		1				1		1		1		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)		2		racv								racv		aami										CGU - from bad to worse

		60		1																																																																																																																																																																																																																																																										We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		61				75						25		100				60				20		20		100						100						100																														75		15		10		100				100								100																																								25		50		15		10		100																		98		1		1		100																																														100		100				Zurich		aami		lumley				1										1				4		racv		lumley						vacc		racv

		62		1		80		20						100						50		50				100				20		80						100						100						100																		100						100																		100						100						100						100																				100				100																		100						100																																										100						100												1										1				4

		63				100								100						100						100				100								100																																100				100																												100								100																		100						100				100								100				100								100																		100						100																												cgu		racv		aami				1								1						2		racv		aami		qbe		gio

		64		2		60		40						100						40		60				100		1												1																																				1																												40		60				100																		40		60				100				40		60						100														1																										100								100																racv		gio						1										1				3		aami		gio

		65		2		90		10						100								100				100										100		100																														50		50				100																														100						100																		100						100				100								100								25		75		100																				25		75		100								25		75		100						100						100												1		1								1		assessor has not sent in file		2		aami

		66		1				70		20		10		100						50		30		20		100				50		40		10				100						100						100																				80		20		100																		100						100																																100				100				90		10						100						80		20				100																												100								100				100								100				allianz		aami		cgu										1				1				4		gio		racv						gio		allianz

		67		1		85		15						100						90		10				100						40		50		10		100																50		50						100						80		20				100																		80		20				100																														80		20				100						90		10				100				70		30						100																																																																																				aami		vacc

		68						100						100						100						100						100						100						100						100																		100						100						100						100						100						100						100						100																		100						100						100						100						95		5				100						100						100																		100						100																																																cgu		allianz0		lumley

		69		2		100								100				30		30		10		30		100										100		100										100		100				50		25		25				100				50		25		25				100																																																																100								100				100								100																																								100								100				ansvar		gio																1		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever		3		racv

		70																																																																																																																																																																																																																																																aami		gio										the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		71		1		80		20						100		1		10		90						100		1		40		60						100		1																										30		70						100		1																																																														10		90						100		1		20		40		40				100		1																																																		racv/nrma		allianz								1												2		racv/nrma

		72		1				40		40		20		100						50		40		10		100						50		45		5		100																														50		45		5		100																																100				100																		65		30		5		100								95		5		100						65		30		5		100																																										50		50				100				aami/aust alliance/sun. royal/aust pensioners		cgu						1		1				1		1		1		File closed still with assessor file handled interstate changed offices		4		aami		allianz		lumley				aami		racv		gio		allianz		lumley

		73		1				80		20				100						80		20				100						70		30				100						45		45		10		100																		45		35		20		100																														100						100				10		90						100						40		50		10		100						80		20				100				10		70		10		10		100																		80				20		100																		50		50				100				lumley		cgu		ansvar														1		Never received file		2		racv		lumley - only slightly		others - slightly				racv		vacc		lumley								Ringing each month for payment of invoice cost money & time

		74		2		80		20						100						40		60				100		1				50		50				100		1																														60		40		100		1																		60		40		100						40		60				100																		100						100				40		60						100										100		100		1																100						100						100						100																yes								1		1								1				4										gio		aami

		75		2												1												1												1																																				1												1																90		10				100																										1												1												1																								1																										lumley		racv				1																3		elders		aami		qbe																1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		76		1				100						100								50		50		100								100				100																																50		50		100																																																																												50		50						100																																																				allianz		cgu						1										1				4		racv		aami						vacc

		77		1				100						100						100						100						100						100						100						100																20		80						100																																																																		100						100						100						100																																																				all same												1		1				1				3		aami		qbe		cgu

		78				100								100																		10		90				100																														100						100																														100						100																		10		50		40		100						100						100																																												100				100								100				100																				1		1		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.		4

		79		1												1												1												1												1																								1												1												1												1																								1												1												1												1																								1												1								1				1																						vacc												Sorry, we are ok no real halp as we factor all our insurance work.

		80		1																																																																100						100																																																						95				5		100																																																																																				1														4

		81		2				100						100																																																						100						100																																																				100								100																						100		100																																																				racv can take 90 days		vacc		aami				1		1								1		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.		3		cgu		aami						racv		vacc

		82		1		85		15						100						80		20				100						70		20		10		100																														20		50		30		100																		40		50		10		100																																100				100						40		60				100						10		70		20		100								100				100																														100						100				racv		cgu		lumleys						1		1						1		Not my file, I will pass you on.		3		aami		racv		allianz				aami

		83		2		90		10						100						90		10				100						90		10				100																														90		10				100								100				100																				100				100																				100				100								90		10		100								90		10		100																				90		10		100								90		10		100						80		20				100				We don't attach supps to original invoice						1																3,4		aami		cgu						bmw		cgu

		84		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																								1																						It's too competitive, insurance companies always stuff us up.

		85		1				50		50				100																																100				100						100						100						100						100																																																						100						100																30		50		20				100																		100						100																												aami		sun royal						1										1				2		racv								racv

		86		1		92		6				2		100				100								100				100								100																														100						100				100								100																																																																100								100																																								100								100																1						1				2		aami		racv/nrma		gio		zurich		aami

		87		1		100								100						100						100						100						100																100								100				10		90						100																		100						100																														100						100				100								100						100						100				100								100																												100								100				ima - racv								1																aami		ima - racv		allianz

		88		2																																																																																																																																																																																																														cgu		gio						1						1						The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.		2																						Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		89		1		90		10						100																		100						100																100								100								100				100																																																				100								100				50		50						100				25		50		25				100																																																												1										1		Sent to wrong state office.		4		qbe/merc mutual		gio

		90		1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		racv		cgu						1								1		1				1		aami								aami		cgu

		91		2		100								100																																																						80		20				100																												100								100																																								100								100																																																				cgu								1										1				4		racv								vacc

		92		2		100								100				95.0						5		100				100								100																												80		20						100																																																																100								100						100						100																																																				allianz																1				Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!		3		cgu								cgu												Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		93		2				80		15		5		100						35		60		5		100						50		50				100																														35		50		15		100						100						100						50		50				100						50		50				100																		50		30		20		100						60		40				100				20		60		20				100																		50		50				100																		50		50								zurich		allianz						1								1						4		racv		aami						racv		aami		fai		gio		qbe		zurich

		94		2																								50		50		50						100																																100				100																								0						100						100																																								100								100																100								100																												cgu								1														3										racv		hba		gio		zurick		qbe mercantile mutual				We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		95		1		90		10						100				40		50		10				100				10		30		40		20		100								30		70		100																		20		40		40		100				70		30						100						10		40		50		100																												60		40						100				80		20						100				60		40						100																												40		40		20				100				5				35		60		100				cgu & zurich		gio		allianz				1												File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.		2		allianz																				CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		96						100						100																		100						100																		100						100						100						100						100						100																10		90						100																		100						100				100								100																																																												0				aim		lumley		sun alliance																Haven't had to follow up		2		nrma/racv		aami						vacc

		97		1		15		80		5				100						10		80		10		100						20		80				100						20		80				100																		20		80				100																														80		20				100																														90		10				100						15		80		5		100																		70		30				100						70		30				100						70		30				100				royal sun alliance		racv								1										95% of the time the claims officer will say that they do not have the invoice on the file.		4		allianz		aami						aami		racv		alliaz		motorcare						Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		98		1														100								100																																																																																																																												100								100																																								100								100																								and investigate		1

		99		1		75		5		10		10		100		1				90		10				100						90		10				100						100						100																		90		10				100						100						100						100						100																		100						100						90		10				100						100						100						90		10				100																		100						100								100				100						100						100				very rarely are supps attached to original - payment 30-40 days								1												Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.		4,5		aami - some of the time								aami, sun royal, alliance, aust pens		allianz										Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		100		1		90		8		2				100																																																						98		2				100																																																																														80		20				100																																																				racv		all states auto						1												Not received tax invoices (which would ave posted and faxed to the insurance co)		2		racv		cgu						aami

		101				40		60						100				100								100				40		60						100				40		60						100				100								100				60		40						100																												100								100																30		30		40				100				60		40						100				100								100																		40		60				100				60		40						100				40		60						100				lumley								1										1				4		racv		aami						cgu		lumleys

		102		2												1												1												1												1																								1												1												1												1												1												1												1												1																								1												1												1										1		1						1		1				3										vacc		aami										The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		103		2		100								100		1				100						100		1				100						100		1				100						100		1																100						100		1				100						100		1												1				100						100		1												1				100						100		1		100								100		1		75		25						100		1												1		100								100		1				100						100		1				100						100		1		racv		gio										1						1				2		racv		allianz						aami		vacc										Direct credit payments are best

		104		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		aami						1																2										gio		cgu

		105		1		50		50						100						50		50				100						100						100																														100						100																																																						100						100						100						100						25		50		25		100																																																				racv								1												Did not receive invoice so they say		4

		106		1				100						100		1				50				50		100		1												1																														20		80		100		1																																																																100						100		1				100						100		1																																																		vacc		allianz																1				4		ima								vacc

		107		2		70		30						100						50		40		10		100								100				100																														50		50				100																																100				100																												70		30						100										100		100																		100						100				70		30						100																racv								1						1		1		1				2																						MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		108		1		80		20						100						10		90				100						50		50				100						50		50				100				50		50						100				60		40						100				60		40						100						60		40				100						60		40				100						60		40				100						60		40				100								60		40		100				95		5						100						60		40				100						60		40				100						80		20				100						80		20				100				cgu		aami		qbe		1																1,2		racv		cgu																		Direct debits would be a solution

		109		1								100		100		1								100		100		1								100		100		1																																100		100		1																																																								100		100		1								100		100		1								100		100		1																																																		lumley - by far								1										1		Invoice not received		2										racv

		110		1		95		5						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1										1												Invoice in relevant file but payment overlooked		2		aami								aami		vacc

		111		2		100								100						75		25				100				50		50						100						100						100																50		50						100																												90		10						100																		100						100																				100				100																100								100																		80		20				100				aami		racv						1		1												2,3		gio		elders		cgu		wesfarmers		vacc

		112						70		30				100						100						100				40		60						100																														100						100																																																				80		20						100																				30				30																																																				racv/nrma								1		1								1				4		aami								gio		lumley

		113																																														100		100																																																																																																				100								100																																																										1																3		racv																				Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		114		1		70		20		10				100				20		80						100				5		95						100																												5		95						100																										10		60		20		20				100																																								25		40		35				100																																																				gio		cgu						1														2		aami		australian international ins.		racv

		115				80		20						100										100		100								100				100				100								100				100								100								80		20		100																						100		100																100								100				100								100						100						100						80				20		100																														100						100						100						100				cgu/fortis								1						1		1		1				5										ima		gio		cgu

		116		1		15		80		5				100				50		30		20				100				50		50						100																																		100		100								100				100																																																								100				100				100								100																																																				gio		aami						1		1				1						Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)		2		gio		racv		aami				aami		gio		vacc

		117		1				100						100						100						100										100		100																																		100		100																																																																				100				100								80		20		100																																																				cgu/vacc		gio		ima				1						1		1		1				4		aami								aami		cgu/vacc		ima

		118		1												1												1												1												1												1												1												1												1												1												1												1												1										0		1												1												1												1												1																								2

		119		1																																																																																																																																																																																																																										1						1				2		cgu								vacc												cgu has been the most improved. Every other company is now fairly swift in payment.

		120		2		80		20						100						90		10				100						70		30				100						100						100																		90		10				100						100						100						100						100						100						100																		90		10				100						80		20				100				10		80		10				100																																										100						100				gio		racv		allianz				1						1				1		Have not received account		2		aami		aust pensioners		racv		allianz														aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		121		1		80		15		5				100										100		100																																												100				100																																																						80		20				100						100						100						100						100																														100						100																lumley														1		1		1		Never received invoice		1		racv								aami		lumley										They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		122														1																																																																																																																																																1																																																		racv/nrma		qbe				1		1										1		have lost file and assessor can't remember assessing		2

		123		2		90				10				100				30		70						100				20		40				40		100																												15		50		15		20		100																														75		25				100																						100		100				40				60				100				48		52						100																						100		100																				100				100												1						1		1		1				5		cgu								gio												Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		124		2																																																																																																																																																																																																														allianz		cgu																		rarely need to follow up now. All payment time are good.		4		all of them								racv		cgu		aami

		125		2		50		50						100				30		60		10				100				30		65		5				100																												10		50		40				100																																																																30		60		10				100				10		80		10				100																																								30		60		10				100				cgu																		1		We still haven't received your invoice		3		aami		gio						cgu		aami		racv

		126		1		95		5						100				50		50						100				40		40		20				100																														75		25				100																100								100				50		50						100																		100						100																100								100																																100				100																racv/nrma										1										Awaiting assessors report (for supps usually)		2		racv		cgu

		127		1		90		10						100						100						100																																										100						100																																																						90		10				100																		100						100																														100						100																								1		1						1						4		aami								aami												We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		128														1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1								1																1																						I factor all my invoices so I do not know which is slow or otherwise.

		129		1		90		10						100				100								100				80		20						100				100								100				100								100				60		40						100																80		20						100																																								80		20						100				70		30						100																80		20						100				100								100																All if you deal directly with the assessor																				I call after 7 day to see if received and it gets the ball on the way		3		racv

		130		1				100						100																		100						100																														100						100																																																						100						100						100						100				100								100																																																										1																4										lumley												I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		131				100								100						100						100						100						100																		100						100								30		70		100																				100				100								100				100				100								100				100								100						100						100								70		30		100																				100				100								100				100						100						100				cgu/fortis								1								1		1				5										cgu		allianz		wesfarmers		lumley		qbe

		132		1				100						100										100		100						100						100						100						100				100								100								100				100						100						100								100				100						100						100						100						100								100				100						100						100								100				100								100				100																		100						100						100						100												1		1		1										5										vacc

		133		1																																																																																																																																																																																																																																				4																						Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		134		1		100								100										100		100						100						100						100						100				100								100						100						100																						100		100										100		100																		100						100						100						100				100								100										100		100																100								100						100						100				aami		racv		gio				1												Processing of chq. Over looked		2		aami		racv						racv		aami

		135		1		80		20						100						80		20				100		1		95		5						100								80		20		100								90		10		100						10		80		10		100																		10		80		10		100						80		20				100						80		20				100								80		20		100						80		20				100						80		20				100																				90		10		100						80		20				100				70		20		10				100				cgu								1						1								4		aami		gio

		136		2		100								100										100		100										100		100																		100						100								50		50		100																																100				100																				100				100						100						100						100						100																						100		100																												racv		gio		nrma				1				1						1				1		aami																				We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		137				100								100														1												1																										100								100														1																																																1												1		25		50		25				100														1												1												1												1								1																4		racv		aami						aami

		138		1						100				100																																																								100				100																																																						100						100																80		20						100																																										100						100				zurich								1						1		1		1				4		lumley								ima

		139		1		100								100																																																																100								100																																																																		100						100																																										100						100																								Invoice is different to accepted quote - Invoice needs to be separated into two		4																						No longer to retail repairs

		140		1				40				60		100		1				100						100		1												1																												50		50				100		1																																																						40		60		100		1				100						100		1		35		30		35				100		1				60		40				100		1																60		40				100		1														allianz		lumleys						1								1		1		File lost send another invoice		3		qbe		cgu						vacc												60 days & over should be a charge of 20% on invoices

		141		1						100				100				100								100				100								100										100		100																100								100																																		100		100																		100						100						100						100						100						100																						100		100																100								100				racv		ansvar		aami				1		1		1						1		I will call you back. Never happens.		1		gio		allianz		zurich		cgu/vacc														With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i

		142		1						80		20		100		1						80		20		100		1								100		100		1																												100						100		1																																																				100						100		1																70		30				100		1																																												100		100		1								1				1												2										vacc

		143		2		100								100																																																																																																																														100						100						100						100																		100						100																												racv		cgu						1								1		1				2,3		cgu		racv

		144						100						100								100				100						50		50				100																																100				100																														100						100																		100						100						25		75				100						100						100																		100						100								100				100																cgu								1		1						1						4		aami

		145		2		100								100																				100				100																		100						100								50		50		100																		100						100																														100						100																		100						100																																																				cgu								1		1												2		aami

		146		2												1												1												1																																				1																																				1																								1												1												1																								1												1														all accounts are factored						1																1

		147		1		100								100		1				100						100																																										100						100																																																																		100						100						100						100		1																																																		racv								1										1				4		aami		racv		allianz				aami		vacc										Payments have been a lot better since the GST came into affect

		148		1				100						100						20		40		40		100						80		20				100						100						100																		20		40		40		100																																																				60		40						100						50		50				100						50		40		10		100																														50		30		20		100						80		20				100				allianz		cgu						1										1		Parts being checked not my file		5		zurich		ima/racv		aami		gio		racv		gio

		149		2		95		5						100						50		50				100				95		5						100								90		10		100						100						100				55		45						100																														100						100																				100				100						75		25				100				75		25						100																		50		50				100						75		25				100						80		20				100				ansvar		allianz		racv						1								1				4		racv		gio						cgu

		150						80		20				100																										1																																				1																																																																										90		10						100																				100				100														1												1		cgu								1		1								1				2										nrma		aami		zurich

		151		2				20		80				100																		100						100																														100						100																																																								100				100																		100						100																																																				racv								1										1		File already closed. So they obviously had overlooked the supplementary		2		aami		racv						racv/nrma		aami		vacc								aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		152		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																						You must have sent it to the wrong department. Your invoice must have been lost can you send it again.		4		Due to the across the board late payments by generally all …….. We now don't take chances on waiting for our money, and have been forced to factor everything or most accounts which costs us everytime.																				We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		153				100								100																												100								100																		100						100																		100						100																																								100								100						100						100																																																												1														2		aami		cgu		racv

		154		2		100								100				53		47						100				54		46						100						45		55				100																														100						100						100						100				60		40						100						100						100						100						100				100								100						90		10				100																48		52						100						100						100				50		50						100				cgu/vacc																1		1				3		cgu/vacc								gio		aami		fai/allianz		vacc		cgu

		155		2		90		10						100						50		50				100						100						100																														50				50		100				100								100																100								100																		100						100				100								100										100		100																		100						100						100						100

		156		1				50		40		10		100						80		20				100								25		75		100																														70		20		10		100																																																						100						100						100						100				90		10						100																100								100																				90		10		100				zurich								1										1				2

		157		2				100						100								100				100						100						100																														90		10				100																																																																100								100						30		50		20		100																100								100																		100						100				racv								1		1										many say invoice never received instead of saying file not on hand		3		aami								vacc		racv										Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		158		1		70						30		100								100				100						100						100										100		100				100								100						30		50		20		100																		100						100																																		100		100						100						100						100						100																																												100				100																						1				4		aami		cgu

		159		2		100								100		1				100						100																		20		80				100																		20		80				100				10		90						100						30		70				100						90		10				100																														30		70				100						80		20				100																		20		80				100						15		70		15		100																racv																				lost invoice please re fax		4		racv								vacc		cgu

		160		1				30		40		30		100						50		50				100																																										45		55				100																																																						80		20				100						80		20				100						90		10				100																														60		40				100				30		50		20				100				cgu		aami		racv														1		generally file lost or misplaced after 5 phone calls		3		zurich																				sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		161		1				100						100								100				100						100						100						100						100										100		100										100		100								100				100								100				100						100						100								100				100										100		100						100						100						100						100								100				100						100						100				100								100								100				100				vacc/cgu		allianz		racv				1		1				1						not worth commenting		4		aami		racv		gio																It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		162		1		100								100																		20		80				100																														20		80				100																20		80						100																																																								100				100				80		20						100				80		20						100																		80		20				100				nrma/racv								1														2		aami								aami		hba

		163		1																																																																																																																																																																																																														lumleys								1						1				1		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.		2		aami		gio						racv		cgu/vacc		motorcare

		164						100						100										100		100								100				100						100						100																				100				100																																																										100		100										100		100										100		100																		100						100																		100						100				qbe		lumleys						1										1				4		aami		zurich																		sick em!

		metro		91										135		34										108		33										109		34										44		15										29		10										126		33										26		17										42		13										57		20										14		14										95		27										101		28										132		32										16		17										53		20										59		23										79		24								17		104		43		10		29		37		75		70		11

		rural		51																																																																																																																																																																																																																																				50

																																																																																																																																																																																																																																								29

		sum		142																																																																																																																																																																																																																																				45

																																																																																																																																																																																																																																								6

		metro %		64.1%																																																																																																																																																																																																																																				0

		rural %		35.9%

		sum				6286		5064		1429		721						1508		5132		2450		1710						2157		5258		2525		960						560		2190		790		860						1230		1395		165		110						1144		5806		3941		1709						770		1350		480		0						543		2287		1060		310						1530		2740		1160		350						400		790		160		50						1238		4942		2365		1035						3170		4965		1590		375						4091		6000		2076		1063						440		530		530		100						1188		2572		990		550						1480		2960		1320		140						1695		3870		1635		800

		empty				84		72		118		138						137		89		110		129						127		85		118		145						157		136		152		152						149		146		161		162						141		73		88		125						153		148		159		164						155		133		147		158						145		126		144		160						158		155		161		163						146		101		123		143						123		97		132		155						100		68		109		136						158		156		156		163						151		131		146		153						146		125		138		159						143		116		134		153

		data entered				81		93		47		27						28		76		55		36						38		80		47		20						8		29		13		13						16		19		4		3						24		92		77		40						12		17		6		1						10		32		18		7						20		39		21		5						7		10		4		2						19		64		42		22						42		68		33		10						65		97		56		29						7		9		9		2						14		34		19		12						19		40		27		6						22		49		31		12

		average				77.6		54.5		30.4		26.7						53.9		67.5		44.5		47.5						56.8		65.7		53.7		48.0						70.0		75.5		60.8		66.2						76.9		73.4		41.3		36.7						47.7		63.1		51.2		42.7						64.2		79.4		80.0		0.0						54.3		71.5		58.9		44.3						76.5		70.3		55.2		70.0						57.1		79.0		40.0		25.0						65.2		77.2		56.3		47.0						75.5		73.0		48.2		37.5						62.9		61.9		37.1		36.7						62.9		58.9		58.9		50.0						84.9		75.6		52.1		45.8						77.9		74.0		48.9		23.3						77.0		79.0		52.7		66.7

		percentage														20.6%												20.0%												20.6%												9.1%												6.1%												20.0%												10.3%												7.9%												12.1%												8.5%												16.4%												17.0%												19.4%												10.3%												12.1%												13.9%												14.5%

		total				189.1645101977												213.4289131921												224.2115621501												272.4403183024												228.2127192982												204.6821805007												223.5784313725												228.9433531746												271.9945054945												201.1428571429												245.7316230918												234.1727145404												198.5207326268												230.6349206349												258.4427981719												224.1169590643												275.4336485327

		sum of sums				13500												10800												10900												4400												2900												12600												2600												4200												5780												1400												9580												10100												13230												1600												5300												5900												8000

		/100				135												108												109												44												29												126												26												42												57.8												14												95.8												101												132.3												16												53												59												80

		percentage				46.6		37.5		10.6		5.3						14.0		47.5		22.7		15.8						19.8		48.2		23.2		8.8						12.7		49.8		18.0		19.5						42.4		48.1		5.7		3.8						9.1		46.1		31.3		13.6						29.6		51.9		18.5		0.0						12.9		54.5		25.2		7.4						26.5		47.4		20.1		6.1						28.6		56.4		11.4		3.6						12.9		51.6		24.7		10.8						31.4		49.2		15.7		3.7						30.9		45.4		15.7		8.0						27.5		33.1		33.1		6.3						22.4		48.5		18.7		10.4						25.1		50.2		22.4		2.4						21.2		48.4		20.4		10.0

		check				100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0





Business Location

		

		Metro		64.1%

		Rural		35.9%





Business Location

		



Location of Business



response Rate

		Response Rate

				25.5%





Factoring1

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24

		20.7%		20.1%		20.7%		9.1%		6.1%		20.1%		10.4%		7.9%		12.2%		8.5%		16.5%		17.1%		19.5%		10.4%		12.2%		14.0%		14.6%

		AAMI		34		20.7%

		GIO		34		20.7%

		Allianz		33		20.1%

		CGU		33		20.1%

		RACV		32		19.5%

		QBE		28		17.1%

		Lumley		27		16.5%

		Zurich		24		14.6%

		Western		23		14.0%

		Elders		20		12.2%

		Wesfarmers		20		12.2%

		Swann		17		10.4%

		Ready		17		10.4%

		Ansvar		15		9.1%

		Guild		14		8.5%

		Factor		13		7.9%

		Catholic		10		6.1%





Factoring1

		



Percentage of respondents that used factoring with this insurer



Factoring

		Factoring used

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich		Total

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24		394

		8.6%		8.4%		8.6%		3.8%		2.5%		8.4%		4.3%		3.3%		5.1%		3.6%		6.9%		7.1%		8.1%		4.3%		5.1%		5.8%		6.1%

		AAMI		8.6%

		GIO		8.6%

		CGU		8.4%

		Allianz		8.4%

		RACV		8.1%

		QBE		7.1%

		Lumley		6.9%

		Zurich		6.1%

		Western		5.8%

		Wesfarmers		5.1%

		Elders		5.1%

		Swann		4.3%

		Ready		4.3%

		Ansvar		3.8%

		Guild		3.6%

		Factor		3.3%

		Catholic		2.5%

		Total		100.0%





Factoring

		



Factoring of Invoices by Insurers



Payment distribution

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)

		46.6		37.5		10.6		5.3		14.0		47.5		22.7		15.8		19.8		48.2		23.2		8.8		12.7		49.8		18.0		19.5		42.4		48.1		5.7		3.8		9.1		46.1		31.3		13.6		29.6		51.9		18.5		0.0		12.9		54.5		25.2		7.4		26.5		47.4		20.1		6.1		28.6		56.4		11.4		3.6		12.9		51.6		24.7		10.8		31.4		49.2		15.7		3.7		30.9		45.4		15.7		8.0		27.5		33.1		33.1		6.3		22.4		48.5		18.7		10.4		25.1		50.2		22.4		2.4		21.2		48.4		20.4		10.0





Payment distribution

		AAMI (0-21)

		AAMI (22-40)

		AAMI (41-60)

		AAMI (60 plus)



In days

Percentage

Payment distribution for AAMI

44.0588235294

36.3235294118

11.1470588235

8.4705882353



0-21

		



In days

Percentage

Payment distribution for AAMI



22-40

		



In days

Percentage

Payment distribution for Allianz



41-60

		



In days

Percentage

Payment distribution for GIO



60 plus

		



In days

Percentage

Payment distribution for Ansvar



supps

		



In days

Percentage

Payment distribution for Catholic



Reasons

		



In days

Percentage

Payment distribution for CGU



Other reasons

		



In days

Percentage

Payment distribution for Swann



Realistic timeframe

		



In days

Percentage

Payment distribution for HBA



Improved

		



In days

Percentage

Payment distribution for Elders



Badges

		



In days

Percentage

Payment distribution for Guild



Comments

		



In days

Percentage

Payment distribution for Lumleys



		



In days

Percentage

Payment distribution for QBE



		



In days

Percentage

Payment distribution for RACV



		



In days

Percentage

Payment distribution for Ready Plan



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		Allianz (0-21)		GIO (0-21)		Ansvar (0-21)		Catholic (0-21)		CGU (0-21)		Swann (0-21)		HBA (0-21)		Elders (0-21)		Guild (0-21)		Lumley (0-21)		QBE (0-21)		RACV (0-21)		Ready (0-21)		Wesfarm (0-21)		Western (0-21)		Zurich (0-21)

		46.6		14.0		19.8		12.7		42.4		9.1		29.6		12.9		26.5		28.6		12.9		31.4		30.9		27.5		22.4		25.1		21.2

		AAMI		46.6

		Catholic		42.4

		QBE		31.4

		RACV		30.9

		Swann		29.6

		Guild		28.6

		Ready		27.5

		Elders		26.5

		Western		25.1

		Wesfarm		22.4

		Zurich		21.2

		GIO		19.8

		Allianz		14.0

		HBA		12.9

		Lumley		12.9

		Ansvar		12.7

		CGU		9.1





		



percentage

Payment distribution by insurers (0-21 days)



		AAMI (22-40)		Allianz (22-40)		GIO(22-40)		Ansvar (22-40)		Catholic (22-40)		CGU (22-40)		Swann (22-40)		HBA (22-40)		Elders (22-40)		Guild (22-40)		Lumley (22-40)		QBE (22-40)		RACV (22-40)		Ready (22-40)		Wesfarm (22-40)		Western (22-40)		Zurich (22-40)

		37.5		47.5		48.2		49.8		48.1		46.1		51.9		54.5		47.4		56.4		51.6		49.2		45.4		33.1		48.5		50.2		48.4

										Guild		56.4

										HBA		54.5

										Swann		51.9

										Lumley		51.6

										Western		50.2

										Ansvar		49.8

										QBE		49.2

										Wesfarm		48.5

										Zurich		48.4

										GIO		48.2

										Catholic		48.1

										Allianz		47.5

										Elders		47.4

										CGU		46.1

										RACV		45.4

										AAMI		37.5

										Ready		33.1





		



percentage

Payment distribution by insurers (22-40 days)



		AAMI (41-60)		Allianz (41-60)		GIO (41-60)		Ansvar (41-60)		Catholic (41-60)		CGU (41-60)		Swann (41-60)		HBA (41-60)		Elders (41-60)		Guild (41-60)		Lumley (41-60)		QBE (41-60)		RACV (41-60)		Ready (41-60)		Wesfarm  (41-60)		Western  (41-60)		Zurich  (41-60)

		10.6		22.7		23.2		18.0		5.7		31.3		18.5		25.2		20.1		11.4		24.7		15.7		15.7		33.1		18.7		22.4		20.4

				Ready		33.1

				CGU		31.3

				HBA		25.2

				Lumley		24.7

				GIO		23.2

				Allianz		22.7

				Western		22.4

				Zurich		20.4

				Elders		20.1

				Wesfarm		18.7

				Swann		18.5

				Ansvar		18.0

				QBE		15.7

				RACV		15.7

				Guild		11.4

				AAMI		10.6

				Catholic		5.7





		



percentage

Payment distribution by insurers (41-60 days)



		AAMI (60 plus)		Allianz (60 plus)		GIO (60 plus)		Ansvar (60 plus)		Catholic (60 plus)		CGU (60 plus)		Swann (60 plus)		HBA (60 plus)		Elders (60 plus)		Guild (60 plus)		Lumley (60 plus)		QBE (60 plus)		RACV (60 plus)		Ready (60 plus)		Wesfarm (60 plus)		Western (60 plus)		Zurich (60 plus)

		5.3		15.8		8.8		19.5		3.8		13.6		0.0		7.4		6.1		3.6		10.8		3.7		8.0		6.3		10.4		2.4		10.0

		Ansvar		19.5

		Allianz		15.8

		CGU		13.6

		Lumley		10.8

		Wesfarm		10.4

		Zurich		10.0

		GIO		8.8

		RACV		8.0

		HBA		7.4

		Ready		6.3

		Elders		6.1

		AAMI		5.3

		Catholic		3.8

		QBE		3.7

		Guild		3.6

		Western		2.4

		Swann		0.0





		



percentage

Payment distribution by insurers (60 plus)



		Supps 3a)		Frequency		Percent

		RACV		33		27.3%

		CGU		33		27.3%

		AAMI		12		9.9%

		Allianz		10		8.3%

		Lumleys		8		6.6%

		GIO		8		6.6%

		Zurich		6		5.0%

		NRMA		5		4.1%

		QBE		2		1.7%

		Ansvar		2		1.7%

		Aust. Alliance / Sun Royal / Aust. Pensioners		2		1.7%

		Subtotal		121		100.0%

		b)

		CGU/VACC		17

		AAMI		13

		GIO		11

		RACV		9						Total		a)+b)+c)

		ALLIANZ		7						CGU		54		24.3%

		LUMLEYS		6						RACV		51		23.0%

		sun royal		1						AAMI		29		13.1%

		qbe		1						GIO		22		9.9%

		elders		1						Allianz		21		9.5%

		ansvar		1						Lumleys		18		8.1%

		Subtotal		67						Zurich		9		4.1%

										NRMA		5		2.3%

		c)								QBE		4		1.8%

		CGU		6						Ansvar		3		1.4%

		RACV		5						Aust. Alliance / Sun Royal / Aust. Pensioners		3		1.4%

		lumleys		4						Elders		2		0.9%

		ALLIANZ		4						Wefarmers		1		0.5%

		AAMI		4								222		100.0%

		ZURICH		3

		GIO		3

		WESTFARMERS		1

		sun alliance		1

		qbe		1

		elders		1

		ansvar		1

		Subtotal		34

		Grandtotal		222





		



Slowest payers when supps are attached to the original invoice



		

		Don't follow up with insurers		File not at hand		Paperwork incomplete		Claim not registered		Staff shortages		Recent merger caused delays		File lost		Other		Total

		17		104		43		10		29		37		75		70

		17		104		43		10		29		37		75		70		385

		4.4%		27.0%		11.2%		2.6%		7.5%		9.6%		19.5%		18.2%		100.0%

		File not at hand		27.0%

		File lost		19.5%

		Other		18.2%

		Paperwork incomplete		11.2%

		Recent merger caused delays		9.6%

		Staff shortages		7.5%

		Don't follow up with insurers		4.4%

		Claim not registered		2.6%

		Total		100.0%





		



Explanations given by insurers about delays in payments



		4Other (please type answer)

		95% of the time the claims officer will say that they do not have the invoice on the file.

		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice

		Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!

		Amounts vary - need/waiting on assessor

		and investigate

		assessor has not sent in file

		Assessor not submitting file after 30 days

		Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)

		assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help

		Awaiting assessors report (for supps usually)

		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.

		Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.

		Blame assessors for incomplete work

		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)

		claim officer on leave, file sent to wrong branch

		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT

		computers are down

		computers are not working today "we just don’t have that account you are refering to" - how convenient

		Did not receive invoice so they say

		Excess not paid by 3rd party

		File already closed. So they obviously had overlooked the supplementary

		File closed still with assessor file handled interstate changed offices

		File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.

		file is in parts pricing, perosn dealing with calim has left the company or on holidays

		File lost send another invoice

		File returned to assessors faxed copies not received incorrect claim number given by assessors

		file still on assesors desk

		FILED AWAY

		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever

		generally file lost or misplaced after 5 phone calls

		Generally no explanations most process cheque quickly if paper work is complete

		have lost file and assessor can't remember assessing

		Have not received account

		have not received invoice - then I have to pull mine out and fax through paperwork

		Haven't had to follow up

		Havent received account

		I call after 7 day to see if received and it gets the ball on the way

		I will call you back. Never happens.

		I'll get so & so to ring u back

		Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.

		Invoice in relevant file but payment overlooked

		Invoice is different to accepted quote - Invoice needs to be separated into two

		invoice not on file

		invoice not received

		invoice not received

		Invoice not received

		invoice not received although sometimes have faxed copies of same invoice 3 times

		Invoice ot received pls fax or send again

		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.

		invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.

		lost invoice please re fax

		many say invoice never received instead of saying file not on hand

		Never received file

		Never received invoice

		never received invoice, file has been overlooked

		none given

		Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.

		Not my file, I will pass you on.

		Not received tax invoices (which would ave posted and faxed to the insurance co)

		not worth commenting

		Parts being checked not my file

		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.

		Processing of chq. Over looked

		RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date

		rarely need to follow up now. All payment time are good.

		Sent to wrong state office.

		The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.

		waiting for invoice

		We still haven't received your invoice

		You must have sent it to the wrong department. Your invoice must have been lost can you send it again.





		

		Timeframe

		Up to 7 days		11		7.8%

		Up to 14 days		50		35.5%

		Up to 21 days		29		20.6%

		Up to 30 days		45		31.9%

		Up to 60 days		6		4.3%

		Up to 90 days		0		0.0%

		Total		141		100.0%





		



Realistic timeframe for receiving payment



		Improve 6a)				Improve 6b)				Improve 6c)				Improve 6d)

		AAMI		42		AAMI		14		ALLIANZ		7		allianz		2

		RACV		36		ALLIANZ		4		RACV/NRMA		6		cgu/vacc		1

		CGU		11		AUST PENSIONERS		2		AAMI		5		ELDEN		1

		GIO		7		CGU		14		GIO		5		GIO		4

		ALLIANZ		4		elders		1		cgu		3		PENSIONERS		2

		qbe		4		GIO		8		qbe		2		wesfarmers		1

		ZURICH		4		IMA		3		lumley		1		ZURICH		2

		elders		1		LUMLEY		4		WESFARMERS		1

		lumley		1		QBE		3		zurich		1

		royal		1		RACV		17

						SUN ROYAL		1

						zurich		1

				Total		227		1

				RACV		62		27.3%

				AAMI		61		26.9%

				CGU		29		12.8%

				GIO		24		10.6%

				Allianz		17		7.5%

				QBE		9		4.0%

				Zurich		8		3.5%

				Lumleys		6		2.6%

				Aust. Alliance / Sun Royal / Aust. Pensioners		6		2.6%

				Elders		3		1.3%

				Wesfarmers		2		0.9%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Insurers that have improved their timeframe of payment over the past three months



		Badges 7a)

		AAMI		41		26.8%

		RACV		37		24.2%

		CGU		26		17.0%

		GIO		22		14.4%

		Allianz		11		7.2%

		Lumleys		6		3.9%

		QBE		3		2.0%

		FAI		2		1.3%

		Motorcare		2		1.3%

		Sun Alliance		2		1.3%

		Wesfarmers		1		0.7%

		Total		153		100.0%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



BRD members that hold insurers' badges or signs



		1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		60 days & over should be a charge of 20% on invoices

		aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		CGU - from bad to worse

		CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		cgu has been the most improved. Every other company is now fairly swift in payment.

		Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		Direct credit payments are best

		Direct debits would be a solution

		Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		hour labour and paint far too low

		Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		I factor all my invoices so I do not know which is slow or otherwise.

		I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		It's too competitive, insurance companies always stuff us up.

		jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		No longer to retail repairs

		NO!

		Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		Payments have been a lot better since the GST came into affect

		Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		Ringing each month for payment of invoice cost money & time

		sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		sick em!

		small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		Sorry, we are ok no real halp as we factor all our insurance work.

		the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		We factor most of our invoices as we require payment in 2-7 days

		We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i
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raw data 

		Count												Check=100%		AAMI Factor (Enter '1' if box is ticked)										Check=100%		Allianz Factor										Check=100%		GIO Factor										Check=100%		Ansvar Factor										Check=100%		Catholic Factor										Check=100%		CGU Factor										Check 100%		Swann Factor										Check=100%		HBA Factor										Check=100%		Elders Factor										Check =100%		Guild Factor										Check=100%		Lumley Factor										Check=100%		QBE Factor										Check=1005		RACV Factor										Check+100%		Ready Factor										Check=100%		Wefarm Factor										Check=100%		Western Factor										Check =100%		Zurich Factor		Supps 3a)		Supps 3b)		Supps 3c)		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Improve 6a)		Improve 6b)		Improve 6c)		Improve 6d)		Badges 7a)		Badges 7b)		Badges 7c)		Badges 7d)		Badges 7e)		Badges 7f)		Comments

		1		1		99				1				100				20		70		10				100						80		20				100																		100						100				20		20		60				100																																																						100						100																		50		50				100																														100						100						100						100				RACV		GIO		CGU				1												never received invoice, file has been overlooked		2		AAMI		ALLIANZ						AAMI		ALLIANZ		VACC

		2		2		100								100																100								100																														100						100				100								100																100								100																		100						100				100								100				100								100																100								100				100								100						100						100										1				1												4		CGU		RACV						AAMI		CGU		GIO								jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		3		1				100						100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100				100								100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100						100						100												1						1		1				invoice not received		4		IMA		CGU						IMA/RACV		CGU

		4				80		10		9		1		100				90		10						100				100								100																												100								100																100								100				100								100																				100				100				100								100				90		10						100																100								100				100								100				100								100				AAMI/CGU								1												Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.		3,4		CGU								VACC		AAMI

		5						100						100						100						100																																										100						100								100				100						100						100																																																				60		40						100																														60		40				100																CGU								1		1				1		1		1		invoice not received although sometimes have faxed copies of same invoice 3 times		2		RACV								VACC

		6		2				90		10				100										100		100				90		10						100																		100						100						90		10				100																														100						100																				100				100						50		50				100				10				70		20		100																		100						100						80		20				100				100								100				RACV								1										1		file still on assesors desk		4		AAMI								RACV												Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		7		1		10		50		40				100		1				70				30		100		1				20				80		100		1												1												1		80		20						100		1												1												1												1												1												1												1				50		50				100		1												1												1												1		100								100		1								1		1										1				2		ZURICH		CGU		ALLIANZ		ROYALSON		CGU

		8		1												1												1												1				70		30				100																										1																																				1												1				100						100						100						100						90		10				100														1				90		10				100						90		10				100						90		10				100				CGU		AAMI						1												none given		1		QBE/MERCANTILE		LUMLEY		RACV/NRMA				RACV/NRMA		CGU		ALLIANZ		ZURICH

		9		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1						4

		10		1				80		20				100																				80		20		100																														80		20				100																																																																												50		50						100																														100						100																AAMI								1								1						2		RACV								RACV

		11		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1				file is in parts pricing, perosn dealing with calim has left the company or on holidays		4

		12		1		10		80		5		5		100						50		50				100				25		75						100						50		50				100						50		50				100								50		50		100																																																																		50		50				100				10		80		10				100																																										100						100				CGU		ALLAINZ		RACV				1		1				1		1						3		RACV		AAMI		GIO		ZURICH

		13		1		60				40				100				100								100				30		70						100				60		40						100				60		40						100				100								100				20		80						100				50		50						100				50		50						100				40		60						100				40		60						100				40		60						100				30		70						100				50		50						100																																																1						1								1		AAMI		SUN ROYAL		ALLIANZ		PENSIONERS		AAMI		RACV		NSA		ALLIANZ

		14		1		75						25		100																		100						100																																50		50		100																												100								100				100								100						100						100				60						40		100				100								100																												100								100						100						100				AAMI										1												2

		15		2		100								100														1												1																												50		50				100		1																																				1																								1				100						100		1				100						100		1																																								50		50				100		1		LUMELYS		CGU						1												claim officer on leave, file sent to wrong branch		3		RACV/IMA		CGU						CGU		AAMI		GIO		SUNROYAL						Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		16						40		40		20		100						40		40		20		100						40		40		20		100																														40		50		10		100																																																								80		20		100																		20		40		40		100																				80		20		100						20		60		20		100						20		60		20		100				RACV		PRESTIGE		CGU				1										1				3

		17		1				100						100		1		40		60						100		1		10		30		60				100		1																100						100		1				30		70				100																		100						100																																45		55		100				70		30						100				35		30		35				100				100								100																		30		70				100																LUMLEY		ALLIANZ						1										1				2		CGU/ALLIANZ								VACC												I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		18		1				100						100																																																																																																																																																																																																				AAMI								1										1				3		AAMI								AAMI												NO!

		19		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		GIO																				Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.		4																						WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		20		1												1												1												1												1																								1																																																1												1												1												1												1																								1												1										1				1										2		RACV								RACV

		21		2		75		10		10		5		100				5		75		15		5		100				20		75		5				100																100								100				10		10		75		5		100																												80		20						100																50		50						100				90		10						100				25		50		15		10		100																100								100				90		10						100				90		10						100				RACV/NRMA		AAMI		CGU				1		1						1				Havent received account		3		AAMI		RACV/NRMA		GIO		ELDEN

		22		2												1		100								100														1																																				1												1																100						100																										1												1												1																								1																								1																								2																						Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		23		1				50		50				100						100						100								100				100																																100				100																																																																		100						100						100						100																														100						100						100						100				RACV		AAMI		GIO				1						1		1				Assessor not submitting file after 30 days		2		HOTLINE		IMA		AAMI		GIO														When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		24		1		50		50						100								100				100				90		10						100																												29		43		14		14		100																33		67						100																												50		50						100																		58		42				100																														100						100				100								100				RACV/NRMA		CGU/VACC		ALLIANZ						1				1		1				RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date		3		GIO								GIO												We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		25		2		100								100						100						100						100						100																														100						100																												100								100																		100						100				100								100						95		3		2		100																		100						100						100						100						100						100				NRMA								1										1				3		CGU		RACV/NRMA						IMA/RACV		GIO

		26		1																																																																																																																																																																																																														RACV		CGU						1												FILED AWAY		4		ALLIANZ		CGU		RACV

		27		2				80		20				100								80		20		100						60		40				100																														20		80				100																																																						60		20		20		100						60		20		20		100				40		30		20		10		100																		80		10		10		100																		80		10		10		100				GIO		LUMLEYS		WESTFARMERS				1								1		1				1		AAMI		AUST PENSIONERS		RACV				RACV		AAMI

		28		1		50		40		10				100				50		50						100				33		67						100																														50		50				100																		100						100										100		100				50						50		100										100		100				100								100				60		40						100				100								100						100						100				100								100										100		100												1														3		IMA

		29		1		100								100																100								100																80		20						100																												50		50						100				80		20						100																100								100				100								100				80		20						100																												100								100				80		20						100												1								1		1				2,4		AAMI								VACC		GIO		RACV

		30		1		40		50		7		3		100																																																						20		80				100																																																																														90		10				100																																																				CGU								1		1										invoice not received		2		royal		racv						AAMI												AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		31		2				80		20				100						100						100						80		20				100		1																																				1																												80																								80						80						80		20				100														1																								1												1												1		RACV/NRMA		AAMI		ZURICH				1		1				1				1		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT		3		AAMI		CGU		WESFARMERS		GIO		VACC												It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		32		1		90				10				100				10		50		40				100				50		50						100						50				50		100																30		65		5				100				100								100																																								33		67						100																20		70		5		5		100																												100								100				100								100				CGU								1		1								1		File returned to assessors faxed copies not received incorrect claim number given by assessors		4		VACC		RACV						RACV/IMA		CGU

		33		2												1												1		100								100		1												1																		100				100		1																																				1																								1		100								100		1												1																100						100		1												1				100						100		1																						Generally no explanations most process cheque quickly if paper work is complete		1,2		GIO		QBE																		We factor most of our invoices as we require payment in 2-7 days

		34		2		50						50		100						75				25		100				80		20						100																																																																				100				100																						100		100				100								100				75		25						100																				100				100																100								100				AAMI		RACV				1										1						2		RACV		GIO

		35		1		100								100		1		100								100																																										100						100																																																																		100						100						100						100		1																100						100						100						100																RACV		AAMI						1		1												4		AAMI		RACV		ALLIANZ				AAMI

		36		2				100						100								10		90		100						100						100										100		100																				100				100																		90		10				100						20		80				100																		20		80				100						50		50				100				20		80						100				10		80		10				100								5		95		100																						100		100				IMA		ALLIANZ		AAMI				1		1						1		1		Amounts vary - need/waiting on assessor		4		IMA		AAMI						AAMI												Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		37		1						100				100						100						100								100				100																														30		70				100																																																																100								100				50		30		20				100																														100						100						100						100				RACV		AAMI		CGU				1												Blame assessors for incomplete work		3		cgu		racv

		38		1		60		20		20				100		1												1																								1																								1												1												1												1												1												1												1		80		20						100														1												1												1												1		ALLIANZ		CGU						1										1		Invoice ot received pls fax or send again		2		RACV								RACV		GIO		CGU		CGU/VACC

		39		2												1												1												1																																				1																																				1																80		20				100		1		20		80						100		1		20		80						100		1																								1		10		80		10				100		1								100		100		1		CGU/VACC		GIO				1																3										VACC

		40		1				100						100						100						100						95				5		100																														80				20		100						100						100

		41		2				80		20				100		1												1				80		20				100		1																												70		30				100		1												1														80		20						100		1																70		20		10		100		1				80		20				100		1		70		30						100																80		20						100																																				1		1				1		1		1		Excess not paid by 3rd party		4										VACC		RACV		GIO		HBA						small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		42				20		20		20		40		100				20		20		20		40		100								50		50		100																														25		25		50		100																																																						25		25		50		100						25		25		50		100								25		75		100																																																				RACV		GIO																1				2		aami		cgu		allianz				lumleys		vacc

		43		2		15		85						100		1						80		20		100		1												1																																				1																																																		100								100		1												1												1																								1												1												1		racv								1		1		1								computers are not working today "we just don’t have that account you are refering to" - how convenient		1,2		aami		cgu						aami		vacc		sun alliance& Royal

		44		2		95		5						100						5		45		50		100				30		50		20				100						100						100																		50		20		30		100																																																																100								100				98		2						100																		70		20		10		100				100								100										100		100				qbe								1								1						2		racv																				Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		45		1				100						100						100						100						95				5		100																														80				20		100																		100						100																														80		20				100				20		80						100				20		80						100																												10		80		10				100										100		100												1						1				1		I'll get so & so to ring u back		2,3,4										racv

		46		1				100						100						60		40				100						100						100																														100						100																																																				70		30						100				60		40						100						30		70				100																																										60		40				100				nrma/racv		gio		zurich				1										1				3		zurich		gio		aami				vacc

		47		1						100				100																				100				100																																100				100																				100				100																																90		10		100																				100				100																																												100				100				gio								1								1				invoice not on file		2		racv		aami		cgu				racv

		48		1		50		50						100						25		75				100								100				100								100				100																				50		50		100																				100				100																																100				100								100				100				50		50						100																		50		50				100						50		50				100								100				100				vacc		lumleys		zurich																invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.		5										aami		racv

		49		1				100						100						100						100						100						100				100								100																		50		50				100																100								100																												100								100				100								100				100								100																100								100																												cgu		aami		gio						1				1						assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help		3m,4										racv		vacc

		50		1		80		20						100				5		25		70				100				80		20						100				60		40						100				40		60						100						20		80				100				10		10		80				100				10		10		80				100																														80		20				100				50		50						100				50		50						100																																																				cgu								1		1								1				4		qbe		racv		aami		allianz		gio

		51		2				70		20		10		100																				100				100																																10		90		100																																																																		90		10				100						10		50		40		100																																																				cgu		racv						1		1										waiting for invoice		2		aami								aami		racv										hour labour and paint far too low

		52		2		50		20		20		10		100								50		50		100				50		25		25				100																												70		20		10				100																												70		15		15				100																40		40		20				100				70		10		10		10		100				60		20		10		10		100																																																				allianz		lumleys		elders				1		1								1				2		ima		aami		gio				racv		gio		cgu		aami		vacc

		53		1				100						100						100						100																																										100						100																																100				100																		100						100						100						100				100								100																														100						100						100						100				allianz		elders																		have not received invoice - then I have to pull mine out and fax through paperwork		2		racv		cgu						cgu		racv

		54		1				80		20				100						100						100						50		30		20		100																																100				100																																																																												100								100																																								100								100				gio								1		1				1				1		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice		31		gio		aami

		55		1						100				100		1						50		50		100		1						100				100		1																																				1																														50		50		100		1																		100				100		1						100				100		1						100				100		1						100				100		1																		100				100		1						100				100		1		aami		racv		allianz				1		1						1		1				2										allianz												if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		56		1				90				10		100						50		30		20		100						50		50				100																														25		25		50		100																														100						100																														100						100						50		50				100																																												100				100				allianz		aami		cgu				1										1		computers are down		4		racv		qbe						vacc

		57		1				80		20				100						60		20		20		100						100						100																														80		20				100																		80		20				100						100						100																		100						100																100								100																		100						100																		100						100				gio		cgu						1										1				4		racv		hba						racv		vacc		cgu		hba		allainz

		58		1		80						20		100																														100						100																		100						100																																																						100						100						100						100				100								100																																																										1																3		racv		lumley						lumley

		59		1		60		25		15				100						70		30				100																																										10		70		20		100																																																																												75		25						100																																																				cgu								1		1				1		1		1		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)		2		racv								racv		aami										CGU - from bad to worse

		60		1																																																																																																																																																																																																																																																										We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		61				75						25		100				60				20		20		100						100						100																														75		15		10		100				100								100																																								25		50		15		10		100																		98		1		1		100																																														100		100				Zurich		aami		lumley				1										1				4		racv		lumley						vacc		racv

		62		1		80		20						100						50		50				100				20		80						100						100						100																		100						100																		100						100						100						100																				100				100																		100						100																																										100						100												1										1				4

		63				100								100						100						100				100								100																																100				100																												100								100																		100						100				100								100				100								100																		100						100																												cgu		racv		aami				1								1						2		racv		aami		qbe		gio

		64		2		60		40						100						40		60				100		1												1																																				1																												40		60				100																		40		60				100				40		60						100														1																										100								100																racv		gio						1										1				3		aami		gio

		65		2		90		10						100								100				100										100		100																														50		50				100																														100						100																		100						100				100								100								25		75		100																				25		75		100								25		75		100						100						100												1		1								1		assessor has not sent in file		2		aami

		66		1				70		20		10		100						50		30		20		100				50		40		10				100						100						100																				80		20		100																		100						100																																100				100				90		10						100						80		20				100																												100								100				100								100				allianz		aami		cgu										1				1				4		gio		racv						gio		allianz

		67		1		85		15						100						90		10				100						40		50		10		100																50		50						100						80		20				100																		80		20				100																														80		20				100						90		10				100				70		30						100																																																																																				aami		vacc

		68						100						100						100						100						100						100						100						100																		100						100						100						100						100						100						100						100																		100						100						100						100						95		5				100						100						100																		100						100																																																cgu		allianz0		lumley

		69		2		100								100				30		30		10		30		100										100		100										100		100				50		25		25				100				50		25		25				100																																																																100								100				100								100																																								100								100				ansvar		gio																1		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever		3		racv

		70																																																																																																																																																																																																																																																aami		gio										the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		71		1		80		20						100		1		10		90						100		1		40		60						100		1																										30		70						100		1																																																														10		90						100		1		20		40		40				100		1																																																		racv/nrma		allianz								1												2		racv/nrma

		72		1				40		40		20		100						50		40		10		100						50		45		5		100																														50		45		5		100																																100				100																		65		30		5		100								95		5		100						65		30		5		100																																										50		50				100				aami/aust alliance/sun. royal/aust pensioners		cgu						1		1				1		1		1		File closed still with assessor file handled interstate changed offices		4		aami		allianz		lumley				aami		racv		gio		allianz		lumley

		73		1				80		20				100						80		20				100						70		30				100						45		45		10		100																		45		35		20		100																														100						100				10		90						100						40		50		10		100						80		20				100				10		70		10		10		100																		80				20		100																		50		50				100				lumley		cgu		ansvar														1		Never received file		2		racv		lumley - only slightly		others - slightly				racv		vacc		lumley								Ringing each month for payment of invoice cost money & time

		74		2		80		20						100						40		60				100		1				50		50				100		1																														60		40		100		1																		60		40		100						40		60				100																		100						100				40		60						100										100		100		1																100						100						100						100																yes								1		1								1				4										gio		aami

		75		2												1												1												1																																				1												1																90		10				100																										1												1												1																								1																										lumley		racv				1																3		elders		aami		qbe																1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		76		1				100						100								50		50		100								100				100																																50		50		100																																																																												50		50						100																																																				allianz		cgu						1										1				4		racv		aami						vacc

		77		1				100						100						100						100						100						100						100						100																20		80						100																																																																		100						100						100						100																																																				all same												1		1				1				3		aami		qbe		cgu

		78				100								100																		10		90				100																														100						100																														100						100																		10		50		40		100						100						100																																												100				100								100				100																				1		1		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.		4

		79		1												1												1												1												1																								1												1												1												1																								1												1												1												1																								1												1								1				1																						vacc												Sorry, we are ok no real halp as we factor all our insurance work.

		80		1																																																																100						100																																																						95				5		100																																																																																				1														4

		81		2				100						100																																																						100						100																																																				100								100																						100		100																																																				racv can take 90 days		vacc		aami				1		1								1		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.		3		cgu		aami						racv		vacc

		82		1		85		15						100						80		20				100						70		20		10		100																														20		50		30		100																		40		50		10		100																																100				100						40		60				100						10		70		20		100								100				100																														100						100				racv		cgu		lumleys						1		1						1		Not my file, I will pass you on.		3		aami		racv		allianz				aami

		83		2		90		10						100						90		10				100						90		10				100																														90		10				100								100				100																				100				100																				100				100								90		10		100								90		10		100																				90		10		100								90		10		100						80		20				100				We don't attach supps to original invoice						1																3,4		aami		cgu						bmw		cgu

		84		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																								1																						It's too competitive, insurance companies always stuff us up.

		85		1				50		50				100																																100				100						100						100						100						100																																																						100						100																30		50		20				100																		100						100																												aami		sun royal						1										1				2		racv								racv

		86		1		92		6				2		100				100								100				100								100																														100						100				100								100																																																																100								100																																								100								100																1						1				2		aami		racv/nrma		gio		zurich		aami

		87		1		100								100						100						100						100						100																100								100				10		90						100																		100						100																														100						100				100								100						100						100				100								100																												100								100				ima - racv								1																aami		ima - racv		allianz

		88		2																																																																																																																																																																																																														cgu		gio						1						1						The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.		2																						Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		89		1		90		10						100																		100						100																100								100								100				100																																																				100								100				50		50						100				25		50		25				100																																																												1										1		Sent to wrong state office.		4		qbe/merc mutual		gio

		90		1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		racv		cgu						1								1		1				1		aami								aami		cgu

		91		2		100								100																																																						80		20				100																												100								100																																								100								100																																																				cgu								1										1				4		racv								vacc

		92		2		100								100				95.0						5		100				100								100																												80		20						100																																																																100								100						100						100																																																				allianz																1				Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!		3		cgu								cgu												Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		93		2				80		15		5		100						35		60		5		100						50		50				100																														35		50		15		100						100						100						50		50				100						50		50				100																		50		30		20		100						60		40				100				20		60		20				100																		50		50				100																		50		50								zurich		allianz						1								1						4		racv		aami						racv		aami		fai		gio		qbe		zurich

		94		2																								50		50		50						100																																100				100																								0						100						100																																								100								100																100								100																												cgu								1														3										racv		hba		gio		zurick		qbe mercantile mutual				We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		95		1		90		10						100				40		50		10				100				10		30		40		20		100								30		70		100																		20		40		40		100				70		30						100						10		40		50		100																												60		40						100				80		20						100				60		40						100																												40		40		20				100				5				35		60		100				cgu & zurich		gio		allianz				1												File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.		2		allianz																				CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		96						100						100																		100						100																		100						100						100						100						100						100																10		90						100																		100						100				100								100																																																												0				aim		lumley		sun alliance																Haven't had to follow up		2		nrma/racv		aami						vacc

		97		1		15		80		5				100						10		80		10		100						20		80				100						20		80				100																		20		80				100																														80		20				100																														90		10				100						15		80		5		100																		70		30				100						70		30				100						70		30				100				royal sun alliance		racv								1										95% of the time the claims officer will say that they do not have the invoice on the file.		4		allianz		aami						aami		racv		alliaz		motorcare						Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		98		1														100								100																																																																																																																												100								100																																								100								100																								and investigate		1

		99		1		75		5		10		10		100		1				90		10				100						90		10				100						100						100																		90		10				100						100						100						100						100																		100						100						90		10				100						100						100						90		10				100																		100						100								100				100						100						100				very rarely are supps attached to original - payment 30-40 days								1												Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.		4,5		aami - some of the time								aami, sun royal, alliance, aust pens		allianz										Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		100		1		90		8		2				100																																																						98		2				100																																																																														80		20				100																																																				racv		all states auto						1												Not received tax invoices (which would ave posted and faxed to the insurance co)		2		racv		cgu						aami

		101				40		60						100				100								100				40		60						100				40		60						100				100								100				60		40						100																												100								100																30		30		40				100				60		40						100				100								100																		40		60				100				60		40						100				40		60						100				lumley								1										1				4		racv		aami						cgu		lumleys

		102		2												1												1												1												1																								1												1												1												1												1												1												1												1																								1												1												1										1		1						1		1				3										vacc		aami										The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		103		2		100								100		1				100						100		1				100						100		1				100						100		1																100						100		1				100						100		1												1				100						100		1												1				100						100		1		100								100		1		75		25						100		1												1		100								100		1				100						100		1				100						100		1		racv		gio										1						1				2		racv		allianz						aami		vacc										Direct credit payments are best

		104		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		aami						1																2										gio		cgu

		105		1		50		50						100						50		50				100						100						100																														100						100																																																						100						100						100						100						25		50		25		100																																																				racv								1												Did not receive invoice so they say		4

		106		1				100						100		1				50				50		100		1												1																														20		80		100		1																																																																100						100		1				100						100		1																																																		vacc		allianz																1				4		ima								vacc

		107		2		70		30						100						50		40		10		100								100				100																														50		50				100																																100				100																												70		30						100										100		100																		100						100				70		30						100																racv								1						1		1		1				2																						MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		108		1		80		20						100						10		90				100						50		50				100						50		50				100				50		50						100				60		40						100				60		40						100						60		40				100						60		40				100						60		40				100						60		40				100								60		40		100				95		5						100						60		40				100						60		40				100						80		20				100						80		20				100				cgu		aami		qbe		1																1,2		racv		cgu																		Direct debits would be a solution

		109		1								100		100		1								100		100		1								100		100		1																																100		100		1																																																								100		100		1								100		100		1								100		100		1																																																		lumley - by far								1										1		Invoice not received		2										racv

		110		1		95		5						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1										1												Invoice in relevant file but payment overlooked		2		aami								aami		vacc

		111		2		100								100						75		25				100				50		50						100						100						100																50		50						100																												90		10						100																		100						100																				100				100																100								100																		80		20				100				aami		racv						1		1												2,3		gio		elders		cgu		wesfarmers		vacc

		112						70		30				100						100						100				40		60						100																														100						100																																																				80		20						100																				30				30																																																				racv/nrma								1		1								1				4		aami								gio		lumley

		113																																														100		100																																																																																																				100								100																																																										1																3		racv																				Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		114		1		70		20		10				100				20		80						100				5		95						100																												5		95						100																										10		60		20		20				100																																								25		40		35				100																																																				gio		cgu						1														2		aami		australian international ins.		racv

		115				80		20						100										100		100								100				100				100								100				100								100								80		20		100																						100		100																100								100				100								100						100						100						80				20		100																														100						100						100						100				cgu/fortis								1						1		1		1				5										ima		gio		cgu

		116		1		15		80		5				100				50		30		20				100				50		50						100																																		100		100								100				100																																																								100				100				100								100																																																				gio		aami						1		1				1						Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)		2		gio		racv		aami				aami		gio		vacc

		117		1				100						100						100						100										100		100																																		100		100																																																																				100				100								80		20		100																																																				cgu/vacc		gio		ima				1						1		1		1				4		aami								aami		cgu/vacc		ima

		118		1												1												1												1												1												1												1												1												1												1												1												1												1										0		1												1												1												1												1																								2

		119		1																																																																																																																																																																																																																										1						1				2		cgu								vacc												cgu has been the most improved. Every other company is now fairly swift in payment.

		120		2		80		20						100						90		10				100						70		30				100						100						100																		90		10				100						100						100						100						100						100						100																		90		10				100						80		20				100				10		80		10				100																																										100						100				gio		racv		allianz				1						1				1		Have not received account		2		aami		aust pensioners		racv		allianz														aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		121		1		80		15		5				100										100		100																																												100				100																																																						80		20				100						100						100						100						100																														100						100																lumley														1		1		1		Never received invoice		1		racv								aami		lumley										They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		122														1																																																																																																																																																1																																																		racv/nrma		qbe				1		1										1		have lost file and assessor can't remember assessing		2

		123		2		90				10				100				30		70						100				20		40				40		100																												15		50		15		20		100																														75		25				100																						100		100				40				60				100				48		52						100																						100		100																				100				100												1						1		1		1				5		cgu								gio												Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		124		2																																																																																																																																																																																																														allianz		cgu																		rarely need to follow up now. All payment time are good.		4		all of them								racv		cgu		aami

		125		2		50		50						100				30		60		10				100				30		65		5				100																												10		50		40				100																																																																30		60		10				100				10		80		10				100																																								30		60		10				100				cgu																		1		We still haven't received your invoice		3		aami		gio						cgu		aami		racv

		126		1		95		5						100				50		50						100				40		40		20				100																														75		25				100																100								100				50		50						100																		100						100																100								100																																100				100																racv/nrma										1										Awaiting assessors report (for supps usually)		2		racv		cgu

		127		1		90		10						100						100						100																																										100						100																																																						90		10				100																		100						100																														100						100																								1		1						1						4		aami								aami												We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		128														1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1								1																1																						I factor all my invoices so I do not know which is slow or otherwise.

		129		1		90		10						100				100								100				80		20						100				100								100				100								100				60		40						100																80		20						100																																								80		20						100				70		30						100																80		20						100				100								100																All if you deal directly with the assessor																				I call after 7 day to see if received and it gets the ball on the way		3		racv

		130		1				100						100																		100						100																														100						100																																																						100						100						100						100				100								100																																																										1																4										lumley												I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		131				100								100						100						100						100						100																		100						100								30		70		100																				100				100								100				100				100								100				100								100						100						100								70		30		100																				100				100								100				100						100						100				cgu/fortis								1								1		1				5										cgu		allianz		wesfarmers		lumley		qbe

		132		1				100						100										100		100						100						100						100						100				100								100								100				100						100						100								100				100						100						100						100						100								100				100						100						100								100				100								100				100																		100						100						100						100												1		1		1										5										vacc

		133		1																																																																																																																																																																																																																																				4																						Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		134		1		100								100										100		100						100						100						100						100				100								100						100						100																						100		100										100		100																		100						100						100						100				100								100										100		100																100								100						100						100				aami		racv		gio				1												Processing of chq. Over looked		2		aami		racv						racv		aami

		135		1		80		20						100						80		20				100		1		95		5						100								80		20		100								90		10		100						10		80		10		100																		10		80		10		100						80		20				100						80		20				100								80		20		100						80		20				100						80		20				100																				90		10		100						80		20				100				70		20		10				100				cgu								1						1								4		aami		gio

		136		2		100								100										100		100										100		100																		100						100								50		50		100																																100				100																				100				100						100						100						100						100																						100		100																												racv		gio		nrma				1				1						1				1		aami																				We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		137				100								100														1												1																										100								100														1																																																1												1		25		50		25				100														1												1												1												1								1																4		racv		aami						aami

		138		1						100				100																																																								100				100																																																						100						100																80		20						100																																										100						100				zurich								1						1		1		1				4		lumley								ima

		139		1		100								100																																																																100								100																																																																		100						100																																										100						100																								Invoice is different to accepted quote - Invoice needs to be separated into two		4																						No longer to retail repairs

		140		1				40				60		100		1				100						100		1												1																												50		50				100		1																																																						40		60		100		1				100						100		1		35		30		35				100		1				60		40				100		1																60		40				100		1														allianz		lumleys						1								1		1		File lost send another invoice		3		qbe		cgu						vacc												60 days & over should be a charge of 20% on invoices

		141		1						100				100				100								100				100								100										100		100																100								100																																		100		100																		100						100						100						100						100						100																						100		100																100								100				racv		ansvar		aami				1		1		1						1		I will call you back. Never happens.		1		gio		allianz		zurich		cgu/vacc														With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i

		142		1						80		20		100		1						80		20		100		1								100		100		1																												100						100		1																																																				100						100		1																70		30				100		1																																												100		100		1								1				1												2										vacc

		143		2		100								100																																																																																																																														100						100						100						100																		100						100																												racv		cgu						1								1		1				2,3		cgu		racv

		144						100						100								100				100						50		50				100																																100				100																														100						100																		100						100						25		75				100						100						100																		100						100								100				100																cgu								1		1						1						4		aami

		145		2		100								100																				100				100																		100						100								50		50		100																		100						100																														100						100																		100						100																																																				cgu								1		1												2		aami

		146		2												1												1												1																																				1																																				1																								1												1												1																								1												1														all accounts are factored						1																1

		147		1		100								100		1				100						100																																										100						100																																																																		100						100						100						100		1																																																		racv								1										1				4		aami		racv		allianz				aami		vacc										Payments have been a lot better since the GST came into affect

		148		1				100						100						20		40		40		100						80		20				100						100						100																		20		40		40		100																																																				60		40						100						50		50				100						50		40		10		100																														50		30		20		100						80		20				100				allianz		cgu						1										1		Parts being checked not my file		5		zurich		ima/racv		aami		gio		racv		gio

		149		2		95		5						100						50		50				100				95		5						100								90		10		100						100						100				55		45						100																														100						100																				100				100						75		25				100				75		25						100																		50		50				100						75		25				100						80		20				100				ansvar		allianz		racv						1								1				4		racv		gio						cgu

		150						80		20				100																										1																																				1																																																																										90		10						100																				100				100														1												1		cgu								1		1								1				2										nrma		aami		zurich

		151		2				20		80				100																		100						100																														100						100																																																								100				100																		100						100																																																				racv								1										1		File already closed. So they obviously had overlooked the supplementary		2		aami		racv						racv/nrma		aami		vacc								aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		152		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																						You must have sent it to the wrong department. Your invoice must have been lost can you send it again.		4		Due to the across the board late payments by generally all …….. We now don't take chances on waiting for our money, and have been forced to factor everything or most accounts which costs us everytime.																				We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		153				100								100																												100								100																		100						100																		100						100																																								100								100						100						100																																																												1														2		aami		cgu		racv

		154		2		100								100				53		47						100				54		46						100						45		55				100																														100						100						100						100				60		40						100						100						100						100						100				100								100						90		10				100																48		52						100						100						100				50		50						100				cgu/vacc																1		1				3		cgu/vacc								gio		aami		fai/allianz		vacc		cgu

		155		2		90		10						100						50		50				100						100						100																														50				50		100				100								100																100								100																		100						100				100								100										100		100																		100						100						100						100

		156		1				50		40		10		100						80		20				100								25		75		100																														70		20		10		100																																																						100						100						100						100				90		10						100																100								100																				90		10		100				zurich								1										1				2

		157		2				100						100								100				100						100						100																														90		10				100																																																																100								100						30		50		20		100																100								100																		100						100				racv								1		1										many say invoice never received instead of saying file not on hand		3		aami								vacc		racv										Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		158		1		70						30		100								100				100						100						100										100		100				100								100						30		50		20		100																		100						100																																		100		100						100						100						100						100																																												100				100																						1				4		aami		cgu

		159		2		100								100		1				100						100																		20		80				100																		20		80				100				10		90						100						30		70				100						90		10				100																														30		70				100						80		20				100																		20		80				100						15		70		15		100																racv																				lost invoice please re fax		4		racv								vacc		cgu

		160		1				30		40		30		100						50		50				100																																										45		55				100																																																						80		20				100						80		20				100						90		10				100																														60		40				100				30		50		20				100				cgu		aami		racv														1		generally file lost or misplaced after 5 phone calls		3		zurich																				sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		161		1				100						100								100				100						100						100						100						100										100		100										100		100								100				100								100				100						100						100								100				100										100		100						100						100						100						100								100				100						100						100				100								100								100				100				vacc/cgu		allianz		racv				1		1				1						not worth commenting		4		aami		racv		gio																It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		162		1		100								100																		20		80				100																														20		80				100																20		80						100																																																								100				100				80		20						100				80		20						100																		80		20				100				nrma/racv								1														2		aami								aami		hba

		163		1																																																																																																																																																																																																														lumleys								1						1				1		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.		2		aami		gio						racv		cgu/vacc		motorcare

		164						100						100										100		100								100				100						100						100																				100				100																																																										100		100										100		100										100		100																		100						100																		100						100				qbe		lumleys						1										1				4		aami		zurich																		sick em!

		metro		91										135		34										108		33										109		34										44		15										29		10										126		33										26		17										42		13										57		20										14		14										95		27										101		28										132		32										16		17										53		20										59		23										79		24								17		104		43		10		29		37		75		70		11

		rural		51																																																																																																																																																																																																																																				50

																																																																																																																																																																																																																																								29

		sum		142																																																																																																																																																																																																																																				45

																																																																																																																																																																																																																																								6

		metro %		64.1%																																																																																																																																																																																																																																				0

		rural %		35.9%

		sum				6286		5064		1429		721						1508		5132		2450		1710						2157		5258		2525		960						560		2190		790		860						1230		1395		165		110						1144		5806		3941		1709						770		1350		480		0						543		2287		1060		310						1530		2740		1160		350						400		790		160		50						1238		4942		2365		1035						3170		4965		1590		375						4091		6000		2076		1063						440		530		530		100						1188		2572		990		550						1480		2960		1320		140						1695		3870		1635		800

		empty				84		72		118		138						137		89		110		129						127		85		118		145						157		136		152		152						149		146		161		162						141		73		88		125						153		148		159		164						155		133		147		158						145		126		144		160						158		155		161		163						146		101		123		143						123		97		132		155						100		68		109		136						158		156		156		163						151		131		146		153						146		125		138		159						143		116		134		153

		data entered				81		93		47		27						28		76		55		36						38		80		47		20						8		29		13		13						16		19		4		3						24		92		77		40						12		17		6		1						10		32		18		7						20		39		21		5						7		10		4		2						19		64		42		22						42		68		33		10						65		97		56		29						7		9		9		2						14		34		19		12						19		40		27		6						22		49		31		12

		average				77.6		54.5		30.4		26.7						53.9		67.5		44.5		47.5						56.8		65.7		53.7		48.0						70.0		75.5		60.8		66.2						76.9		73.4		41.3		36.7						47.7		63.1		51.2		42.7						64.2		79.4		80.0		0.0						54.3		71.5		58.9		44.3						76.5		70.3		55.2		70.0						57.1		79.0		40.0		25.0						65.2		77.2		56.3		47.0						75.5		73.0		48.2		37.5						62.9		61.9		37.1		36.7						62.9		58.9		58.9		50.0						84.9		75.6		52.1		45.8						77.9		74.0		48.9		23.3						77.0		79.0		52.7		66.7

		percentage														20.6%												20.0%												20.6%												9.1%												6.1%												20.0%												10.3%												7.9%												12.1%												8.5%												16.4%												17.0%												19.4%												10.3%												12.1%												13.9%												14.5%

		total				189.1645101977												213.4289131921												224.2115621501												272.4403183024												228.2127192982												204.6821805007												223.5784313725												228.9433531746												271.9945054945												201.1428571429												245.7316230918												234.1727145404												198.5207326268												230.6349206349												258.4427981719												224.1169590643												275.4336485327

		sum of sums				13500												10800												10900												4400												2900												12600												2600												4200												5780												1400												9580												10100												13230												1600												5300												5900												8000

		/100				135												108												109												44												29												126												26												42												57.8												14												95.8												101												132.3												16												53												59												80

		percentage				46.6		37.5		10.6		5.3						14.0		47.5		22.7		15.8						19.8		48.2		23.2		8.8						12.7		49.8		18.0		19.5						42.4		48.1		5.7		3.8						9.1		46.1		31.3		13.6						29.6		51.9		18.5		0.0						12.9		54.5		25.2		7.4						26.5		47.4		20.1		6.1						28.6		56.4		11.4		3.6						12.9		51.6		24.7		10.8						31.4		49.2		15.7		3.7						30.9		45.4		15.7		8.0						27.5		33.1		33.1		6.3						22.4		48.5		18.7		10.4						25.1		50.2		22.4		2.4						21.2		48.4		20.4		10.0

		check				100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0





Business Location

		

		Metro		64.1%

		Rural		35.9%





Business Location

		



Location of Business



response Rate

		Response Rate

				25.5%





Factoring1

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24

		20.7%		20.1%		20.7%		9.1%		6.1%		20.1%		10.4%		7.9%		12.2%		8.5%		16.5%		17.1%		19.5%		10.4%		12.2%		14.0%		14.6%

		AAMI		34		20.7%

		GIO		34		20.7%

		Allianz		33		20.1%

		CGU		33		20.1%

		RACV		32		19.5%

		QBE		28		17.1%

		Lumley		27		16.5%

		Zurich		24		14.6%

		Western		23		14.0%

		Elders		20		12.2%

		Wesfarmers		20		12.2%

		Swann		17		10.4%

		Ready		17		10.4%

		Ansvar		15		9.1%

		Guild		14		8.5%

		Factor		13		7.9%

		Catholic		10		6.1%





Factoring1

		



Percentage of respondents that used factoring with this insurer



Factoring

		Factoring used

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich		Total

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24		394

		8.6%		8.4%		8.6%		3.8%		2.5%		8.4%		4.3%		3.3%		5.1%		3.6%		6.9%		7.1%		8.1%		4.3%		5.1%		5.8%		6.1%

		AAMI		8.6%

		GIO		8.6%

		CGU		8.4%

		Allianz		8.4%

		RACV		8.1%

		QBE		7.1%

		Lumley		6.9%

		Zurich		6.1%

		Western		5.8%

		Wesfarmers		5.1%

		Elders		5.1%

		Swann		4.3%

		Ready		4.3%

		Ansvar		3.8%

		Guild		3.6%

		Factor		3.3%

		Catholic		2.5%

		Total		100.0%





Factoring

		



Factoring of Invoices by Insurers



Payment distribution

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)

		46.6		37.5		10.6		5.3		14.0		47.5		22.7		15.8		19.8		48.2		23.2		8.8		12.7		49.8		18.0		19.5		42.4		48.1		5.7		3.8		9.1		46.1		31.3		13.6		29.6		51.9		18.5		0.0		12.9		54.5		25.2		7.4		26.5		47.4		20.1		6.1		28.6		56.4		11.4		3.6		12.9		51.6		24.7		10.8		31.4		49.2		15.7		3.7		30.9		45.4		15.7		8.0		27.5		33.1		33.1		6.3		22.4		48.5		18.7		10.4		25.1		50.2		22.4		2.4		21.2		48.4		20.4		10.0





Payment distribution

		AAMI (0-21)

		AAMI (22-40)

		AAMI (41-60)

		AAMI (60 plus)



In days

Percentage

Payment distribution for AAMI

44.0588235294

36.3235294118

11.1470588235

8.4705882353



0-21

		



In days

Percentage

Payment distribution for AAMI



22-40

		



In days

Percentage

Payment distribution for Allianz



41-60

		



In days

Percentage

Payment distribution for GIO



60 plus

		



In days

Percentage

Payment distribution for Ansvar



supps

		



In days

Percentage

Payment distribution for Catholic



Reasons

		



In days

Percentage

Payment distribution for CGU



Other reasons

		



In days

Percentage

Payment distribution for Swann



Realistic timeframe

		



In days

Percentage

Payment distribution for HBA



Improved

		



In days

Percentage

Payment distribution for Elders



Badges

		



In days

Percentage

Payment distribution for Guild



Comments

		



In days

Percentage

Payment distribution for Lumleys



		



In days

Percentage

Payment distribution for QBE



		



In days

Percentage

Payment distribution for RACV



		



In days

Percentage

Payment distribution for Ready Plan



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		Allianz (0-21)		GIO (0-21)		Ansvar (0-21)		Catholic (0-21)		CGU (0-21)		Swann (0-21)		HBA (0-21)		Elders (0-21)		Guild (0-21)		Lumley (0-21)		QBE (0-21)		RACV (0-21)		Ready (0-21)		Wesfarm (0-21)		Western (0-21)		Zurich (0-21)

		46.6		14.0		19.8		12.7		42.4		9.1		29.6		12.9		26.5		28.6		12.9		31.4		30.9		27.5		22.4		25.1		21.2

		AAMI		46.6

		Catholic		42.4

		QBE		31.4

		RACV		30.9

		Swann		29.6

		Guild		28.6

		Ready		27.5

		Elders		26.5

		Western		25.1

		Wesfarm		22.4

		Zurich		21.2

		GIO		19.8

		Allianz		14.0

		HBA		12.9

		Lumley		12.9

		Ansvar		12.7

		CGU		9.1





		



percentage

Payment distribution by insurers (0-21 days)



		AAMI (22-40)		Allianz (22-40)		GIO(22-40)		Ansvar (22-40)		Catholic (22-40)		CGU (22-40)		Swann (22-40)		HBA (22-40)		Elders (22-40)		Guild (22-40)		Lumley (22-40)		QBE (22-40)		RACV (22-40)		Ready (22-40)		Wesfarm (22-40)		Western (22-40)		Zurich (22-40)

		37.5		47.5		48.2		49.8		48.1		46.1		51.9		54.5		47.4		56.4		51.6		49.2		45.4		33.1		48.5		50.2		48.4

										Guild		56.4

										HBA		54.5

										Swann		51.9

										Lumley		51.6

										Western		50.2

										Ansvar		49.8

										QBE		49.2

										Wesfarm		48.5

										Zurich		48.4

										GIO		48.2

										Catholic		48.1

										Allianz		47.5

										Elders		47.4

										CGU		46.1

										RACV		45.4

										AAMI		37.5

										Ready		33.1





		



percentage

Payment distribution by insurers (22-40 days)



		AAMI (41-60)		Allianz (41-60)		GIO (41-60)		Ansvar (41-60)		Catholic (41-60)		CGU (41-60)		Swann (41-60)		HBA (41-60)		Elders (41-60)		Guild (41-60)		Lumley (41-60)		QBE (41-60)		RACV (41-60)		Ready (41-60)		Wesfarm  (41-60)		Western  (41-60)		Zurich  (41-60)

		10.6		22.7		23.2		18.0		5.7		31.3		18.5		25.2		20.1		11.4		24.7		15.7		15.7		33.1		18.7		22.4		20.4

				Ready		33.1

				CGU		31.3

				HBA		25.2

				Lumley		24.7

				GIO		23.2

				Allianz		22.7

				Western		22.4

				Zurich		20.4

				Elders		20.1

				Wesfarm		18.7

				Swann		18.5

				Ansvar		18.0

				QBE		15.7

				RACV		15.7

				Guild		11.4

				AAMI		10.6

				Catholic		5.7





		



percentage

Payment distribution by insurers (41-60 days)



		AAMI (60 plus)		Allianz (60 plus)		GIO (60 plus)		Ansvar (60 plus)		Catholic (60 plus)		CGU (60 plus)		Swann (60 plus)		HBA (60 plus)		Elders (60 plus)		Guild (60 plus)		Lumley (60 plus)		QBE (60 plus)		RACV (60 plus)		Ready (60 plus)		Wesfarm (60 plus)		Western (60 plus)		Zurich (60 plus)

		5.3		15.8		8.8		19.5		3.8		13.6		0.0		7.4		6.1		3.6		10.8		3.7		8.0		6.3		10.4		2.4		10.0

		Ansvar		19.5

		Allianz		15.8

		CGU		13.6

		Lumley		10.8

		Wesfarm		10.4

		Zurich		10.0

		GIO		8.8

		RACV		8.0

		HBA		7.4

		Ready		6.3

		Elders		6.1

		AAMI		5.3

		Catholic		3.8

		QBE		3.7

		Guild		3.6

		Western		2.4

		Swann		0.0





		



percentage

Payment distribution by insurers (60 plus)



		Supps 3a)		Frequency		Percent

		RACV		33		27.3%

		CGU		33		27.3%

		AAMI		12		9.9%

		Allianz		10		8.3%

		Lumleys		8		6.6%

		GIO		8		6.6%

		Zurich		6		5.0%

		NRMA		5		4.1%

		QBE		2		1.7%

		Ansvar		2		1.7%

		Aust. Alliance / Sun Royal / Aust. Pensioners		2		1.7%

		Subtotal		121		100.0%

		b)

		CGU/VACC		17

		AAMI		13

		GIO		11

		RACV		9						Total		a)+b)+c)

		ALLIANZ		7						CGU		54		24.3%

		LUMLEYS		6						RACV		51		23.0%

		sun royal		1						AAMI		29		13.1%

		qbe		1						GIO		22		9.9%

		elders		1						Allianz		21		9.5%

		ansvar		1						Lumleys		18		8.1%

		Subtotal		67						Zurich		9		4.1%

										NRMA		5		2.3%

		c)								QBE		4		1.8%

		CGU		6						Ansvar		3		1.4%

		RACV		5						Aust. Alliance / Sun Royal / Aust. Pensioners		3		1.4%

		lumleys		4						Elders		2		0.9%

		ALLIANZ		4						Wefarmers		1		0.5%

		AAMI		4								222		100.0%

		ZURICH		3

		GIO		3

		WESTFARMERS		1

		sun alliance		1

		qbe		1

		elders		1

		ansvar		1

		Subtotal		34

		Grandtotal		222





		



Slowest payers when supps are attached to the original invoice



		

		Don't follow up with insurers		File not at hand		Paperwork incomplete		Claim not registered		Staff shortages		Recent merger caused delays		File lost		Other		Total

		17		104		43		10		29		37		75		70

		17		104		43		10		29		37		75		70		385

		4.4%		27.0%		11.2%		2.6%		7.5%		9.6%		19.5%		18.2%		100.0%

		File not at hand		27.0%

		File lost		19.5%

		Other		18.2%

		Paperwork incomplete		11.2%

		Recent merger caused delays		9.6%

		Staff shortages		7.5%

		Don't follow up with insurers		4.4%

		Claim not registered		2.6%

		Total		100.0%





		



Explanations given by insurers about delays in payments



		4Other (please type answer)

		95% of the time the claims officer will say that they do not have the invoice on the file.

		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice

		Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!

		Amounts vary - need/waiting on assessor

		and investigate

		assessor has not sent in file

		Assessor not submitting file after 30 days

		Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)

		assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help

		Awaiting assessors report (for supps usually)

		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.

		Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.

		Blame assessors for incomplete work

		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)

		claim officer on leave, file sent to wrong branch

		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT

		computers are down

		computers are not working today "we just don’t have that account you are refering to" - how convenient

		Did not receive invoice so they say

		Excess not paid by 3rd party

		File already closed. So they obviously had overlooked the supplementary

		File closed still with assessor file handled interstate changed offices

		File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.

		file is in parts pricing, perosn dealing with calim has left the company or on holidays

		File lost send another invoice

		File returned to assessors faxed copies not received incorrect claim number given by assessors

		file still on assesors desk

		FILED AWAY

		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever

		generally file lost or misplaced after 5 phone calls

		Generally no explanations most process cheque quickly if paper work is complete

		have lost file and assessor can't remember assessing

		Have not received account

		have not received invoice - then I have to pull mine out and fax through paperwork

		Haven't had to follow up

		Havent received account

		I call after 7 day to see if received and it gets the ball on the way

		I will call you back. Never happens.

		I'll get so & so to ring u back

		Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.

		Invoice in relevant file but payment overlooked

		Invoice is different to accepted quote - Invoice needs to be separated into two

		invoice not on file

		invoice not received

		invoice not received

		Invoice not received

		invoice not received although sometimes have faxed copies of same invoice 3 times

		Invoice ot received pls fax or send again

		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.

		invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.

		lost invoice please re fax

		many say invoice never received instead of saying file not on hand

		Never received file

		Never received invoice

		never received invoice, file has been overlooked

		none given

		Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.

		Not my file, I will pass you on.

		Not received tax invoices (which would ave posted and faxed to the insurance co)

		not worth commenting

		Parts being checked not my file

		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.

		Processing of chq. Over looked

		RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date

		rarely need to follow up now. All payment time are good.

		Sent to wrong state office.

		The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.

		waiting for invoice

		We still haven't received your invoice

		You must have sent it to the wrong department. Your invoice must have been lost can you send it again.





		

		Timeframe

		Up to 7 days		11		7.8%

		Up to 14 days		50		35.5%

		Up to 21 days		29		20.6%

		Up to 30 days		45		31.9%

		Up to 60 days		6		4.3%

		Up to 90 days		0		0.0%

		Total		141		100.0%





		



Realistic timeframe for receiving payment



		Improve 6a)				Improve 6b)				Improve 6c)				Improve 6d)

		AAMI		42		AAMI		14		ALLIANZ		7		allianz		2

		RACV		36		ALLIANZ		4		RACV/NRMA		6		cgu/vacc		1

		CGU		11		AUST PENSIONERS		2		AAMI		5		ELDEN		1

		GIO		7		CGU		14		GIO		5		GIO		4

		ALLIANZ		4		elders		1		cgu		3		PENSIONERS		2

		qbe		4		GIO		8		qbe		2		wesfarmers		1

		ZURICH		4		IMA		3		lumley		1		ZURICH		2

		elders		1		LUMLEY		4		WESFARMERS		1

		lumley		1		QBE		3		zurich		1

		royal		1		RACV		17

						SUN ROYAL		1

						zurich		1

				Total		227		1

				RACV		62		27.3%

				AAMI		61		26.9%

				CGU		29		12.8%

				GIO		24		10.6%

				Allianz		17		7.5%

				QBE		9		4.0%

				Zurich		8		3.5%

				Lumleys		6		2.6%

				Aust. Alliance / Sun Royal / Aust. Pensioners		6		2.6%

				Elders		3		1.3%

				Wesfarmers		2		0.9%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Insurers that have improved their timeframe of payment over the past three months



		Badges 7a)

		AAMI		41		26.8%

		RACV		37		24.2%

		CGU		26		17.0%

		GIO		22		14.4%

		Allianz		11		7.2%

		Lumleys		6		3.9%

		QBE		3		2.0%

		FAI		2		1.3%

		Motorcare		2		1.3%

		Sun Alliance		2		1.3%

		Wesfarmers		1		0.7%

		Total		153		100.0%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



BRD members that hold insurers' badges or signs



		1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		60 days & over should be a charge of 20% on invoices

		aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		CGU - from bad to worse

		CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		cgu has been the most improved. Every other company is now fairly swift in payment.

		Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		Direct credit payments are best

		Direct debits would be a solution

		Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		hour labour and paint far too low

		Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		I factor all my invoices so I do not know which is slow or otherwise.

		I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		It's too competitive, insurance companies always stuff us up.

		jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		No longer to retail repairs

		NO!

		Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		Payments have been a lot better since the GST came into affect

		Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		Ringing each month for payment of invoice cost money & time

		sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		sick em!

		small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		Sorry, we are ok no real halp as we factor all our insurance work.

		the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		We factor most of our invoices as we require payment in 2-7 days

		We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i
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Chart1

		Metro

		Rural



Location of Business

0.6408450704
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raw data 

		Count												Check=100%		AAMI Factor (Enter '1' if box is ticked)										Check=100%		Allianz Factor										Check=100%		GIO Factor										Check=100%		Ansvar Factor										Check=100%		Catholic Factor										Check=100%		CGU Factor										Check 100%		Swann Factor										Check=100%		HBA Factor										Check=100%		Elders Factor										Check =100%		Guild Factor										Check=100%		Lumley Factor										Check=100%		QBE Factor										Check=1005		RACV Factor										Check+100%		Ready Factor										Check=100%		Wefarm Factor										Check=100%		Western Factor										Check =100%		Zurich Factor		Supps 3a)		Supps 3b)		Supps 3c)		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Improve 6a)		Improve 6b)		Improve 6c)		Improve 6d)		Badges 7a)		Badges 7b)		Badges 7c)		Badges 7d)		Badges 7e)		Badges 7f)		Comments

		1		1		99				1				100				20		70		10				100						80		20				100																		100						100				20		20		60				100																																																						100						100																		50		50				100																														100						100						100						100				RACV		GIO		CGU				1												never received invoice, file has been overlooked		2		AAMI		ALLIANZ						AAMI		ALLIANZ		VACC

		2		2		100								100																100								100																														100						100				100								100																100								100																		100						100				100								100				100								100																100								100				100								100						100						100										1				1												4		CGU		RACV						AAMI		CGU		GIO								jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		3		1				100						100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100				100								100						100						100						100						100						100						100						100						100						60		40				100						100						100						60		40				100						100						100												1						1		1				invoice not received		4		IMA		CGU						IMA/RACV		CGU

		4				80		10		9		1		100				90		10						100				100								100																												100								100																100								100				100								100																				100				100				100								100				90		10						100																100								100				100								100				100								100				AAMI/CGU								1												Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.		3,4		CGU								VACC		AAMI

		5						100						100						100						100																																										100						100								100				100						100						100																																																				60		40						100																														60		40				100																CGU								1		1				1		1		1		invoice not received although sometimes have faxed copies of same invoice 3 times		2		RACV								VACC

		6		2				90		10				100										100		100				90		10						100																		100						100						90		10				100																														100						100																				100				100						50		50				100				10				70		20		100																		100						100						80		20				100				100								100				RACV								1										1		file still on assesors desk		4		AAMI								RACV												Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		7		1		10		50		40				100		1				70				30		100		1				20				80		100		1												1												1		80		20						100		1												1												1												1												1												1												1				50		50				100		1												1												1												1		100								100		1								1		1										1				2		ZURICH		CGU		ALLIANZ		ROYALSON		CGU

		8		1												1												1												1				70		30				100																										1																																				1												1				100						100						100						100						90		10				100														1				90		10				100						90		10				100						90		10				100				CGU		AAMI						1												none given		1		QBE/MERCANTILE		LUMLEY		RACV/NRMA				RACV/NRMA		CGU		ALLIANZ		ZURICH

		9		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1						4

		10		1				80		20				100																				80		20		100																														80		20				100																																																																												50		50						100																														100						100																AAMI								1								1						2		RACV								RACV

		11		1								100		100										100		100								100				100										100		100																						100		100																																																								100				100								100				100						100						100																																												100				100				ZURICH		CGU		LUMLEY				1						1		1				file is in parts pricing, perosn dealing with calim has left the company or on holidays		4

		12		1		10		80		5		5		100						50		50				100				25		75						100						50		50				100						50		50				100								50		50		100																																																																		50		50				100				10		80		10				100																																										100						100				CGU		ALLAINZ		RACV				1		1				1		1						3		RACV		AAMI		GIO		ZURICH

		13		1		60				40				100				100								100				30		70						100				60		40						100				60		40						100				100								100				20		80						100				50		50						100				50		50						100				40		60						100				40		60						100				40		60						100				30		70						100				50		50						100																																																1						1								1		AAMI		SUN ROYAL		ALLIANZ		PENSIONERS		AAMI		RACV		NSA		ALLIANZ

		14		1		75						25		100																		100						100																																50		50		100																												100								100				100								100						100						100				60						40		100				100								100																												100								100						100						100				AAMI										1												2

		15		2		100								100														1												1																												50		50				100		1																																				1																								1				100						100		1				100						100		1																																								50		50				100		1		LUMELYS		CGU						1												claim officer on leave, file sent to wrong branch		3		RACV/IMA		CGU						CGU		AAMI		GIO		SUNROYAL						Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		16						40		40		20		100						40		40		20		100						40		40		20		100																														40		50		10		100																																																								80		20		100																		20		40		40		100																				80		20		100						20		60		20		100						20		60		20		100				RACV		PRESTIGE		CGU				1										1				3

		17		1				100						100		1		40		60						100		1		10		30		60				100		1																100						100		1				30		70				100																		100						100																																45		55		100				70		30						100				35		30		35				100				100								100																		30		70				100																LUMLEY		ALLIANZ						1										1				2		CGU/ALLIANZ								VACC												I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		18		1				100						100																																																																																																																																																																																																				AAMI								1										1				3		AAMI								AAMI												NO!

		19		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		GIO																				Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.		4																						WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		20		1												1												1												1												1																								1																																																1												1												1												1												1																								1												1										1				1										2		RACV								RACV

		21		2		75		10		10		5		100				5		75		15		5		100				20		75		5				100																100								100				10		10		75		5		100																												80		20						100																50		50						100				90		10						100				25		50		15		10		100																100								100				90		10						100				90		10						100				RACV/NRMA		AAMI		CGU				1		1						1				Havent received account		3		AAMI		RACV/NRMA		GIO		ELDEN

		22		2												1		100								100														1																																				1												1																100						100																										1												1												1																								1																								1																								2																						Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		23		1				50		50				100						100						100								100				100																																100				100																																																																		100						100						100						100																														100						100						100						100				RACV		AAMI		GIO				1						1		1				Assessor not submitting file after 30 days		2		HOTLINE		IMA		AAMI		GIO														When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		24		1		50		50						100								100				100				90		10						100																												29		43		14		14		100																33		67						100																												50		50						100																		58		42				100																														100						100				100								100				RACV/NRMA		CGU/VACC		ALLIANZ						1				1		1				RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date		3		GIO								GIO												We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		25		2		100								100						100						100						100						100																														100						100																												100								100																		100						100				100								100						95		3		2		100																		100						100						100						100						100						100				NRMA								1										1				3		CGU		RACV/NRMA						IMA/RACV		GIO

		26		1																																																																																																																																																																																																														RACV		CGU						1												FILED AWAY		4		ALLIANZ		CGU		RACV

		27		2				80		20				100								80		20		100						60		40				100																														20		80				100																																																						60		20		20		100						60		20		20		100				40		30		20		10		100																		80		10		10		100																		80		10		10		100				GIO		LUMLEYS		WESTFARMERS				1								1		1				1		AAMI		AUST PENSIONERS		RACV				RACV		AAMI

		28		1		50		40		10				100				50		50						100				33		67						100																														50		50				100																		100						100										100		100				50						50		100										100		100				100								100				60		40						100				100								100						100						100				100								100										100		100												1														3		IMA

		29		1		100								100																100								100																80		20						100																												50		50						100				80		20						100																100								100				100								100				80		20						100																												100								100				80		20						100												1								1		1				2,4		AAMI								VACC		GIO		RACV

		30		1		40		50		7		3		100																																																						20		80				100																																																																														90		10				100																																																				CGU								1		1										invoice not received		2		royal		racv						AAMI												AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		31		2				80		20				100						100						100						80		20				100		1																																				1																												80																								80						80						80		20				100														1																								1												1												1		RACV/NRMA		AAMI		ZURICH				1		1				1				1		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT		3		AAMI		CGU		WESFARMERS		GIO		VACC												It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		32		1		90				10				100				10		50		40				100				50		50						100						50				50		100																30		65		5				100				100								100																																								33		67						100																20		70		5		5		100																												100								100				100								100				CGU								1		1								1		File returned to assessors faxed copies not received incorrect claim number given by assessors		4		VACC		RACV						RACV/IMA		CGU

		33		2												1												1		100								100		1												1																		100				100		1																																				1																								1		100								100		1												1																100						100		1												1				100						100		1																						Generally no explanations most process cheque quickly if paper work is complete		1,2		GIO		QBE																		We factor most of our invoices as we require payment in 2-7 days

		34		2		50						50		100						75				25		100				80		20						100																																																																				100				100																						100		100				100								100				75		25						100																				100				100																100								100				AAMI		RACV				1										1						2		RACV		GIO

		35		1		100								100		1		100								100																																										100						100																																																																		100						100						100						100		1																100						100						100						100																RACV		AAMI						1		1												4		AAMI		RACV		ALLIANZ				AAMI

		36		2				100						100								10		90		100						100						100										100		100																				100				100																		90		10				100						20		80				100																		20		80				100						50		50				100				20		80						100				10		80		10				100								5		95		100																						100		100				IMA		ALLIANZ		AAMI				1		1						1		1		Amounts vary - need/waiting on assessor		4		IMA		AAMI						AAMI												Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		37		1						100				100						100						100								100				100																														30		70				100																																																																100								100				50		30		20				100																														100						100						100						100				RACV		AAMI		CGU				1												Blame assessors for incomplete work		3		cgu		racv

		38		1		60		20		20				100		1												1																								1																								1												1												1												1												1												1												1		80		20						100														1												1												1												1		ALLIANZ		CGU						1										1		Invoice ot received pls fax or send again		2		RACV								RACV		GIO		CGU		CGU/VACC

		39		2												1												1												1																																				1																																				1																80		20				100		1		20		80						100		1		20		80						100		1																								1		10		80		10				100		1								100		100		1		CGU/VACC		GIO				1																3										VACC

		40		1				100						100						100						100						95				5		100																														80				20		100						100						100

		41		2				80		20				100		1												1				80		20				100		1																												70		30				100		1												1														80		20						100		1																70		20		10		100		1				80		20				100		1		70		30						100																80		20						100																																				1		1				1		1		1		Excess not paid by 3rd party		4										VACC		RACV		GIO		HBA						small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		42				20		20		20		40		100				20		20		20		40		100								50		50		100																														25		25		50		100																																																						25		25		50		100						25		25		50		100								25		75		100																																																				RACV		GIO																1				2		aami		cgu		allianz				lumleys		vacc

		43		2		15		85						100		1						80		20		100		1												1																																				1																																																		100								100		1												1												1																								1												1												1		racv								1		1		1								computers are not working today "we just don’t have that account you are refering to" - how convenient		1,2		aami		cgu						aami		vacc		sun alliance& Royal

		44		2		95		5						100						5		45		50		100				30		50		20				100						100						100																		50		20		30		100																																																																100								100				98		2						100																		70		20		10		100				100								100										100		100				qbe								1								1						2		racv																				Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		45		1				100						100						100						100						95				5		100																														80				20		100																		100						100																														80		20				100				20		80						100				20		80						100																												10		80		10				100										100		100												1						1				1		I'll get so & so to ring u back		2,3,4										racv

		46		1				100						100						60		40				100						100						100																														100						100																																																				70		30						100				60		40						100						30		70				100																																										60		40				100				nrma/racv		gio		zurich				1										1				3		zurich		gio		aami				vacc

		47		1						100				100																				100				100																																100				100																				100				100																																90		10		100																				100				100																																												100				100				gio								1								1				invoice not on file		2		racv		aami		cgu				racv

		48		1		50		50						100						25		75				100								100				100								100				100																				50		50		100																				100				100																																100				100								100				100				50		50						100																		50		50				100						50		50				100								100				100				vacc		lumleys		zurich																invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.		5										aami		racv

		49		1				100						100						100						100						100						100				100								100																		50		50				100																100								100																												100								100				100								100				100								100																100								100																												cgu		aami		gio						1				1						assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help		3m,4										racv		vacc

		50		1		80		20						100				5		25		70				100				80		20						100				60		40						100				40		60						100						20		80				100				10		10		80				100				10		10		80				100																														80		20				100				50		50						100				50		50						100																																																				cgu								1		1								1				4		qbe		racv		aami		allianz		gio

		51		2				70		20		10		100																				100				100																																10		90		100																																																																		90		10				100						10		50		40		100																																																				cgu		racv						1		1										waiting for invoice		2		aami								aami		racv										hour labour and paint far too low

		52		2		50		20		20		10		100								50		50		100				50		25		25				100																												70		20		10				100																												70		15		15				100																40		40		20				100				70		10		10		10		100				60		20		10		10		100																																																				allianz		lumleys		elders				1		1								1				2		ima		aami		gio				racv		gio		cgu		aami		vacc

		53		1				100						100						100						100																																										100						100																																100				100																		100						100						100						100				100								100																														100						100						100						100				allianz		elders																		have not received invoice - then I have to pull mine out and fax through paperwork		2		racv		cgu						cgu		racv

		54		1				80		20				100						100						100						50		30		20		100																																100				100																																																																												100								100																																								100								100				gio								1		1				1				1		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice		31		gio		aami

		55		1						100				100		1						50		50		100		1						100				100		1																																				1																														50		50		100		1																		100				100		1						100				100		1						100				100		1						100				100		1																		100				100		1						100				100		1		aami		racv		allianz				1		1						1		1				2										allianz												if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		56		1				90				10		100						50		30		20		100						50		50				100																														25		25		50		100																														100						100																														100						100						50		50				100																																												100				100				allianz		aami		cgu				1										1		computers are down		4		racv		qbe						vacc

		57		1				80		20				100						60		20		20		100						100						100																														80		20				100																		80		20				100						100						100																		100						100																100								100																		100						100																		100						100				gio		cgu						1										1				4		racv		hba						racv		vacc		cgu		hba		allainz

		58		1		80						20		100																														100						100																		100						100																																																						100						100						100						100				100								100																																																										1																3		racv		lumley						lumley

		59		1		60		25		15				100						70		30				100																																										10		70		20		100																																																																												75		25						100																																																				cgu								1		1				1		1		1		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)		2		racv								racv		aami										CGU - from bad to worse

		60		1																																																																																																																																																																																																																																																										We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		61				75						25		100				60				20		20		100						100						100																														75		15		10		100				100								100																																								25		50		15		10		100																		98		1		1		100																																														100		100				Zurich		aami		lumley				1										1				4		racv		lumley						vacc		racv

		62		1		80		20						100						50		50				100				20		80						100						100						100																		100						100																		100						100						100						100																				100				100																		100						100																																										100						100												1										1				4

		63				100								100						100						100				100								100																																100				100																												100								100																		100						100				100								100				100								100																		100						100																												cgu		racv		aami				1								1						2		racv		aami		qbe		gio

		64		2		60		40						100						40		60				100		1												1																																				1																												40		60				100																		40		60				100				40		60						100														1																										100								100																racv		gio						1										1				3		aami		gio

		65		2		90		10						100								100				100										100		100																														50		50				100																														100						100																		100						100				100								100								25		75		100																				25		75		100								25		75		100						100						100												1		1								1		assessor has not sent in file		2		aami

		66		1				70		20		10		100						50		30		20		100				50		40		10				100						100						100																				80		20		100																		100						100																																100				100				90		10						100						80		20				100																												100								100				100								100				allianz		aami		cgu										1				1				4		gio		racv						gio		allianz

		67		1		85		15						100						90		10				100						40		50		10		100																50		50						100						80		20				100																		80		20				100																														80		20				100						90		10				100				70		30						100																																																																																				aami		vacc

		68						100						100						100						100						100						100						100						100																		100						100						100						100						100						100						100						100																		100						100						100						100						95		5				100						100						100																		100						100																																																cgu		allianz0		lumley

		69		2		100								100				30		30		10		30		100										100		100										100		100				50		25		25				100				50		25		25				100																																																																100								100				100								100																																								100								100				ansvar		gio																1		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever		3		racv

		70																																																																																																																																																																																																																																																aami		gio										the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		71		1		80		20						100		1		10		90						100		1		40		60						100		1																										30		70						100		1																																																														10		90						100		1		20		40		40				100		1																																																		racv/nrma		allianz								1												2		racv/nrma

		72		1				40		40		20		100						50		40		10		100						50		45		5		100																														50		45		5		100																																100				100																		65		30		5		100								95		5		100						65		30		5		100																																										50		50				100				aami/aust alliance/sun. royal/aust pensioners		cgu						1		1				1		1		1		File closed still with assessor file handled interstate changed offices		4		aami		allianz		lumley				aami		racv		gio		allianz		lumley

		73		1				80		20				100						80		20				100						70		30				100						45		45		10		100																		45		35		20		100																														100						100				10		90						100						40		50		10		100						80		20				100				10		70		10		10		100																		80				20		100																		50		50				100				lumley		cgu		ansvar														1		Never received file		2		racv		lumley - only slightly		others - slightly				racv		vacc		lumley								Ringing each month for payment of invoice cost money & time

		74		2		80		20						100						40		60				100		1				50		50				100		1																														60		40		100		1																		60		40		100						40		60				100																		100						100				40		60						100										100		100		1																100						100						100						100																yes								1		1								1				4										gio		aami

		75		2												1												1												1																																				1												1																90		10				100																										1												1												1																								1																										lumley		racv				1																3		elders		aami		qbe																1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		76		1				100						100								50		50		100								100				100																																50		50		100																																																																												50		50						100																																																				allianz		cgu						1										1				4		racv		aami						vacc

		77		1				100						100						100						100						100						100						100						100																20		80						100																																																																		100						100						100						100																																																				all same												1		1				1				3		aami		qbe		cgu

		78				100								100																		10		90				100																														100						100																														100						100																		10		50		40		100						100						100																																												100				100								100				100																				1		1		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.		4

		79		1												1												1												1												1																								1												1												1												1																								1												1												1												1																								1												1								1				1																						vacc												Sorry, we are ok no real halp as we factor all our insurance work.

		80		1																																																																100						100																																																						95				5		100																																																																																				1														4

		81		2				100						100																																																						100						100																																																				100								100																						100		100																																																				racv can take 90 days		vacc		aami				1		1								1		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.		3		cgu		aami						racv		vacc

		82		1		85		15						100						80		20				100						70		20		10		100																														20		50		30		100																		40		50		10		100																																100				100						40		60				100						10		70		20		100								100				100																														100						100				racv		cgu		lumleys						1		1						1		Not my file, I will pass you on.		3		aami		racv		allianz				aami

		83		2		90		10						100						90		10				100						90		10				100																														90		10				100								100				100																				100				100																				100				100								90		10		100								90		10		100																				90		10		100								90		10		100						80		20				100				We don't attach supps to original invoice						1																3,4		aami		cgu						bmw		cgu

		84		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																								1																						It's too competitive, insurance companies always stuff us up.

		85		1				50		50				100																																100				100						100						100						100						100																																																						100						100																30		50		20				100																		100						100																												aami		sun royal						1										1				2		racv								racv

		86		1		92		6				2		100				100								100				100								100																														100						100				100								100																																																																100								100																																								100								100																1						1				2		aami		racv/nrma		gio		zurich		aami

		87		1		100								100						100						100						100						100																100								100				10		90						100																		100						100																														100						100				100								100						100						100				100								100																												100								100				ima - racv								1																aami		ima - racv		allianz

		88		2																																																																																																																																																																																																														cgu		gio						1						1						The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.		2																						Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		89		1		90		10						100																		100						100																100								100								100				100																																																				100								100				50		50						100				25		50		25				100																																																												1										1		Sent to wrong state office.		4		qbe/merc mutual		gio

		90		1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		racv		cgu						1								1		1				1		aami								aami		cgu

		91		2		100								100																																																						80		20				100																												100								100																																								100								100																																																				cgu								1										1				4		racv								vacc

		92		2		100								100				95.0						5		100				100								100																												80		20						100																																																																100								100						100						100																																																				allianz																1				Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!		3		cgu								cgu												Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		93		2				80		15		5		100						35		60		5		100						50		50				100																														35		50		15		100						100						100						50		50				100						50		50				100																		50		30		20		100						60		40				100				20		60		20				100																		50		50				100																		50		50								zurich		allianz						1								1						4		racv		aami						racv		aami		fai		gio		qbe		zurich

		94		2																								50		50		50						100																																100				100																								0						100						100																																								100								100																100								100																												cgu								1														3										racv		hba		gio		zurick		qbe mercantile mutual				We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		95		1		90		10						100				40		50		10				100				10		30		40		20		100								30		70		100																		20		40		40		100				70		30						100						10		40		50		100																												60		40						100				80		20						100				60		40						100																												40		40		20				100				5				35		60		100				cgu & zurich		gio		allianz				1												File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.		2		allianz																				CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		96						100						100																		100						100																		100						100						100						100						100						100																10		90						100																		100						100				100								100																																																												0				aim		lumley		sun alliance																Haven't had to follow up		2		nrma/racv		aami						vacc

		97		1		15		80		5				100						10		80		10		100						20		80				100						20		80				100																		20		80				100																														80		20				100																														90		10				100						15		80		5		100																		70		30				100						70		30				100						70		30				100				royal sun alliance		racv								1										95% of the time the claims officer will say that they do not have the invoice on the file.		4		allianz		aami						aami		racv		alliaz		motorcare						Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		98		1														100								100																																																																																																																												100								100																																								100								100																								and investigate		1

		99		1		75		5		10		10		100		1				90		10				100						90		10				100						100						100																		90		10				100						100						100						100						100																		100						100						90		10				100						100						100						90		10				100																		100						100								100				100						100						100				very rarely are supps attached to original - payment 30-40 days								1												Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.		4,5		aami - some of the time								aami, sun royal, alliance, aust pens		allianz										Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		100		1		90		8		2				100																																																						98		2				100																																																																														80		20				100																																																				racv		all states auto						1												Not received tax invoices (which would ave posted and faxed to the insurance co)		2		racv		cgu						aami

		101				40		60						100				100								100				40		60						100				40		60						100				100								100				60		40						100																												100								100																30		30		40				100				60		40						100				100								100																		40		60				100				60		40						100				40		60						100				lumley								1										1				4		racv		aami						cgu		lumleys

		102		2												1												1												1												1																								1												1												1												1												1												1												1												1																								1												1												1										1		1						1		1				3										vacc		aami										The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		103		2		100								100		1				100						100		1				100						100		1				100						100		1																100						100		1				100						100		1												1				100						100		1												1				100						100		1		100								100		1		75		25						100		1												1		100								100		1				100						100		1				100						100		1		racv		gio										1						1				2		racv		allianz						aami		vacc										Direct credit payments are best

		104		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1		aami						1																2										gio		cgu

		105		1		50		50						100						50		50				100						100						100																														100						100																																																						100						100						100						100						25		50		25		100																																																				racv								1												Did not receive invoice so they say		4

		106		1				100						100		1				50				50		100		1												1																														20		80		100		1																																																																100						100		1				100						100		1																																																		vacc		allianz																1				4		ima								vacc

		107		2		70		30						100						50		40		10		100								100				100																														50		50				100																																100				100																												70		30						100										100		100																		100						100				70		30						100																racv								1						1		1		1				2																						MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		108		1		80		20						100						10		90				100						50		50				100						50		50				100				50		50						100				60		40						100				60		40						100						60		40				100						60		40				100						60		40				100						60		40				100								60		40		100				95		5						100						60		40				100						60		40				100						80		20				100						80		20				100				cgu		aami		qbe		1																1,2		racv		cgu																		Direct debits would be a solution

		109		1								100		100		1								100		100		1								100		100		1																																100		100		1																																																								100		100		1								100		100		1								100		100		1																																																		lumley - by far								1										1		Invoice not received		2										racv

		110		1		95		5						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1				100						100		1										1												Invoice in relevant file but payment overlooked		2		aami								aami		vacc

		111		2		100								100						75		25				100				50		50						100						100						100																50		50						100																												90		10						100																		100						100																				100				100																100								100																		80		20				100				aami		racv						1		1												2,3		gio		elders		cgu		wesfarmers		vacc

		112						70		30				100						100						100				40		60						100																														100						100																																																				80		20						100																				30				30																																																				racv/nrma								1		1								1				4		aami								gio		lumley

		113																																														100		100																																																																																																				100								100																																																										1																3		racv																				Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		114		1		70		20		10				100				20		80						100				5		95						100																												5		95						100																										10		60		20		20				100																																								25		40		35				100																																																				gio		cgu						1														2		aami		australian international ins.		racv

		115				80		20						100										100		100								100				100				100								100				100								100								80		20		100																						100		100																100								100				100								100						100						100						80				20		100																														100						100						100						100				cgu/fortis								1						1		1		1				5										ima		gio		cgu

		116		1		15		80		5				100				50		30		20				100				50		50						100																																		100		100								100				100																																																								100				100				100								100																																																				gio		aami						1		1				1						Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)		2		gio		racv		aami				aami		gio		vacc

		117		1				100						100						100						100										100		100																																		100		100																																																																				100				100								80		20		100																																																				cgu/vacc		gio		ima				1						1		1		1				4		aami								aami		cgu/vacc		ima

		118		1												1												1												1												1												1												1												1												1												1												1												1												1										0		1												1												1												1												1																								2

		119		1																																																																																																																																																																																																																										1						1				2		cgu								vacc												cgu has been the most improved. Every other company is now fairly swift in payment.

		120		2		80		20						100						90		10				100						70		30				100						100						100																		90		10				100						100						100						100						100						100						100																		90		10				100						80		20				100				10		80		10				100																																										100						100				gio		racv		allianz				1						1				1		Have not received account		2		aami		aust pensioners		racv		allianz														aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		121		1		80		15		5				100										100		100																																												100				100																																																						80		20				100						100						100						100						100																														100						100																lumley														1		1		1		Never received invoice		1		racv								aami		lumley										They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		122														1																																																																																																																																																1																																																		racv/nrma		qbe				1		1										1		have lost file and assessor can't remember assessing		2

		123		2		90				10				100				30		70						100				20		40				40		100																												15		50		15		20		100																														75		25				100																						100		100				40				60				100				48		52						100																						100		100																				100				100												1						1		1		1				5		cgu								gio												Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		124		2																																																																																																																																																																																																														allianz		cgu																		rarely need to follow up now. All payment time are good.		4		all of them								racv		cgu		aami

		125		2		50		50						100				30		60		10				100				30		65		5				100																												10		50		40				100																																																																30		60		10				100				10		80		10				100																																								30		60		10				100				cgu																		1		We still haven't received your invoice		3		aami		gio						cgu		aami		racv

		126		1		95		5						100				50		50						100				40		40		20				100																														75		25				100																100								100				50		50						100																		100						100																100								100																																100				100																racv/nrma										1										Awaiting assessors report (for supps usually)		2		racv		cgu

		127		1		90		10						100						100						100																																										100						100																																																						90		10				100																		100						100																														100						100																								1		1						1						4		aami								aami												We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		128														1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1								1																1																						I factor all my invoices so I do not know which is slow or otherwise.

		129		1		90		10						100				100								100				80		20						100				100								100				100								100				60		40						100																80		20						100																																								80		20						100				70		30						100																80		20						100				100								100																All if you deal directly with the assessor																				I call after 7 day to see if received and it gets the ball on the way		3		racv

		130		1				100						100																		100						100																														100						100																																																						100						100						100						100				100								100																																																										1																4										lumley												I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		131				100								100						100						100						100						100																		100						100								30		70		100																				100				100								100				100				100								100				100								100						100						100								70		30		100																				100				100								100				100						100						100				cgu/fortis								1								1		1				5										cgu		allianz		wesfarmers		lumley		qbe

		132		1				100						100										100		100						100						100						100						100				100								100								100				100						100						100								100				100						100						100						100						100								100				100						100						100								100				100								100				100																		100						100						100						100												1		1		1										5										vacc

		133		1																																																																																																																																																																																																																																				4																						Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		134		1		100								100										100		100						100						100						100						100				100								100						100						100																						100		100										100		100																		100						100						100						100				100								100										100		100																100								100						100						100				aami		racv		gio				1												Processing of chq. Over looked		2		aami		racv						racv		aami

		135		1		80		20						100						80		20				100		1		95		5						100								80		20		100								90		10		100						10		80		10		100																		10		80		10		100						80		20				100						80		20				100								80		20		100						80		20				100						80		20				100																				90		10		100						80		20				100				70		20		10				100				cgu								1						1								4		aami		gio

		136		2		100								100										100		100										100		100																		100						100								50		50		100																																100				100																				100				100						100						100						100						100																						100		100																												racv		gio		nrma				1				1						1				1		aami																				We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		137				100								100														1												1																										100								100														1																																																1												1		25		50		25				100														1												1												1												1								1																4		racv		aami						aami

		138		1						100				100																																																								100				100																																																						100						100																80		20						100																																										100						100				zurich								1						1		1		1				4		lumley								ima

		139		1		100								100																																																																100								100																																																																		100						100																																										100						100																								Invoice is different to accepted quote - Invoice needs to be separated into two		4																						No longer to retail repairs

		140		1				40				60		100		1				100						100		1												1																												50		50				100		1																																																						40		60		100		1				100						100		1		35		30		35				100		1				60		40				100		1																60		40				100		1														allianz		lumleys						1								1		1		File lost send another invoice		3		qbe		cgu						vacc												60 days & over should be a charge of 20% on invoices

		141		1						100				100				100								100				100								100										100		100																100								100																																		100		100																		100						100						100						100						100						100																						100		100																100								100				racv		ansvar		aami				1		1		1						1		I will call you back. Never happens.		1		gio		allianz		zurich		cgu/vacc														With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i

		142		1						80		20		100		1						80		20		100		1								100		100		1																												100						100		1																																																				100						100		1																70		30				100		1																																												100		100		1								1				1												2										vacc

		143		2		100								100																																																																																																																														100						100						100						100																		100						100																												racv		cgu						1								1		1				2,3		cgu		racv

		144						100						100								100				100						50		50				100																																100				100																														100						100																		100						100						25		75				100						100						100																		100						100								100				100																cgu								1		1						1						4		aami

		145		2		100								100																				100				100																		100						100								50		50		100																		100						100																														100						100																		100						100																																																				cgu								1		1												2		aami

		146		2												1												1												1																																				1																																				1																								1												1												1																								1												1														all accounts are factored						1																1

		147		1		100								100		1				100						100																																										100						100																																																																		100						100						100						100		1																																																		racv								1										1				4		aami		racv		allianz				aami		vacc										Payments have been a lot better since the GST came into affect

		148		1				100						100						20		40		40		100						80		20				100						100						100																		20		40		40		100																																																				60		40						100						50		50				100						50		40		10		100																														50		30		20		100						80		20				100				allianz		cgu						1										1		Parts being checked not my file		5		zurich		ima/racv		aami		gio		racv		gio

		149		2		95		5						100						50		50				100				95		5						100								90		10		100						100						100				55		45						100																														100						100																				100				100						75		25				100				75		25						100																		50		50				100						75		25				100						80		20				100				ansvar		allianz		racv						1								1				4		racv		gio						cgu

		150						80		20				100																										1																																				1																																																																										90		10						100																				100				100														1												1		cgu								1		1								1				2										nrma		aami		zurich

		151		2				20		80				100																		100						100																														100						100																																																								100				100																		100						100																																																				racv								1										1		File already closed. So they obviously had overlooked the supplementary		2		aami		racv						racv/nrma		aami		vacc								aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		152		2												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1												1																						You must have sent it to the wrong department. Your invoice must have been lost can you send it again.		4		Due to the across the board late payments by generally all …….. We now don't take chances on waiting for our money, and have been forced to factor everything or most accounts which costs us everytime.																				We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		153				100								100																												100								100																		100						100																		100						100																																								100								100						100						100																																																												1														2		aami		cgu		racv

		154		2		100								100				53		47						100				54		46						100						45		55				100																														100						100						100						100				60		40						100						100						100						100						100				100								100						90		10				100																48		52						100						100						100				50		50						100				cgu/vacc																1		1				3		cgu/vacc								gio		aami		fai/allianz		vacc		cgu

		155		2		90		10						100						50		50				100						100						100																														50				50		100				100								100																100								100																		100						100				100								100										100		100																		100						100						100						100

		156		1				50		40		10		100						80		20				100								25		75		100																														70		20		10		100																																																						100						100						100						100				90		10						100																100								100																				90		10		100				zurich								1										1				2

		157		2				100						100								100				100						100						100																														90		10				100																																																																100								100						30		50		20		100																100								100																		100						100				racv								1		1										many say invoice never received instead of saying file not on hand		3		aami								vacc		racv										Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		158		1		70						30		100								100				100						100						100										100		100				100								100						30		50		20		100																		100						100																																		100		100						100						100						100						100																																												100				100																						1				4		aami		cgu

		159		2		100								100		1				100						100																		20		80				100																		20		80				100				10		90						100						30		70				100						90		10				100																														30		70				100						80		20				100																		20		80				100						15		70		15		100																racv																				lost invoice please re fax		4		racv								vacc		cgu

		160		1				30		40		30		100						50		50				100																																										45		55				100																																																						80		20				100						80		20				100						90		10				100																														60		40				100				30		50		20				100				cgu		aami		racv														1		generally file lost or misplaced after 5 phone calls		3		zurich																				sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		161		1				100						100								100				100						100						100						100						100										100		100										100		100								100				100								100				100						100						100								100				100										100		100						100						100						100						100								100				100						100						100				100								100								100				100				vacc/cgu		allianz		racv				1		1				1						not worth commenting		4		aami		racv		gio																It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		162		1		100								100																		20		80				100																														20		80				100																20		80						100																																																								100				100				80		20						100				80		20						100																		80		20				100				nrma/racv								1														2		aami								aami		hba

		163		1																																																																																																																																																																																																														lumleys								1						1				1		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.		2		aami		gio						racv		cgu/vacc		motorcare

		164						100						100										100		100								100				100						100						100																				100				100																																																										100		100										100		100										100		100																		100						100																		100						100				qbe		lumleys						1										1				4		aami		zurich																		sick em!

		metro		91										135		34										108		33										109		34										44		15										29		10										126		33										26		17										42		13										57		20										14		14										95		27										101		28										132		32										16		17										53		20										59		23										79		24								17		104		43		10		29		37		75		70		11

		rural		51																																																																																																																																																																																																																																				50

																																																																																																																																																																																																																																								29

		sum		142																																																																																																																																																																																																																																				45

																																																																																																																																																																																																																																								6

		metro %		64.1%																																																																																																																																																																																																																																				0

		rural %		35.9%

		sum				6286		5064		1429		721						1508		5132		2450		1710						2157		5258		2525		960						560		2190		790		860						1230		1395		165		110						1144		5806		3941		1709						770		1350		480		0						543		2287		1060		310						1530		2740		1160		350						400		790		160		50						1238		4942		2365		1035						3170		4965		1590		375						4091		6000		2076		1063						440		530		530		100						1188		2572		990		550						1480		2960		1320		140						1695		3870		1635		800

		empty				84		72		118		138						137		89		110		129						127		85		118		145						157		136		152		152						149		146		161		162						141		73		88		125						153		148		159		164						155		133		147		158						145		126		144		160						158		155		161		163						146		101		123		143						123		97		132		155						100		68		109		136						158		156		156		163						151		131		146		153						146		125		138		159						143		116		134		153

		data entered				81		93		47		27						28		76		55		36						38		80		47		20						8		29		13		13						16		19		4		3						24		92		77		40						12		17		6		1						10		32		18		7						20		39		21		5						7		10		4		2						19		64		42		22						42		68		33		10						65		97		56		29						7		9		9		2						14		34		19		12						19		40		27		6						22		49		31		12

		average				77.6		54.5		30.4		26.7						53.9		67.5		44.5		47.5						56.8		65.7		53.7		48.0						70.0		75.5		60.8		66.2						76.9		73.4		41.3		36.7						47.7		63.1		51.2		42.7						64.2		79.4		80.0		0.0						54.3		71.5		58.9		44.3						76.5		70.3		55.2		70.0						57.1		79.0		40.0		25.0						65.2		77.2		56.3		47.0						75.5		73.0		48.2		37.5						62.9		61.9		37.1		36.7						62.9		58.9		58.9		50.0						84.9		75.6		52.1		45.8						77.9		74.0		48.9		23.3						77.0		79.0		52.7		66.7

		percentage														20.6%												20.0%												20.6%												9.1%												6.1%												20.0%												10.3%												7.9%												12.1%												8.5%												16.4%												17.0%												19.4%												10.3%												12.1%												13.9%												14.5%

		total				189.1645101977												213.4289131921												224.2115621501												272.4403183024												228.2127192982												204.6821805007												223.5784313725												228.9433531746												271.9945054945												201.1428571429												245.7316230918												234.1727145404												198.5207326268												230.6349206349												258.4427981719												224.1169590643												275.4336485327

		sum of sums				13500												10800												10900												4400												2900												12600												2600												4200												5780												1400												9580												10100												13230												1600												5300												5900												8000

		/100				135												108												109												44												29												126												26												42												57.8												14												95.8												101												132.3												16												53												59												80

		percentage				46.6		37.5		10.6		5.3						14.0		47.5		22.7		15.8						19.8		48.2		23.2		8.8						12.7		49.8		18.0		19.5						42.4		48.1		5.7		3.8						9.1		46.1		31.3		13.6						29.6		51.9		18.5		0.0						12.9		54.5		25.2		7.4						26.5		47.4		20.1		6.1						28.6		56.4		11.4		3.6						12.9		51.6		24.7		10.8						31.4		49.2		15.7		3.7						30.9		45.4		15.7		8.0						27.5		33.1		33.1		6.3						22.4		48.5		18.7		10.4						25.1		50.2		22.4		2.4						21.2		48.4		20.4		10.0

		check				100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0												100.0





Business Location

		

		Metro		64.1%

		Rural		35.9%





Business Location

		



Location of Business



response Rate

		Response Rate

				25.5%





Factoring1

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24

		20.7%		20.1%		20.7%		9.1%		6.1%		20.1%		10.4%		7.9%		12.2%		8.5%		16.5%		17.1%		19.5%		10.4%		12.2%		14.0%		14.6%

		AAMI		34		20.7%

		GIO		34		20.7%

		Allianz		33		20.1%

		CGU		33		20.1%

		RACV		32		19.5%

		QBE		28		17.1%

		Lumley		27		16.5%

		Zurich		24		14.6%

		Western		23		14.0%

		Elders		20		12.2%

		Wesfarmers		20		12.2%

		Swann		17		10.4%

		Ready		17		10.4%

		Ansvar		15		9.1%

		Guild		14		8.5%

		Factor		13		7.9%

		Catholic		10		6.1%





Factoring1

		



Percentage of respondents that used factoring with this insurer



Factoring

		Factoring used

		AAMI		Allianz		GIO		Ansvar		Catholic		CGU		Swann		Factor		Elders		Guild		Lumley		QBE		RACV		Ready		Wesfarmers		Western		Zurich		Total

		34		33		34		15		10		33		17		13		20		14		27		28		32		17		20		23		24		394

		8.6%		8.4%		8.6%		3.8%		2.5%		8.4%		4.3%		3.3%		5.1%		3.6%		6.9%		7.1%		8.1%		4.3%		5.1%		5.8%		6.1%

		AAMI		8.6%

		GIO		8.6%

		CGU		8.4%

		Allianz		8.4%

		RACV		8.1%

		QBE		7.1%

		Lumley		6.9%

		Zurich		6.1%

		Western		5.8%

		Wesfarmers		5.1%

		Elders		5.1%

		Swann		4.3%

		Ready		4.3%

		Ansvar		3.8%

		Guild		3.6%

		Factor		3.3%

		Catholic		2.5%

		Total		100.0%





Factoring

		



Factoring of Invoices by Insurers



Payment distribution

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		GIO (0-21)		GIO(22-40)		GIO (41-60)		GIO (60 plus)		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)

		46.6		37.5		10.6		5.3		14.0		47.5		22.7		15.8		19.8		48.2		23.2		8.8		12.7		49.8		18.0		19.5		42.4		48.1		5.7		3.8		9.1		46.1		31.3		13.6		29.6		51.9		18.5		0.0		12.9		54.5		25.2		7.4		26.5		47.4		20.1		6.1		28.6		56.4		11.4		3.6		12.9		51.6		24.7		10.8		31.4		49.2		15.7		3.7		30.9		45.4		15.7		8.0		27.5		33.1		33.1		6.3		22.4		48.5		18.7		10.4		25.1		50.2		22.4		2.4		21.2		48.4		20.4		10.0





Payment distribution

		AAMI (0-21)

		AAMI (22-40)

		AAMI (41-60)

		AAMI (60 plus)



In days

Percentage

Payment distribution for AAMI

44.0588235294

36.3235294118

11.1470588235

8.4705882353



0-21

		



In days

Percentage

Payment distribution for AAMI



22-40

		



In days

Percentage

Payment distribution for Allianz



41-60

		



In days

Percentage

Payment distribution for GIO



60 plus

		



In days

Percentage

Payment distribution for Ansvar



supps

		



In days

Percentage

Payment distribution for Catholic



Reasons

		



In days

Percentage

Payment distribution for CGU



Other reasons

		



In days

Percentage

Payment distribution for Swann



Realistic timeframe

		



In days

Percentage

Payment distribution for HBA



Improved

		



In days

Percentage

Payment distribution for Elders



Badges

		



In days

Percentage

Payment distribution for Guild



Comments

		



In days

Percentage

Payment distribution for Lumleys



		



In days

Percentage

Payment distribution for QBE



		



In days

Percentage

Payment distribution for RACV



		



In days

Percentage

Payment distribution for Ready Plan



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		Allianz (0-21)		GIO (0-21)		Ansvar (0-21)		Catholic (0-21)		CGU (0-21)		Swann (0-21)		HBA (0-21)		Elders (0-21)		Guild (0-21)		Lumley (0-21)		QBE (0-21)		RACV (0-21)		Ready (0-21)		Wesfarm (0-21)		Western (0-21)		Zurich (0-21)

		46.6		14.0		19.8		12.7		42.4		9.1		29.6		12.9		26.5		28.6		12.9		31.4		30.9		27.5		22.4		25.1		21.2

		AAMI		46.6

		Catholic		42.4

		QBE		31.4

		RACV		30.9

		Swann		29.6

		Guild		28.6

		Ready		27.5

		Elders		26.5

		Western		25.1

		Wesfarm		22.4

		Zurich		21.2

		GIO		19.8

		Allianz		14.0

		HBA		12.9

		Lumley		12.9

		Ansvar		12.7

		CGU		9.1





		



percentage

Payment distribution by insurers (0-21 days)



		AAMI (22-40)		Allianz (22-40)		GIO(22-40)		Ansvar (22-40)		Catholic (22-40)		CGU (22-40)		Swann (22-40)		HBA (22-40)		Elders (22-40)		Guild (22-40)		Lumley (22-40)		QBE (22-40)		RACV (22-40)		Ready (22-40)		Wesfarm (22-40)		Western (22-40)		Zurich (22-40)

		37.5		47.5		48.2		49.8		48.1		46.1		51.9		54.5		47.4		56.4		51.6		49.2		45.4		33.1		48.5		50.2		48.4

										Guild		56.4

										HBA		54.5

										Swann		51.9

										Lumley		51.6

										Western		50.2

										Ansvar		49.8

										QBE		49.2

										Wesfarm		48.5

										Zurich		48.4

										GIO		48.2

										Catholic		48.1

										Allianz		47.5

										Elders		47.4

										CGU		46.1

										RACV		45.4

										AAMI		37.5

										Ready		33.1





		



percentage

Payment distribution by insurers (22-40 days)



		AAMI (41-60)		Allianz (41-60)		GIO (41-60)		Ansvar (41-60)		Catholic (41-60)		CGU (41-60)		Swann (41-60)		HBA (41-60)		Elders (41-60)		Guild (41-60)		Lumley (41-60)		QBE (41-60)		RACV (41-60)		Ready (41-60)		Wesfarm  (41-60)		Western  (41-60)		Zurich  (41-60)

		10.6		22.7		23.2		18.0		5.7		31.3		18.5		25.2		20.1		11.4		24.7		15.7		15.7		33.1		18.7		22.4		20.4

				Ready		33.1

				CGU		31.3

				HBA		25.2

				Lumley		24.7

				GIO		23.2

				Allianz		22.7

				Western		22.4

				Zurich		20.4

				Elders		20.1

				Wesfarm		18.7

				Swann		18.5

				Ansvar		18.0

				QBE		15.7

				RACV		15.7

				Guild		11.4

				AAMI		10.6

				Catholic		5.7





		



percentage

Payment distribution by insurers (41-60 days)



		AAMI (60 plus)		Allianz (60 plus)		GIO (60 plus)		Ansvar (60 plus)		Catholic (60 plus)		CGU (60 plus)		Swann (60 plus)		HBA (60 plus)		Elders (60 plus)		Guild (60 plus)		Lumley (60 plus)		QBE (60 plus)		RACV (60 plus)		Ready (60 plus)		Wesfarm (60 plus)		Western (60 plus)		Zurich (60 plus)

		5.3		15.8		8.8		19.5		3.8		13.6		0.0		7.4		6.1		3.6		10.8		3.7		8.0		6.3		10.4		2.4		10.0

		Ansvar		19.5

		Allianz		15.8

		CGU		13.6

		Lumley		10.8

		Wesfarm		10.4

		Zurich		10.0

		GIO		8.8

		RACV		8.0

		HBA		7.4

		Ready		6.3

		Elders		6.1

		AAMI		5.3

		Catholic		3.8

		QBE		3.7

		Guild		3.6

		Western		2.4

		Swann		0.0





		



percentage

Payment distribution by insurers (60 plus)



		Supps 3a)		Frequency		Percent

		RACV		33		27.3%

		CGU		33		27.3%

		AAMI		12		9.9%

		Allianz		10		8.3%

		Lumleys		8		6.6%

		GIO		8		6.6%

		Zurich		6		5.0%

		NRMA		5		4.1%

		QBE		2		1.7%

		Ansvar		2		1.7%

		Aust. Alliance / Sun Royal / Aust. Pensioners		2		1.7%

		Subtotal		121		100.0%

		b)

		CGU/VACC		17

		AAMI		13

		GIO		11

		RACV		9						Total		a)+b)+c)

		ALLIANZ		7						CGU		54		24.3%

		LUMLEYS		6						RACV		51		23.0%

		sun royal		1						AAMI		29		13.1%

		qbe		1						GIO		22		9.9%

		elders		1						Allianz		21		9.5%

		ansvar		1						Lumleys		18		8.1%

		Subtotal		67						Zurich		9		4.1%

										NRMA		5		2.3%

		c)								QBE		4		1.8%

		CGU		6						Ansvar		3		1.4%

		RACV		5						Aust. Alliance / Sun Royal / Aust. Pensioners		3		1.4%

		lumleys		4						Elders		2		0.9%

		ALLIANZ		4						Wefarmers		1		0.5%

		AAMI		4								222		100.0%

		ZURICH		3

		GIO		3

		WESTFARMERS		1

		sun alliance		1

		qbe		1

		elders		1

		ansvar		1

		Subtotal		34

		Grandtotal		222





		



Slowest payers when supps are attached to the original invoice



		

		Don't follow up with insurers		File not at hand		Paperwork incomplete		Claim not registered		Staff shortages		Recent merger caused delays		File lost		Other		Total

		17		104		43		10		29		37		75		70

		17		104		43		10		29		37		75		70		385

		4.4%		27.0%		11.2%		2.6%		7.5%		9.6%		19.5%		18.2%		100.0%

		File not at hand		27.0%

		File lost		19.5%

		Other		18.2%

		Paperwork incomplete		11.2%

		Recent merger caused delays		9.6%

		Staff shortages		7.5%

		Don't follow up with insurers		4.4%

		Claim not registered		2.6%

		Total		100.0%





		



Explanations given by insurers about delays in payments



		4Other (please type answer)

		95% of the time the claims officer will say that they do not have the invoice on the file.

		after sending and faxing invoices on a regular basis (weekly) they still claim they have not received an invoice

		Allianz staff will not do what they tell you after 5 phone calls + 5 different staff later. Had to get assessor to organise payment from 5 months ago!

		Amounts vary - need/waiting on assessor

		and investigate

		assessor has not sent in file

		Assessor not submitting file after 30 days

		Assessor report not received. Haven't received invoice (after sending it anywhere between 5-7 times)

		assessor-incomplete paperwork, didn’t receive invoice,  waiting on reports from assessors,  not my claim I cant help u paerson away that can help

		Awaiting assessors report (for supps usually)

		Awaiting excess to be paid to insurance company by insured. Cheque being printed-delayed in that department.

		Being processed or need copies never seem to have origninal. Invoice or paperwork in hand.

		Blame assessors for incomplete work

		claim handler on holidays, paperwork with assessor, paperwork in payments (up to 2 weeks _cgu again)

		claim officer on leave, file sent to wrong branch

		CLAIMS OFFICER NOT AVAILABLE AT THE MOMENT

		computers are down

		computers are not working today "we just don’t have that account you are refering to" - how convenient

		Did not receive invoice so they say

		Excess not paid by 3rd party

		File already closed. So they obviously had overlooked the supplementary

		File closed still with assessor file handled interstate changed offices

		File gone to assessing for fair & reasoable -> (even when it is an AUTH job invoiced AS PER ASS QUOTE) (CGU) gone to parts for checking.

		file is in parts pricing, perosn dealing with calim has left the company or on holidays

		File lost send another invoice

		File returned to assessors faxed copies not received incorrect claim number given by assessors

		file still on assesors desk

		FILED AWAY

		Follow up is usually a copy invoice with late payment sticker - to date received no reply whats so ever

		generally file lost or misplaced after 5 phone calls

		Generally no explanations most process cheque quickly if paper work is complete

		have lost file and assessor can't remember assessing

		Have not received account

		have not received invoice - then I have to pull mine out and fax through paperwork

		Haven't had to follow up

		Havent received account

		I call after 7 day to see if received and it gets the ball on the way

		I will call you back. Never happens.

		I'll get so & so to ring u back

		Invoice in file but not processed for payment. No copy of invoice received. File with payments department. File with assessor. Claims officer will return phone call.

		Invoice in relevant file but payment overlooked

		Invoice is different to accepted quote - Invoice needs to be separated into two

		invoice not on file

		invoice not received

		invoice not received

		Invoice not received

		invoice not received although sometimes have faxed copies of same invoice 3 times

		Invoice ot received pls fax or send again

		Invoices had to be sent to the assessor for final month. Even when final assessed figure was the same as on this invoice, this has just happened with racv and taken 3 months to pay.

		invoices not reiceved.  Invoices gon3e back to assesor for authorisation of supp(even if ok by phone. Always seems to be a delay with their internal communication.

		lost invoice please re fax

		many say invoice never received instead of saying file not on hand

		Never received file

		Never received invoice

		never received invoice, file has been overlooked

		none given

		Not in the System. NOTE:  the lower accounts turn up before the bigger accounts even though the lower accounts were sent a month after the big ones.

		Not my file, I will pass you on.

		Not received tax invoices (which would ave posted and faxed to the insurance co)

		not worth commenting

		Parts being checked not my file

		person handling this claim not available will ring back (harley ever do) so a ___ of phone calls trying to locate someone to help. Very frustrating and time consuming.

		Processing of chq. Over looked

		RACV/NRMA: payments withheld for no satisfactory reason until appropriate payment release date

		rarely need to follow up now. All payment time are good.

		Sent to wrong state office.

		The person handling this file is - on holidays - at lunch - sick - in a meeting! Or has left employment - will spend excessive waiting on phone to locate file + bring each new person handling the file up to date.

		waiting for invoice

		We still haven't received your invoice

		You must have sent it to the wrong department. Your invoice must have been lost can you send it again.





		

		Timeframe

		Up to 7 days		11		7.8%

		Up to 14 days		50		35.5%

		Up to 21 days		29		20.6%

		Up to 30 days		45		31.9%

		Up to 60 days		6		4.3%

		Up to 90 days		0		0.0%

		Total		141		100.0%





		



Realistic timeframe for receiving payment



		Improve 6a)				Improve 6b)				Improve 6c)				Improve 6d)

		AAMI		42		AAMI		14		ALLIANZ		7		allianz		2

		RACV		36		ALLIANZ		4		RACV/NRMA		6		cgu/vacc		1

		CGU		11		AUST PENSIONERS		2		AAMI		5		ELDEN		1

		GIO		7		CGU		14		GIO		5		GIO		4

		ALLIANZ		4		elders		1		cgu		3		PENSIONERS		2

		qbe		4		GIO		8		qbe		2		wesfarmers		1

		ZURICH		4		IMA		3		lumley		1		ZURICH		2

		elders		1		LUMLEY		4		WESFARMERS		1

		lumley		1		QBE		3		zurich		1

		royal		1		RACV		17

						SUN ROYAL		1

						zurich		1

				Total		227		1

				RACV		62		27.3%

				AAMI		61		26.9%

				CGU		29		12.8%

				GIO		24		10.6%

				Allianz		17		7.5%

				QBE		9		4.0%

				Zurich		8		3.5%

				Lumleys		6		2.6%

				Aust. Alliance / Sun Royal / Aust. Pensioners		6		2.6%

				Elders		3		1.3%

				Wesfarmers		2		0.9%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Insurers that have improved their timeframe of payment over the past three months



		Badges 7a)

		AAMI		41		26.8%

		RACV		37		24.2%

		CGU		26		17.0%

		GIO		22		14.4%

		Allianz		11		7.2%

		Lumleys		6		3.9%

		QBE		3		2.0%

		FAI		2		1.3%

		Motorcare		2		1.3%

		Sun Alliance		2		1.3%

		Wesfarmers		1		0.7%

		Total		153		100.0%





		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



BRD members that hold insurers' badges or signs



		1. If insurance companies paid promptly then we wouldn't need to loose 3.25% of the account to factoring charges 2. If an insurance company fails to pay withing 30 days then finance charges should be able to be added to the account - (we are not in the fi

		60 days & over should be a charge of 20% on invoices

		aami are exceptional quick, its terrific when you have jobs worth in excess $10,000 this seems to prolong the payment process as well. Which makes it difficult, especially when we have already paid for the parts.

		AAMI is usually good in paying on time. But if the amount of payment is higher than $3000, then it may take up to 2 months to pay. Usual excuse is invoice not received at time the invoice needs to be sent 3 to 4 times to the insurance company. It is long

		aami the hardest to deal with, with "tow out policy" pay with in the shortest time frame "WHY"?

		Allianz would have to be the worst insurer to deal with. No one gives a damn there!

		Authorised repairer for majority of companies, we show no favourtism to any company, therefore do not display any signs

		CGU - from bad to worse

		CGU appear to delay payments on purpose. Staff have advised me several times that files have been sent back to assessors for f&r, even on authorised jobs which have been invoiced with part numbers as per assessed quote. Files have been sent to investigati

		cgu has been the most improved. Every other company is now fairly swift in payment.

		Considering most repairs are pre-approved, payment should be quick. Insurance companies are trying to pressure us to buy a digital camera to avoid assessors. They should provide a camera as it would save them money not us.

		Direct credit payments are best

		Direct debits would be a solution

		Excessive quantities of repeat paperwork required for each claim. Excessive amounts of incidental detail required for each claim. Telephone enquiries can have you travelleing the country to eventually get no where. $23 per hour - ABSOLUTELY RIDICULOUS - S

		Factor everything due to neccessity of cash flow. No idea who pays in what time frame

		Generally payment time are improving but we'd still be in trouble it we didn’t factor- especially right now when BAS statements are due to be paid

		hour labour and paint far too low

		Hourly rates must increase to cover normal running cost eg. power gas shire charges wages super annuation workcare

		I factor all my invoices so I do not know which is slow or otherwise.

		I have been chasing up payment from lumleys insurance for the past 3 months. Excursen that cheque comes from sydney to send out copy of tax invoice again! Late payment should pay a fee

		I only took over Lightwood autos on 1/1/2002 but have found most insurers to be good.

		if panel shop one to remain in business we require yourselves to persue insurance cos. Constantly in regards to there payment strategy making them change their payments to within 14 days of invoices.

		Insurances co's never follow anything up themselves, they wait until you final notice them  and threaten legal action.

		It seems some insurance companys are starting to pay better at the moment. One major problem is that they have different ways they want their invoices done. Some want parts and prices on quotes and final invoices as well. This is okay if you can afford a

		It's quite funny to see that the insurer that we as an industry have faught with and dispised for so many years is actually the best payer by far. Our own industry insurer has always been the worst and since joining with cgu they have got worse and to my

		It's too competitive, insurance companies always stuff us up.

		jim at the moment all insurance companies are paying well. Jeff woolland, Woollands Auto Body Works 12 North st sheppparton

		Jim, I can only make guesses to the insurers for question 2. There isn't any way that I'm aware of being able to produce that informatiom from the company once the accounts have been paid.

		Most insurance claim officers are willing to investigate delay in payments and on request will return telephone calls and arrange for payment at the earliest possible time frame. Unfortunately the use of factoring has become necessary to enable steady cas

		MTAA Standard times @ $35.00/hour minimum. When will insurance companies pay this in Victoria?

		No longer to retail repairs

		NO!

		Note. How many times has ansvar short paid someone by $1.00 & who is going to chase it up. How many claims per yr x $1.00 makes a lot of money.

		Only crash repairer in town we have no trouble with any except for lumley who has a minimum hr rate then except a 5% discount overall we will not be repairing their repairs until they change. If all insurance companies paid within 14 days we would not use

		Payments have been a lot better since the GST came into affect

		Please note that at this stage we still have quite a few invoices that are unpaid. These invoices are over the 90 day mark.

		Ringing each month for payment of invoice cost money & time

		sick and tired of insurance companies dictating to customers where to get their vehicle repaired. There should be a law put in place. For these un-neccasary very unpropriete practices.

		sick em!

		small claims <$1000 payment ok over $1000 payment slower. Factoring of large claims necessary for cash flow and is a substantial expense that could be slashed it payment time was reliable.

		Sorry, we are ok no real halp as we factor all our insurance work.

		the direct credit system of payment we find works well and cuts down mail and cheque drawing delays

		The reason we factor all our insurance work is because the Insurance companies take so long to pay. Before we factored it could take up to 3 months plus to receive a payment.

		They expect their customers vehicle to be repaired on time (doesn't matter if we have staff shortages) therefore we expect to be paid on time also.

		We believe these surveys are a wast of time & money. We feel nothing gets done about the problems we face our industry is going down hill, we are working for less money than we were 25 yrs ago we already know the result of these surveys becauase we have d

		We do not run any insurance co. sings, as they use them against you in their billing tactics by threatening to take them of you if you don't work for their unreasonable hourly rates and cost cutting methods of repair in which they scare the customers asse

		WE don’t and will notrun any insurance badges as we do not want to be dictated to. We guanrantee our own work using the VACC scheme. We stand on our own credibility. Not the insurers which is often poor insurance companies guanranteeing repairs is like re

		We factor most of our invoices as we require payment in 2-7 days

		We handle quite a few recoveries and they normally take between 1-3 months before they are settled.

		We have found providing we have a written authority from the insurer and that our paperwork is in order we rarely have a problem with late payments.

		We need to hold a meeting and put some good plans in place in the new year and that’s not the end of next year. Let's make this the year - that we go forward and not backward.

		We strongly believe that providing paper work is all in order, there is no reason why payments should not be made within 21 days

		When is VACC and State Govt ganna take a hard line against towies that try hard to convince accident victims to take their cars to their boss for repairs?? Why not stiffer than stiffer fines in trying to bring them in line ??? We have survived these last

		With Western QBE a bare metal strip re-paint was authorised & we were given ok to proceed as well as the owner, said car was assessed twice on their premisses. We completed job as we were waiting for nessesary paper work. When paper work did not arrive, i






