
Payments by Insurers Survey – April 2002


[image: image10.wmf]Payment distribution by insurers (0-21 days)

0

5

10

15

20

25

30

35

40

45

50

AAMI  

Swann  

Ready  

RACV  

QBE  

Sunroyal  

Elders  

AMP  

Transport  

Ansvar  

Allianz  

Catholic  

Zurich  

CGU  

Western  

Wesfarm  

HBA  

Lumley  

Guild  

percentage


Body Repair Division 

“Payments by Insurers”

Survey Report

April 2002
“If certain insurers can pay within 7 days, then why is it reasonable for others to take 8 weeks or more?”

Victorian Automobile Chamber of Commerce

7/464 St Kilda Road

Melbourne  VIC  3004

Phone: (03) 9829 1111

Fax: (03) 9820 3401

E-mail: vacc@vacc.asn.au

Internet: www.vacc.asn.au

Contents

Page

1Contents


2Background


3Summary of Results


4Insurers included in the Survey


4Location of Businesses


5Payments within 0 to 21 days


6Payments within 22 to 40 days


7Payments within 41 to 60 days


8Payments beyond 60 days


9Factoring of Invoices


10Reasons for delays in payments


11Realistic timeframe for payments


12BRD Members’ Comments



 

Background

The latest survey of members of VACC’s Body Repair Division  (BRD) shows that slow payment by some insurers is an industry wide problem.  The relationship between insurers and repairers is known to have been volatile for a long time and has caused increasing concern to BRD members.

Payments to repairers by insurers is the focus of this VACC’s research.  It is now time to do something about this issue.  Insurers are at times bad payers.  Payments by insurers for completed work to body repairers can take in many cases more than 60 days and not seldom over 90 days.  More than often these outstanding invoices are in excess of tens of thousands of dollars and members turn to the Chamber for advice. 

So what is the big deal with delayed payments? 

It is about… 

· fairness and ethical business practises!

· the time that is wasted by repairers following up with insurers on the phone!

· repairers’ obligation to pay their debtors on time!

· the uncertainty the delays cause in cash flow management!

· repairers obligation to pay taxes, such as GST, on time, in order to avoid fines!

· repairers obligation to pay wages and salaries to their staff!

· repairers getting fed up with the insurers and repairers resorting to the use of factoring agents to get their payments.  And it is about the price tag that comes with it!

· direct and indirect costs these delays cause!

In summary, it is about the problems late payments by insurers cause for repairers!

“If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more?”

Summary of Results

A series of VACC surveys on late payments to automotive crash repairers by insurance companies shows that delays of up to ninety days are not uncommon, which highlights the need for the adoption of the proposed Industry Code of Conduct.  The results of the latest survey of payments by insurers, which was conducted during March 2002, show that some insurers make the majority (i.e. over 60%) of their payments beyond 40 days.  This performance is appalling and needs to be addressed by the insurers in question.

The survey also highlighted the fact that between 5% and 25% of respondents use factoring agents for their invoices with insurers. In previous surveys only ~9% of respondents indicated that they were factoring invoices.  It is an indication that problems with payments are becoming more serious and repairers resort to using the services of factoring agents to ensure prompt payment.

An analysis of payment distribution by days yielded that AAMI was the insurer in the 0-21 days category that paid the highest percentage of invoices in this period.  In the 60 days and over category, CGU was the insurer that paid the highest percentage of invoices in this timeframe. 

Repairers that followed up with insurers about late payments indicated that the reasons they were usually given by staff are “file lost”, “file not at hand” and “that recent merger had caused problems”.  Sorry – that is just not good enough!

Respondents were also asked what they considered a realistic timeframe for payments to be made to them.  90% of all respondent thought that payments should be made between “up to 14 days” and “up to 30 days”.

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
· AMP/GIO, Sun Corp
· Ansvar

· Catholic Church

· CGU, Fortis

· Swann

· HBA

· Elders

· Guild Insurance

· Lumleys

· QBE, Mercantile Mutual

· RACV/NRMA

· Ready Plan

· Transport Industry

· 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.  68% of the respondents’ businesses are located in the metropolitan area and the remaining 32% 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 the insurer that performed best in this category.  Respondents indicated that AAMI made around 44% of their payments to repairers within 21 days.  Swann’s percentage of payments in this timeframe was 37.5%, while Ready Plan paid 29% of their invoices.  HBA, Lumleys and Guild made the lowest percentage of payments in this timeframe with 9.4%, 6.1% and 5.9% respectively.

RACV has improved dramatically from the previous survey.  The survey found that 27.2% of its payments were made within 21 days.  That is indeed good progress!
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	Insurer
	0-21 days

	AAMI  
	44.1

	Swann  
	37.5

	Ready  
	29.0

	RACV  
	27.2

	QBE  
	25.8

	Sunroyal  
	25.3

	Elders  
	24.3

	AMP  
	23.9

	Transport  
	20.0

	Ansvar  
	18.2

	Allianz  
	14.7

	Catholic  
	14.2

	Zurich  
	14.2

	CGU  
	12.5

	Western  
	11.6

	Wesfarmers  
	9.7

	HBA  
	9.4

	Lumleys  
	6.1

	Guild  
	5.9


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.   Respondents were asked to restrict their answers to the last three months.
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Wesfarmers, Elders and Western QBE made the highest percentage of payments within 40 days.  The total was 69.2% for Wesfarmers, 55.2% for Elders and 53.4% for Western QBE’s payments.  

HBA’s percentage of payments within 40 days was only at 34.1%, CGU made 27.6% and Swann 24.5% of their payments.

	Insurer
	22-40 days

	Wesfarmers  
	69.2

	Elders  
	55.2

	Western  
	53.4

	Catholic  
	51.6

	Ansvar  
	49.9

	AMP  
	49.7

	Guild  
	49.1

	Transport 
	46.7

	Zurich  
	46.5

	QBE  
	45.8

	Sunroyal  
	44.2

	Allianz  
	44.2

	RACV  
	43.3

	Ready  
	41.5

	AAMI  
	36.3

	Lumleys  
	34.8

	HBA  
	34.1

	CGU  
	27.6

	Swann  
	24.5


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.

HBA, Lumleys, Western QBE and CGU had the highest percentage of payments made between 41 and 60 days.  Not a very good performance!

RACV, Wesfarmers, Elders and AAMI had the lowest percentage of payments made within this timeframe.  Well done!
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	Insurer
	41-60 days

	HBA  
	38.1

	Lumleys  
	34.7

	Western   
	29.5

	CGU  
	29.4

	Zurich   
	29.1

	Guild  
	26.2

	Ansvar  
	25.8

	Catholic  
	23.9

	Allianz  
	23.1

	Sunroyal  
	23.1

	Swann  
	21.5

	AMP  
	19.8

	Ready  
	18.5

	Transport  
	17.3

	QBE  
	16.7

	RACV  
	15.7

	Wesfarmers   
	15.4

	Elders  
	13.9

	AAMI  
	11.1


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.

CGU, Lumleys and Guild had the highest percentage of payments beyond 60 days.  This is totally unacceptable and should be looked at by those insurers.

Ansvar, Wesfamers and Western QBE did well – they had the lowest percentage of payments in this category.
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	Insurer
	60 plus days

	CGU 
	30.4

	Lumleys 
	24.4

	Guild 
	18.8

	HBA 
	18.4

	Allianz 
	17.9

	Swann 
	16.5

	Transport 
	16.0

	RACV 
	13.9

	QBE 
	11.7

	Ready 
	11.0

	Catholic 
	10.3

	Zurich 
	10.2

	AAMI 
	8.5

	Sunroyal 
	7.4

	Elders 
	6.7

	AMP 
	6.6

	Ansvar 
	6.1

	Wesfarmers 
	5.7

	Western 
	5.5


Factoring of Invoices

“Due to payments being a problem from insurance companies, we now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together?”

Respondents were asked to indicate for which insurers they had invoices factored.  The picture is that the percentage has increased.  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.  The recent survey shows that about 15% are now factoring invoices.  They are simply fed up with the long wait and uncertainty associated with delayed payments from insurers.

It appears that some repairers feel forced to use factoring agents rather than chase the insurance companies themselves.  However, selling the invoices that are raised on normal credit terms to a factoring agent attracts a service charge of 0.5 to 3%.  This is a high price to pay for small businesses just to be able to plan their cash flows.  Insurers should pay within a reasonable timeframe so that repairers do not need to resort to using factoring agents.  

The graph below shows for each insurer, how many of the respondents use factoring agents.  It is very interesting to note that almost 25% of CGU’s invoices get settled through factoring agents.  This is a confirmation that CGU has been performing poorly over the past few months.  
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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 respondents said that the excuses usually were that “the file wasn’t at hand”, “the file was lost” and that “the recent merger caused problems”.  Six per cent of respondents said that they don’t usually follow on payments up with insurers.   Staff shortages, incomplete paperwork and unregistered claims were also popular explanations.
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Other reasons and excuses used by insurers for delays in payments:

· Back to assessor & parts for approval

· Different claim officers handling file

· Waiting on excess to be paid 

· Cannot determine who is at fault 

· Person dealing with claim has left

· Invoice gone back to assessor, “these things happen” 

· Cheque ready but system will not release it until specific date 

· File is handled by our interstate branch

· File in "to do" file, not sure when "someone will get to it" (CGU)

· Invoice missing in spite of being faxed numerous times and also being posted 

· Problems with computer system 

· File is with another department

· File at assessors however supps have been authorised. Invoice never received

· File closed but claim not paid (unknown reason)

What about customer service?  It seems the insurers have a lot of work to do to improve their claims handling and invoice payments!

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 5% thought that invoices should be paid within 7 days.

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.
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“If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more?”

· Payments beyond 30 days have become unacceptable for repairers and are no longer tolerable.  

· Repairers have to pay their debtors on time and they are obliged to meet their tax payments.  

· The insurers must review their payment practices now and become better payers!

BRD Members’ Comments

“Generally, most insurance companies are good payers, problems arise when files go back to parts or the assessors for approval they seem to never be approved quickly. That is where the delays in payment occur.”

“Very difficult to get through by phone to CGU and RACV.”

“21-day-accounts should be acceptable across the board.”

“Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is clearly not.”

“Most of the time it is the assessor not completing the paperwork properly.”

“Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs.  Why haven’t they got EFT up & running years ago?”

“All the insurers know exactly what they have to pay - with some minor changes occasionally -  so why is there such a delay in payment?”

“Generally of late, RACV is a good prompt payer, odd ones go astray, but generally take up to 30 days.”

“If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more?”

“Due to increase in business running costs (WorkCare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.”

“Insurers to pay a realistic price for work carried out, otherwise more panel shops will close.”

“All bad payers - they want to send us broke!”

“The insurers authorise repairs so the payment should be made almost immediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous if the assessor has told us to go ahead.”

“Cannot see why they (insurers) delay payment. They have authorised repairs for a specific amount.  With technology such as direct credit EFT, it is not inconceivable that they should pay up front.  Up front payment would end cash flow problems once and for all.”

“Insurers should supply hard copy of authorities to repair detailed listing of each component.”

“It is getting better - do your paperwork right and you are half way there.”

“Recoveries should be settled with repairer.”

“AGC Finance Factoring is only 1.6%.”

“Payment should not exceed 21 days.  Repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.”

In relation to Q4: “Lengthy delays are experienced when contacting some insurers for payment - particularly CGU.”

“The time spent on the phone to most insurance companies is excessive.  To get any answers, 25 minutes on hold not uncommon.”

“The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment.”

“If we are supposed to give respect to insurance companies customers, we also expect the same form of respect from insurance companies.”

 “Due to payments being a problem from insurance companies, we now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together?”

“As the only repairer in town I do not have any problems with any insurance company at this stage.”
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Data entry

		Count												Check		AAMI Factor										Check		SunroyalFactor										Check		Allianz Factor										Check		AMP Factor										Check		Ansvar Factor										Check		Catholic Factor										Check		CGU Factor										Check		Swann Factor										Check		HBA Factor										Check		Elders Factor										Check		Guild Factor										Check		Lumley Factor										Check		QBE Factor										Check		RACV Factor										Check		Ready Factor										Check		Transport Factor										Check		Wefarm Factor										Check		Western Factor										Check		Zurich Factor		AAMI Pref		SunroyalPref		Allianz Pref		AMP Pref		Ansvar Pref		Catholic Pref		CGU Pref		Swann Pref		HBA Pref		Elders Pref		Guild Pref		Lumleys Pref		QBE Pref		RACV Pref		Ready Pref		Transport Pref		Wesfarm Pref		Western Pref		Zurich Pref		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Comments
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		11		1						80		20		100						80		20				100								80		20		100						80		20				100												0												0										100		100												0												0												0								50		50		100						50		50				100				50		50						100						50		30		20		100												0												0												0						50		50				100				50		40		10				100				2																										1														1		1				1		1		1				4

		12		1		5		90		4		1		100						100						100								20		80		100				5		70		5		20		100												0												0								50		50		100												0												0												0												0										100		100										100		100								80		20		100												0												0												0												0												0				1		1		1		1				2		1														1						1								1		1								1				4

		13		1				50		50				100												0										100		100								85		15		100												0												0								100				100												0												0												0												0								100				100						50		50				100				10		50		35		5		100								100				100												0												0								100				100								100				100																1				1								1		1														1										1		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice		2,3,4

		14		1		10		10		20		60		100		1				60		30		10		100		1				10		20		70		100		1				20		70		10		100		1				10		90				100		1										0						10		20		70		100		1										0						10		90				100		1										0						90		10				100		1				10		10		80		100		1				20		60		20		100		1		10		60		20		10		100		1										0												0				10		90						100		1				10		70		20		100		1		10		70		10		10		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1						1		1		1		Has been approved and sent to accounts for payments		3		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		15		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		16		1				100						100								70		30		100						40		60				100						100						100						100						100												0								50		50		100												0								50		50		100						100						100												0								100				100												0						30		50		20		100						100						100								100				100												0												0								100				100				2		2		1		1						1				1										1										1				1												Most common is the file is with the assesor to authorise extras		4

		17		1		100								100		1										0												0												0												0												0												0												0												0												0												0						80		20				100								100				100		1		100								100		1										0												0												0												0												0																																										1																3

		18		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1				100						100												0		1										0		1										0		1										0												0		1										0		1										0		1										0		1										0		1		2		2		1		2		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2						1						1				Independent assesors don’t complete the paperwork.		4		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		19		2		100								100												0												0				50		50						100												0												0								75		25		100												0												0				75		25						100												0												0						100						100						50		50				100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		1		2		2				1										1				1

		20		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0		1										0		1										0		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1						1								1		Cheque is being processed (somewhere)		2		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		21		1		92		7				1		100				33		50		17				100						100						100				100								100				100								100				50		50						100						100						100												0												0												0								100				100				70		20		10				100				100								100				20		73				7		100												0												0												0												0								100				100				1												1										1				1														1		1				1		1		1				3

		22		1		90		10						100												0												0												0												0												0												0												0												0												0												0				80		20						100												0						100						100												0												0												0												0												0				1																						1				2														1						1								2		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		23		1				70		30				100						70		30				100						70		30				100						70		30				100												0						70		30				100						80		20				100												0						70		30				100												0												0						50		50				100						70		30				100				80		20						100												0												0												0												0						70		30				100				2		2		2		1		2		2		1		1		1		2		2		2		2		1		2		2		2		2		2				1								1				Sometimes no explanation given just say they will send payment out within the week		4		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		24		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0		1										0												0												0		1										0		1						1																						1						1																				All of the above		3

		25		2		80		20						100												0				20		80						100						20		80				100		1		80		20						100												0						80		20				100		1										0						20		80				100												0												0												0				20		80						100						20		80				100		1										0												0				80		20						100				20		80						100				20		80						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1								2

		26		1		40		37		6		17		100						100						100						65		25		10		100						80		20				100												0												0						30		60		10		100												0						80		20				100												0												0				14		50				36		100						90		10				100				34		20		20		26		100												0												0												0												0						50				50		100				1		1		1						1										1				1																1										1		Invoice missing inspite of being faxed numerous times and being posted in		2

		27		1		80		10		10				100				70		20		10				100				10		10		20		60		100				50		20		20		10		100												0												0				60		20		20				100												0				50		30		20				100												0												0						10		70		20		100						10		70		20		100						60		30		10		100												0												0												0												0												0				1		1		2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		2				1		1						1						3

		28		1		80		15		5				100				20		50		30				100								80		20		100												0		100				50		40		10		100				50		50						100										100		100				95		5						100										100		100								40		60		100												0						30		40		30		100				10		50		40				100				70		20		10				100												0								70		30		100												0						30		40		30		100				20		40		30		10		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1								1		1		File gone to assesor for ok on sublet etc file gone to payments for something else		2		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		29		1		80		20						100				80		20						100				80		20						100				20		80						100												0				20		80						100				20		80						100												0												0												0												0												0				20		80						100				20		80						100												0												0												0				20		80						100				20		80						100				1						1																																		1														3

		30		1		100								100												0		1				100						100												0		1										0												0												0		1										0												0												0												0												0												0				100								100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																2

		31		1						100				100								100				100												0								100				100								100				100								100				100								50		50		100												0										100		100								100				100												0										100		100								100				100								50		50		100												0												0								100				100								100				100								50		50		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1		1		Claims officer on holidays, in meetings etc.		4

		32		2		15		85						100				15		85						100						100						100						100						100												0												0						85		10		5		100												0												0						85		15				100												0						85		15				100						100						100				80		10		10				100												0												0						100						100						100						100						100						100				1		1		1		2		2		2		2		2		2		2		2		1		2		1		2		2		1		1		1				1										1		Have lost or not received invoice		2

		33		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0												0						25		75				100												0		1				50		50				100				2		2		2		1		2		2		2		2		1		2		2		1		2		2		2		2		1		2		1										1		1						5

		34		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		35		1		100								100						100						100												0				100								100												0												0								100				100												0												0												0												0												0										100		100				90		10						100												0												0												0												0												0																														1																										didn’t receive invoice		2

		36		2				85		15				100												0										100		100						80		20				100												0								100				100								100				100												0						100						100						100						100												0								100				100								100				100						20				80		100												0						100						100								100				100								100				100								100				100				1		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		2		2		2				1		1								1				3		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		37		2										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0												0												0												0		1										0		1										0		1										0												0												0												0		1										0		1		1				1		1		2		2		1		2		2		2		2		1		1		1						1		1		1				1								1		1				6		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		38		1				90		10				100								100				100						40		60				100						100						100						100						100												0								100				100												0						100						100						100						100						50				50		100								100				100						100						100						100						100				100								100												0						100						100				100								100								100				100				1		1		1		1		1		2		2		2		2		1		2		2		2		1		2		2		1		2		1						1		1								I usually follow up and the cheque is paid soon after		3

		39		1								100		100		1								100		100		1								100		100		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		2		2		1		2		2		1		2		2		2		2		2		2		2		2		2		2		2		1				1								1		1				4		All bad payers they want to send us broke

		40		1				20		80				100										100		100								80		20		100						60		40				100						60		40				100								100				100								40		60		100								80		20		100								80		20		100				40		40		20				100								80		20		100								20		80		100				10		70		20				100						10		30		60		100												0						50		50				100						50		50				100						50		50				100						50		50				100				2		2		1		1		2		1		1		1		2		1		2		1		1		1		2		2		2		2		2				1						1		1		1				3

		41		2		95		5						100				95		5						100				20		80						100												0				50		50						100				50		50						100				10		20		30		40		100												0												0				90		10						100												0				40		60						100				60		40						100				40		40		20				100												0												0												0												0				10		10		80				100				1		1		1		1		2		2		1		2		2		2		2		1		1		1		2		2		2		2		2				1		1								1		Problems with computer system. File is with another department		3		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		42		1				5		25		70		100												0												0								20		80		100												0												0												0								75		25		100								50		50		100						100						100												0												0						10				90		100						5		10		85		100												0												0						100						100								100				100										100		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		Any combination of the above		2		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		43		2		60		20		7		13		100		1		100								100		1		77				15		8		100		1		28		28		28		16		100		1										0												0				50				14		36		100		1										0												0		1										0												0								100				100		1		100								100		1		40				20		40		100		1										0												0												0												0		1										0		1		1		1		1		2		2		2		1		1		1		2		2		2		2		2		2		2		2		2		2																Claims closed invoices out looked		4

		44		2										0		1										0												0		1										0		1										0												0												0		1										0												0												0		1										0												0												0		1										0		1										0												0												0		1										0		1										0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																File being used by or handled by another person who is unavailable.		2		Insurers should supply hard copy of authorities to repair detailed listing of each component

		45		2		100								100						100						100								100				100						100						100												0												0						40		60				100												0												0						40		60				100												0												0				100								100				100								100												0												0						100						100												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		1				1														2		It is getting better do your paperwork right and you are half way there

		46		1				50		40		10		100						50		50				100						50		50				100						50		50				100						100						100												0				20		40		40				100												0												0												0												0						100						100						100						100				20		60		20				100												0												0												0						100						100												0

		47		1		90		10						100						100						100						75		25				100								100				100												0												0								100				100												0												0						100						100												0						100						100						75		25				100										100		100												0												0						100						100						75		25				100						100						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1														1		File at assessors however supps have been authorised. Invoice never received		3,4		Recoveries should be settled with repairer

		48		1		50		50						100												0				20				10		70		100						30		70				100						100						100												0				25		75						100												0												0												0												0												0												0				62.5		25				12.5		100												0												0												0												0				75		25						100				1		1		1		2		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1										1				4

		49		1				90		10				100		1				50		30		20		100		1				80		20				100		1				90		10				100		1				90		10				100		1				100						100		1						50		50		100		1										0		1										0		1										0		1				90		10				100		1										0		1				90		10				100		1				90		10				100		1										0		1										0		1										0		1				90		10				100		1				80		20				100		1		1		1				1		1																1																1		1				1		1		1				4		AGC Finance Factoring is only 1.6%

		50		1		100								100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1								1		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.		1

		51		2		70		10		10		10		100						50				50		100				50		50						100				20		70		10				100												0												0						5		70		25		100												0												0												0												0										100		100				100								100				50		45		5				100												0												0												0												0				100								100				2		1		1		1		1		1		1		1		2		1		2		1		1		2		1		1		1		1		1				1								1		1		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		52		2				90		10				100												0						100						100						100						100				100								100												0						50		45		5		100												0												0												0										100		100										100		100												0						33		34		33		100												0												0						100						100												0						100						100																1														1														1								1						4

		53		1		85		15						100												0						5		20		75		100												0												0												0						10				90		100												0												0												0						100						100						100						100						100						100				80		10				10		100				100								100				100								100												0												0								100				100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1				1		1		1				3		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		54		1		70		30						100												0												0												0				99		1						100												0												0												0												0												0												0												0												0				100								100												0												0												0												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1		File closed but claim not paid (reson not knowing		3,4

		55		2								100		100				100								100						100						100						100						100						100						100						100						100										100		100				100								100				100								100				100								100				100								100												0						100						100										100		100												0												0						100						100						100						100				100								100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1		1		1		1		1		No paper work received		4

		56		1										0												0												0				100								100												0												0												0		1										0		1										0		1										0												0												0		1										0												0		1										0												0												0												0												0										1						1		1		1						1				1														1														2

		57		2		100								100												0						50				50		100				100								100												0												0						20				80		100												0												0												0												0												0												0				60						40		100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1												They usually say the file has been put away		3

		58		1		30		65				5		100						100						100				60		40						100				80		20						100						50				50		100												0				5		75		10		10		100						100						100								100				100						100						100												0				15		70		15				100				40		60						100						85		10		5		100												0				40		60						100												0				40		60						100				50		40		5		5		100				2		2		2		1		2		1		1		2		1		2		2		1		1		1		2		1		1		1		1				1		1								1		Back log, Paper work not received from the assesor, Claim is with parts		4		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		59		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0		1										0												0												0		1										0		1										0		1										0		1										0												0												0												0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1				4		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		60		1				100						100												0								100				100						90				10		100												0												0								80		20		100												0								80		20		100												0												0						90				10		100				100								100				80		10				10		100												0												0												0												0								20		80		100										1						1				1										1

		61		1		80		20						100						100						100						10		80		10		100		1										0		1				20		80				100												0				50		50						100		1										0		1										0		1										0		1										0		1				20		80				100		1				20		80				100		1		20		60		10		10		100		1										0		1										0		1										0		1										0		1										0		1		2		2		1		1		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2				1								1		1				2

		62		2		10		80		10				100						75		25				100				5		85		10				100				10		80		10				100						80		20				100												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		63		2								100		100								100				100				90						10		100												0												0				100								100				70				20		10		100				100								100												0						80		20				100						100						100												0				100								100						90		10				100												0												0						75		25				100				5		75		20				100						75		25				100				1		2		2		2		2		2		1		2		2		2		2		2		1		1		2		2		2		2		2				1		1						1				No invoice on file		3

		64		1				95		5				100								100				100						100						100				30		70						100						100						100												0						25		70		5		100												0												0												0												0						50		50				100						100						100						90		5		5		100												0						100						100												0								100				100												0				2		2		1		1		2		2		1		1		1		2		2		1		2		2		2		2		1		2		2				1								1		1		Invoice not received		4,5		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		65		1				100						100				100								100						50		50				100				50		50						100												0												0								80		20		100												0								80		20		100				50		50						100						100						100						100						100												0				100								100												0												0												0						100						100						100						100				2		2		2		2		2		2		1		2		1		2		2		2		2		2		2		2		2		2		2				1		1				1				1				4

		66		1		70		20		10				100				90				10				100				70		30						100				90		10						100				65		35						100												0				80				20				100				80		20						100				70				30				100				100								100												0												0												0				95				5				100				40		60						100												0												0				65		35						100				70		30						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		1		1		1		1		1		1		1		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques		1,2		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		67				40		40		10		10		100				50		50						100				40		40		20				100				20		50		30				100				30		50		20				100												0				30		30		10		30		100												0												0												0												0						20		10		70		100						100						100						80		20				100												0						100						100						100						100						100						100						60		10		30		100				1		2		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1						1				Waitingon assesor		2

		68												0		1										0												0		1										0		1										0												0												0		1										0												0												0												0												0		1										0		1										0												0												0												0												0												0								1																																				1														1,2		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		69		1		80		10		5		5		100				80		10		5		5		100								50		50		100						90		10				100												0												0				80		20						100												0						20		80				100				100								100												0								100				100								100				100				5		90		5				100												0										100		100												0								90		10		100						90		5		5		100				1		1		1								1				1																										1										File with assesor		2,3,4

		70		1		95		5						100												0						100						100						100						100												0												0										100		100												0												0												0												0												0												0				60		40						100												0												0												0												0												0				1		1		1																																														1				2

		71		1				80		20				100								100				100								60		40		100												0								100				100												0						50		25		25		100												0												0												0												0												0												0												0												0												0												0												0												0				1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2						1						1		1		Sometyhing wrong with the invoices		4

		72		2		90		5		3		2		100												0				100								100												0												0												0						5		5		90		100												0												0												0												0												0				100								100				15		80				5		100												0												0				100								100												0												0				1		1		1																						1																										Invoice not received or put away with file whilst still unpaid		3

		73		1		22		75		3				100				20		50		25		5		100				46		36		12		6		100				33		56		9		2		100				40		40		10		10		100												0				28		31		21		20		100												0				33		33		17		17		100						80				20		100						25		75				100				14		64		19		3		100				82		12		6				100				45		38		10		7		100				50		50						100				50		50						100												0						100						100				50		50						100																																																				1		1		Its with parts		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		74		1		80		20						100												0						80		20				100												0												0												0				100								100												0												0												0												0												0												0				50		50						100												0												0												0												0												0				1												1														1														1		1				1				1				3

		75		2		80		20						100												0						80				20		100						100						100												0												0						100						100												0												0												0												0						100						100						100						100						100						100												0												0						100						100												0												0				1				1		1						1				1						1		1		1						1								1						1				1		Awaiting assessors ok		3

		76		2		100								100				100								100						100						100						100						100						100						100						100						100										100		100												0						100						100						100						100												0								100				100						100						100						99				1		100												0												0						50				50		100												0						100						100				1						1		1				1						1				1		1		1						1

		77		2		85		15						100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Pearson dealing with claim always unavailable		4		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		78		2										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0												0		1										0		1		1		1		1		1				1		1						1				1		1		1						1		1		1		1																2		As the only repairer in town I do not have any problems with any ins company at this stage

		79		1		22		71				7		100				20		60		10		10		100				57		19		13		11		100				58		26		10		6		100						50		50				100												0				17		33		50				100												0												0												0												0												0												0												0												0												0												0												0												0

		80		2		50		50						100				90		10						100						100						100				50		50						100												0												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		81												0												0												0												0												0												0				17		33		21		29		100						100						100						67		22		11		100						100						100						100						100				4		41		45		10		100				87				13				100				9		75		11		5		100												0				100								100						100						100				100								100				25		50		25				100																																																				1		1		with parts or file lost		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

				sum		2996		2470		758		576				16		1163		2035		1062		340				16		855		2565		1340		1040				17		1291.5		2682.5		1067		359				19		564		1546		800		190				8		270		980		455		195				6		752		1657		1766		1825						375		245		215		165				8		253		920		1029		498						655		1490		375		180				10		100		835		445		320				6		262		1495		1494		1049				17		1369		2427		884		620				18		1741.5		2768		1004		886.5				17		290		415		185		110				9		300		700		260		240				5		261.7		1868.3		415		155				10		360		1655		915		170				15		610		2000		1250		440				14																																								5		49		23		8		19		31		43

				empty		38		28		52		61																																																																																																																																																																																																																																																																				6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%

				data entered		43		53		29		20

				average		69.6744186047		46.6037735849		26.1379310345		28.8

				percentage												19.8%												19.8%												21.0%												23.5%												9.9%												7.4%																								9.9%																								12.3%												7.4%												21.0%												22.2%												21.0%												11.1%												6.2%												12.3%												18.5%												17.3%

				total		171.216123224

				sum of sums		6800												4600												5800												5400												3100												1900												6000												1000												2700												2700												1700												4300												5300												6400												1000												1500												2700												3100												4300

				/100		68												46												58												54												31												19												60												10												27												27												17												43												53												64												10												15												27												31												43

				percentage		44.1		36.3		11.1		8.5						25.3		44.2		23.1		7.4						14.7		44.2		23.1		17.9						23.9		49.7		19.8		6.6						18.2		49.9		25.8		6.1						14.2		51.6		23.9		10.3						12.5		27.6		29.4		30.4						37.5		24.5		21.5		16.5						9.4		34.1		38.1		18.4						24.3		55.2		13.9		6.7						5.9		49.1		26.2		18.8						6.1		34.8		34.7		24.4						25.8		45.8		16.7		11.7						27.2		43.3		15.7		13.9						29		41.5		18.5		11						20.0		46.7		17.3		16.0						9.7		69.2		15.4		5.7						11.6		53.4		29.5		5.5						14.2		46.5		29.1		10.2

				check		100												100.0												100.0												100												100.0												100.0												100												100												100.0												100.0												100												100												100												100												100																								100.0												100.0												100





Response rate

		Response rate:																																																																								Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check

		Questionnaire sent to total of 644 BRD members																																																																								0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

		12.6%																																																																								0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0
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Factoring

		Insurer				Percentage of respondents that used factoring with this insurer

		CGU		20		24.7%

		AMP		19		23.5%

		QBE		18		22.2%

		Allianz		17		21.0%

		Lumley		17		21.0%

		RACV		17		21.0%

		AAMI		16		19.8%

		Sunroyal		16		19.8%

		Western		15		18.5%

		Zurich		14		17.3%

		HBA		12		14.8%

		Elders		10		12.3%

		Wefarm		10		12.3%

		Ready		9		11.1%

		Ansvar		8		9.9%

		Swann		8		9.9%

		Catholic		6		7.4%

		Guild		6		7.4%

		Transport		5		6.2%





Factoring

		



Percentage of respondents that used factoring with this insurer



Payments

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Sunroyal (0-21)		Sunroyal (22-40)		Sunroyal (41-60)		Sunroyal (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		AMP (0-21)		AMP (22-40)		AMP (41-60)		AMP (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)		Transport (0-21)		Transport(22-40)		Transport (41-60)		Transport (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)

		44.1		36.3		11.1		8.5		25.3		44.2		23.1		7.4		14.7		44.2		23.1		17.9		23.9		49.7		19.8		6.6		18.2		49.9		25.8		6.1		14.2		51.6		23.9		10.3		12.5		27.6		29.4		30.4		37.5		24.5		21.5		16.5		9.4		34.1		38.1		18.4		24.3		55.2		13.9		6.7		5.9		49.1		26.2		18.8		6.1		34.8		34.7		24.4		25.8		45.8		16.7		11.7		27.2		43.3		15.7		13.9		29.0		41.5		18.5		11.0		20.0		46.7		17.3		16.0		9.7		69.2		15.4		5.7		11.6		53.4		29.5		5.5		14.2		46.5		29.1		10.2





Payments
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Payment distribution for AAMI



payments2
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Payment distribution for Sunroyal



0 to 21
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Payment distribution for Allianz



22 to 40
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Payment distribution for AMP



41 to 60
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Payment distribution for Ansvar



60 plus
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Payment distribution for Catholic Church



Preferred
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Payment distribution for CGU



Timeframe
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Payment distribution for Swann



Other explantions
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Payment distribution for HBA



Explanations
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Payment distribution for Elders



Comments
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Payment distribution for Guild
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Payment distribution for Lumleys
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Payment distribution for QBE
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Payment distribution for RACV
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Payment distribution for Ready Plan
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Percentage

Payment distribution for Transport Industry



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western/QBE



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		44.0588235294

		AAMI (22-40)		36.3235294118

		AAMI (41-60)		11.1470588235

		AAMI (60 plus)		8.4705882353

		Sunroyal (0-21)		25.2826086957

		Sunroyal (22-40)		44.2391304348

		Sunroyal (41-60)		23.0869565217

		Sunroyal (60 plus)		7.3913043478

		Allianz (0-21)		14.7413793103

		Allianz (22-40)		44.224137931

		Allianz (41-60)		23.1034482759

		Allianz (60 plus)		17.9310344828

		AMP (0-21)		23.9166666667

		AMP (22-40)		49.6759259259

		AMP (41-60)		19.7592592593

		AMP (60 plus)		6.6481481481

		Ansvar (0-21)		18.1935483871

		Ansvar (22-40)		49.8709677419

		Ansvar (41-60)		25.8064516129

		Ansvar (60 plus)		6.1290322581

		Catholic (0-21)		14.2105263158

		Catholic (22-40)		51.5789473684

		Catholic (41-60)		23.9473684211

		Catholic (60 plus)		10.2631578947

		CGU (0-21)		12.5333333333

		CGU (22-40)		27.6166666667

		CGU (41-60)		29.4333333333

		CGU (60 plus)		30.4166666667

		Swann (0-21)		37.5

		Swann (22-40)		24.5

		Swann (41-60)		21.5

		Swann (60 plus)		16.5

		HBA (0-21)		9.3703703704

		HBA (22-40)		34.0740740741

		HBA (41-60)		38.1111111111

		HBA (60 plus)		18.4444444444

		Elders (0-21)		24.2592592593

		Elders (22-40)		55.1851851852

		Elders (41-60)		13.8888888889

		Elders (60 plus)		6.6666666667

		Guild (0-21)		5.8823529412

		Guild (22-40)		49.1176470588

		Guild (41-60)		26.1764705882

		Guild (60 plus)		18.8235294118

		Lumley (0-21)		6.0930232558

		Lumley (22-40)		34.7674418605

		Lumley (41-60)		34.7441860465

		Lumley (60 plus)		24.3953488372

		QBE (0-21)		25.8301886792

		QBE (22-40)		45.7924528302

		QBE (41-60)		16.679245283

		QBE (60 plus)		11.6981132075

		RACV (0-21)		27.2109375

		RACV (22-40)		43.25

		RACV (41-60)		15.6875

		RACV (60 plus)		13.8515625

		Ready (0-21)		29

		Ready (22-40)		41.5

		Ready (41-60)		18.5

		Ready (60 plus)		11

		Transport (0-21)		20

		Transport(22-40)		46.6666666667

		Transport (41-60)		17.3333333333

		Transport (60 plus)		16

		Wesfarm (0-21)		9.6925925926

		Wesfarm (22-40)		69.1962962963

		Wesfarm  (41-60)		15.3703703704

		Wesfarm (60 plus)		5.7407407407

		Western (0-21)		11.6129032258

		Western (22-40)		53.3870967742

		Western  (41-60)		29.5161290323

		Western (60 plus)		5.4838709677

		Zurich (0-21)		14.1860465116

		Zurich (22-40)		46.511627907

		Zurich  (41-60)		29.0697674419

		Zurich (60 plus)		10.2325581395





		



Payment distribution



		Insurer		0-21 days

		AAMI		44.1

		Swann		37.5

		Ready		29.0

		RACV		27.2

		QBE		25.8

		Sunroyal		25.3

		Elders		24.3

		AMP		23.9

		Transport		20.0

		Ansvar		18.2

		Allianz		14.7

		Catholic		14.2

		Zurich		14.2

		CGU		12.5

		Western		11.6

		Wesfarm		9.7

		HBA		9.4

		Lumley		6.1

		Guild		5.9





		



0-21 days

percentage

Payment distribution by insurers (0-21 days)



		Insurer		22-40 days

		Wesfarm		69.2

		Elders		55.2

		Western		53.4

		Catholic		51.6

		Ansvar		49.9

		AMP		49.7

		Guild		49.1

		Transport		46.7

		Zurich		46.5

		QBE		45.8

		Sunroyal		44.2

		Allianz		44.2

		RACV		43.3

		Ready		41.5

		AAMI		36.3

		Lumley		34.8

		HBA		34.1

		CGU		27.6

		Swann		24.5





		



22-40 days

percentage

Payment distribution by insurers (22-40 days)



		Insurer		41-60 days

		HBA		38.1

		Lumley		34.7

		Western		29.5

		CGU		29.4

		Zurich		29.1

		Guild		26.2

		Ansvar		25.8

		Catholic		23.9

		Allianz		23.1

		Sunroyal		23.1

		Swann		21.5

		AMP		19.8

		Ready		18.5

		Transport		17.3

		QBE		16.7

		RACV		15.7

		Wesfarm		15.4

		Elders		13.9

		AAMI		11.1





		



41-60 days

percentage

Payment distribution by insurers (41-60 days)



		Insurer		60 plus days

		CGU		30.4

		Lumley		24.4

		Guild		18.8

		HBA		18.4

		Allianz		17.9

		Swann		16.5

		Transport		16.0

		RACV		13.9

		QBE		11.7

		Ready		11.0

		Catholic		10.3

		Zurich		10.2

		AAMI		8.5

		Sunroyal		7.4

		Elders		6.7

		AMP		6.6

		Ansvar		6.1

		Wesfarm		5.7

		Western		5.5





		



60 plus days

percentage

Payment distribution by insurers (60 plus days)



				Yes		No

		CGU		66.7		33.3

		AAMI		64.1		35.9

		RACV		63.5		36.5

		allianz		62.7		37.3

		AMP		62.1		37.9

		Lumleys		58.5		41.5

		Wesfarmers		51.9		48.1

		HBA		49.1		50.9

		Zurich		49		51

		Sun Royal		48.1		51.9

		QBE		47.2		52.8

		Elders		40.8		59.2

		Swann		37.5		62.5

		Ansvar		36.7		63.3

		Western		35.4		64.6

		Catholic		34		66

		Transport		30.4		69.6

		Ready		28.3		71.7

		Guild		27.7		72.3





		



Yes

No

percentage

Prefered repairer status with individual insurers



		

				Timeframe		Percentage

				Up to 7 days		4.8

				Up to 14 days		28.6

				Up to 21 days		31.7

				Up to 30 days		31.7

				Up to 60 days		1.6

				Up to 90 days		1.6





		



Percentage

percentage

Realistic Timeframe for Payments



		Back to assesor & ports for approval Different claim officers handling file

		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		Factors all invoices

		Havent received invoices

		Ill get the person looking after the claim to ring you back

		Assessor SAPP report not on file

		All of above

		Cheque is issued but not due for release until the due date

		CGU twice - file in "to do" file, not sure when "someone will get to it"

		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice

		Has been approved and sent to accounts for payments

		Most common is the file is with the assesor to authorise extras

		Independent assesors don’t complete the paperwork.

		Cheque is being processed (somewhere)

		Sometimes no explanation given just say they will send payment out within the week

		All of the above

		Invoice missing inspite of being faxed numerous times and being posted in

		File gone to assesor for ok on sublet etc file gone to payments for something else

		Claims officer on holidays, in meetings etc.

		Have lost or not received invoice

		didn’t receive invoice

		I usually follow up and the cheque is paid soon after

		Problems with computer system. File is with another department

		Any combination of the above

		Claims closed invoices out looked

		File being used by or handled by another person who is unavailable.

		File at assessors however supps have been authorised. Invoice never received

		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.

		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		File closed but claim not paid (reson not knowing

		No paper work received

		They usually say the file has been put away

		Back log, Paper work not received from the assesor, Claim is with parts

		No invoice on file

		Invoice not received

		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques

		Waitingon assesor

		File with assesor

		Sometyhing wrong with the invoices

		Invoice not received or put away with file whilst still unpaid

		Its with parts

		Awaiting assessors ok

		Pearson dealing with claim always unavailable

		with parts or file lost





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

		5		49		23		8		19		31		43		36

		6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%		44.4%

		Don't usually follow up with insurers		5		6.2%

		Claim not registered		8		9.9%

		Staff shortages		19		23.5%

		Paperwork incomplete		23		28.4%

		Recent merger caused delays		31		38.3%

		Other reasons		36		44.4%

		File lost		43		53.1%

		File not at hand		49		60.5%





		





		General comments

		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		Does not affect us we factor all invoices

		Very dificult to get through by phone to CGU and RACV

		21 day accounts should be acceptable across the board

		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		All bad payers they want to send us broke

		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		Insurers should supply hard copy of authorities to repair detailed listing of each component

		It is getting better do your paperwork right and you are half way there

		Recoveries should be settled with repairer

		AGC Finance Factoring is only 1.6%

		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		As the only repairer in town I do not have any problems with any ins company at this stage

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.
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60 plus days

percentage

Payment distribution by insurers (60 plus days)

30.4166666667

24.3953488372

18.8235294118

18.4444444444

17.9310344828
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13.8515625
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10.2631578947
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6.6666666667

6.6481481481

6.1290322581

5.7407407407

5.4838709677



Data entry

		Count												Check		AAMI Factor										Check		SunroyalFactor										Check		Allianz Factor										Check		AMP Factor										Check		Ansvar Factor										Check		Catholic Factor										Check		CGU Factor										Check		Swann Factor										Check		HBA Factor										Check		Elders Factor										Check		Guild Factor										Check		Lumley Factor										Check		QBE Factor										Check		RACV Factor										Check		Ready Factor										Check		Transport Factor										Check		Wefarm Factor										Check		Western Factor										Check		Zurich Factor		AAMI Pref		SunroyalPref		Allianz Pref		AMP Pref		Ansvar Pref		Catholic Pref		CGU Pref		Swann Pref		HBA Pref		Elders Pref		Guild Pref		Lumleys Pref		QBE Pref		RACV Pref		Ready Pref		Transport Pref		Wesfarm Pref		Western Pref		Zurich Pref		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Comments

		1		1				60		40				100						60		40				100						60		40				100						60		40				100						60		40				100												0						80		20				100												0						80		20				100												0												0						50		50				100						100						100						80		20				100												0												0						80		20				100						80		20				100						50		50				100																1				1																								1								1		1		Back to assesor & ports for approval Different claim officers handling file		2		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		2		1						100				100												0												0						20				80		100												0												0										100		100												0												0												0												0								40		60		100								20		80		100						100						100												0												0												0												0						100						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1								1		1		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		3		1				100						100						100						100						100						100				20		80						100												0												0								20		80		100												0												0												0												0												0				100								100						50		50				100												0												0												0												0												0				2		1		1		1		2		2		1		2		1		2		2		1		1		2		2		2		2		2		1				1		1				1				1		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		4		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0												0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Factors all invoices				Does not affect us we factor all invoices

		5		2				100						100												0								100				100												0												0								5		95		100												0												0								100				100								100				100												0								100				100						100						100						100						100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		1		2		2																Havent received invoices		4

		6						95				5		100						100						100						70		30				100						80		20				100												0						100						100						80				20		100												0												0												0												0						50		25		25		100						100						100						75		25				100												0												0												0												0						70		30				100																														1														1						1		1		1		Ill get the person looking after the claim to ring you back		2,3,4

		7		1		100								100				100								100				100								100				87.5		12.5						100												0												0				50		50						100												0												0				100								100						100						100				25		75						100				100								100				16		50		34				100												0												0				66.7		33.3						100												0												0				1		2		1		1		1		2		1		2				1				1		2				2		2		1		2		1				1								1		1		Assessor SAPP report not on file		2

		8		2				70				30		100												0												0												0												0												0						70		30				100												0												0												0												0												0				70		30						100						60		40				100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																All of above		1

		9		1										0								100				100										100		100								100				100								100				100								100				100										100		100												0												0						100						100								100				100										100		100										100		100								100				100												0												0						100						100						100						100								100				100				2		2		2		2		1		2		2		2		2		1		2		2		2		2		2		2		1		2		1				1						1		1		1		Cheque is issued but not due for release until the due date		4		Very dificult to get through by phone to CGU and RACV

		10		1		10		40		40		10		100		1				30		60		10		100		1		10		40		40		10		100				10		20		60		10		100		1						80		20		100		1				80		20				100						20		60		20		100		1				20		60		20		100		1				10		80		10		100		1				80		20				100						80		20				100								75		25		100		1				40		50		10		100		1		20		35		35		10		100		1				45		45		10		100		1		10		40		40		10		100				5		45		45		5		100		1		10		40		40		10		100		1		10		40		50				100		1																																										1				1								CGU twice - file in "to do" file, not sure when "someone will get to it"		4		21 day accounts should be acceptable across the board

		11		1						80		20		100						80		20				100								80		20		100						80		20				100												0												0										100		100												0												0												0								50		50		100						50		50				100				50		50						100						50		30		20		100												0												0												0						50		50				100				50		40		10				100				2																										1														1		1				1		1		1				4

		12		1		5		90		4		1		100						100						100								20		80		100				5		70		5		20		100												0												0								50		50		100												0												0												0												0										100		100										100		100								80		20		100												0												0												0												0												0				1		1		1		1				2		1														1						1								1		1								1				4

		13		1				50		50				100												0										100		100								85		15		100												0												0								100				100												0												0												0												0								100				100						50		50				100				10		50		35		5		100								100				100												0												0								100				100								100				100																1				1								1		1														1										1		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice		2,3,4

		14		1		10		10		20		60		100		1				60		30		10		100		1				10		20		70		100		1				20		70		10		100		1				10		90				100		1										0						10		20		70		100		1										0						10		90				100		1										0						90		10				100		1				10		10		80		100		1				20		60		20		100		1		10		60		20		10		100		1										0												0				10		90						100		1				10		70		20		100		1		10		70		10		10		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1						1		1		1		Has been approved and sent to accounts for payments		3		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		15		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		16		1				100						100								70		30		100						40		60				100						100						100						100						100												0								50		50		100												0								50		50		100						100						100												0								100				100												0						30		50		20		100						100						100								100				100												0												0								100				100				2		2		1		1						1				1										1										1				1												Most common is the file is with the assesor to authorise extras		4

		17		1		100								100		1										0												0												0												0												0												0												0												0												0												0						80		20				100								100				100		1		100								100		1										0												0												0												0												0																																										1																3

		18		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1				100						100												0		1										0		1										0		1										0												0		1										0		1										0		1										0		1										0		1		2		2		1		2		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2						1						1				Independent assesors don’t complete the paperwork.		4		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		19		2		100								100												0												0				50		50						100												0												0								75		25		100												0												0				75		25						100												0												0						100						100						50		50				100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		1		2		2				1										1				1

		20		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0		1										0		1										0		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1						1								1		Cheque is being processed (somewhere)		2		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		21		1		92		7				1		100				33		50		17				100						100						100				100								100				100								100				50		50						100						100						100												0												0												0								100				100				70		20		10				100				100								100				20		73				7		100												0												0												0												0								100				100				1												1										1				1														1		1				1		1		1				3

		22		1		90		10						100												0												0												0												0												0												0												0												0												0												0				80		20						100												0						100						100												0												0												0												0												0				1																						1				2														1						1								2		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		23		1				70		30				100						70		30				100						70		30				100						70		30				100												0						70		30				100						80		20				100												0						70		30				100												0												0						50		50				100						70		30				100				80		20						100												0												0												0												0						70		30				100				2		2		2		1		2		2		1		1		1		2		2		2		2		1		2		2		2		2		2				1								1				Sometimes no explanation given just say they will send payment out within the week		4		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		24		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0		1										0												0												0		1										0		1						1																						1						1																				All of the above		3

		25		2		80		20						100												0				20		80						100						20		80				100		1		80		20						100												0						80		20				100		1										0						20		80				100												0												0												0				20		80						100						20		80				100		1										0												0				80		20						100				20		80						100				20		80						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1								2

		26		1		40		37		6		17		100						100						100						65		25		10		100						80		20				100												0												0						30		60		10		100												0						80		20				100												0												0				14		50				36		100						90		10				100				34		20		20		26		100												0												0												0												0						50				50		100				1		1		1						1										1				1																1										1		Invoice missing inspite of being faxed numerous times and being posted in		2

		27		1		80		10		10				100				70		20		10				100				10		10		20		60		100				50		20		20		10		100												0												0				60		20		20				100												0				50		30		20				100												0												0						10		70		20		100						10		70		20		100						60		30		10		100												0												0												0												0												0				1		1		2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		2				1		1						1						3

		28		1		80		15		5				100				20		50		30				100								80		20		100												0		100				50		40		10		100				50		50						100										100		100				95		5						100										100		100								40		60		100												0						30		40		30		100				10		50		40				100				70		20		10				100												0								70		30		100												0						30		40		30		100				20		40		30		10		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1								1		1		File gone to assesor for ok on sublet etc file gone to payments for something else		2		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		29		1		80		20						100				80		20						100				80		20						100				20		80						100												0				20		80						100				20		80						100												0												0												0												0												0				20		80						100				20		80						100												0												0												0				20		80						100				20		80						100				1						1																																		1														3

		30		1		100								100												0		1				100						100												0		1										0												0												0		1										0												0												0												0												0												0				100								100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																2

		31		1						100				100								100				100												0								100				100								100				100								100				100								50		50		100												0										100		100								100				100												0										100		100								100				100								50		50		100												0												0								100				100								100				100								50		50		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1		1		Claims officer on holidays, in meetings etc.		4

		32		2		15		85						100				15		85						100						100						100						100						100												0												0						85		10		5		100												0												0						85		15				100												0						85		15				100						100						100				80		10		10				100												0												0						100						100						100						100						100						100				1		1		1		2		2		2		2		2		2		2		2		1		2		1		2		2		1		1		1				1										1		Have lost or not received invoice		2

		33		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0												0						25		75				100												0		1				50		50				100				2		2		2		1		2		2		2		2		1		2		2		1		2		2		2		2		1		2		1										1		1						5

		34		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		35		1		100								100						100						100												0				100								100												0												0								100				100												0												0												0												0												0										100		100				90		10						100												0												0												0												0												0																														1																										didn’t receive invoice		2

		36		2				85		15				100												0										100		100						80		20				100												0								100				100								100				100												0						100						100						100						100												0								100				100								100				100						20				80		100												0						100						100								100				100								100				100								100				100				1		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		2		2		2				1		1								1				3		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		37		2										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0												0												0												0		1										0		1										0		1										0												0												0												0		1										0		1		1				1		1		2		2		1		2		2		2		2		1		1		1						1		1		1				1								1		1				6		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		38		1				90		10				100								100				100						40		60				100						100						100						100						100												0								100				100												0						100						100						100						100						50				50		100								100				100						100						100						100						100				100								100												0						100						100				100								100								100				100				1		1		1		1		1		2		2		2		2		1		2		2		2		1		2		2		1		2		1						1		1								I usually follow up and the cheque is paid soon after		3

		39		1								100		100		1								100		100		1								100		100		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		2		2		1		2		2		1		2		2		2		2		2		2		2		2		2		2		2		1				1								1		1				4		All bad payers they want to send us broke

		40		1				20		80				100										100		100								80		20		100						60		40				100						60		40				100								100				100								40		60		100								80		20		100								80		20		100				40		40		20				100								80		20		100								20		80		100				10		70		20				100						10		30		60		100												0						50		50				100						50		50				100						50		50				100						50		50				100				2		2		1		1		2		1		1		1		2		1		2		1		1		1		2		2		2		2		2				1						1		1		1				3

		41		2		95		5						100				95		5						100				20		80						100												0				50		50						100				50		50						100				10		20		30		40		100												0												0				90		10						100												0				40		60						100				60		40						100				40		40		20				100												0												0												0												0				10		10		80				100				1		1		1		1		2		2		1		2		2		2		2		1		1		1		2		2		2		2		2				1		1								1		Problems with computer system. File is with another department		3		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		42		1				5		25		70		100												0												0								20		80		100												0												0												0								75		25		100								50		50		100						100						100												0												0						10				90		100						5		10		85		100												0												0						100						100								100				100										100		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		Any combination of the above		2		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		43		2		60		20		7		13		100		1		100								100		1		77				15		8		100		1		28		28		28		16		100		1										0												0				50				14		36		100		1										0												0		1										0												0								100				100		1		100								100		1		40				20		40		100		1										0												0												0												0		1										0		1		1		1		1		2		2		2		1		1		1		2		2		2		2		2		2		2		2		2		2																Claims closed invoices out looked		4

		44		2										0		1										0												0		1										0		1										0												0												0		1										0												0												0		1										0												0												0		1										0		1										0												0												0		1										0		1										0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																File being used by or handled by another person who is unavailable.		2		Insurers should supply hard copy of authorities to repair detailed listing of each component

		45		2		100								100						100						100								100				100						100						100												0												0						40		60				100												0												0						40		60				100												0												0				100								100				100								100												0												0						100						100												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		1				1														2		It is getting better do your paperwork right and you are half way there

		46		1				50		40		10		100						50		50				100						50		50				100						50		50				100						100						100												0				20		40		40				100												0												0												0												0						100						100						100						100				20		60		20				100												0												0												0						100						100												0

		47		1		90		10						100						100						100						75		25				100								100				100												0												0								100				100												0												0						100						100												0						100						100						75		25				100										100		100												0												0						100						100						75		25				100						100						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1														1		File at assessors however supps have been authorised. Invoice never received		3,4		Recoveries should be settled with repairer

		48		1		50		50						100												0				20				10		70		100						30		70				100						100						100												0				25		75						100												0												0												0												0												0												0				62.5		25				12.5		100												0												0												0												0				75		25						100				1		1		1		2		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1										1				4

		49		1				90		10				100		1				50		30		20		100		1				80		20				100		1				90		10				100		1				90		10				100		1				100						100		1						50		50		100		1										0		1										0		1										0		1				90		10				100		1										0		1				90		10				100		1				90		10				100		1										0		1										0		1										0		1				90		10				100		1				80		20				100		1		1		1				1		1																1																1		1				1		1		1				4		AGC Finance Factoring is only 1.6%

		50		1		100								100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1								1		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.		1

		51		2		70		10		10		10		100						50				50		100				50		50						100				20		70		10				100												0												0						5		70		25		100												0												0												0												0										100		100				100								100				50		45		5				100												0												0												0												0				100								100				2		1		1		1		1		1		1		1		2		1		2		1		1		2		1		1		1		1		1				1								1		1		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		52		2				90		10				100												0						100						100						100						100				100								100												0						50		45		5		100												0												0												0										100		100										100		100												0						33		34		33		100												0												0						100						100												0						100						100																1														1														1								1						4

		53		1		85		15						100												0						5		20		75		100												0												0												0						10				90		100												0												0												0						100						100						100						100						100						100				80		10				10		100				100								100				100								100												0												0								100				100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1				1		1		1				3		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		54		1		70		30						100												0												0												0				99		1						100												0												0												0												0												0												0												0												0				100								100												0												0												0												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1		File closed but claim not paid (reson not knowing		3,4

		55		2								100		100				100								100						100						100						100						100						100						100						100						100										100		100				100								100				100								100				100								100				100								100												0						100						100										100		100												0												0						100						100						100						100				100								100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1		1		1		1		1		No paper work received		4

		56		1										0												0												0				100								100												0												0												0		1										0		1										0		1										0												0												0		1										0												0		1										0												0												0												0												0										1						1		1		1						1				1														1														2

		57		2		100								100												0						50				50		100				100								100												0												0						20				80		100												0												0												0												0												0												0				60						40		100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1												They usually say the file has been put away		3

		58		1		30		65				5		100						100						100				60		40						100				80		20						100						50				50		100												0				5		75		10		10		100						100						100								100				100						100						100												0				15		70		15				100				40		60						100						85		10		5		100												0				40		60						100												0				40		60						100				50		40		5		5		100				2		2		2		1		2		1		1		2		1		2		2		1		1		1		2		1		1		1		1				1		1								1		Back log, Paper work not received from the assesor, Claim is with parts		4		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		59		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0		1										0												0												0		1										0		1										0		1										0		1										0												0												0												0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1				4		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		60		1				100						100												0								100				100						90				10		100												0												0								80		20		100												0								80		20		100												0												0						90				10		100				100								100				80		10				10		100												0												0												0												0								20		80		100										1						1				1										1

		61		1		80		20						100						100						100						10		80		10		100		1										0		1				20		80				100												0				50		50						100		1										0		1										0		1										0		1										0		1				20		80				100		1				20		80				100		1		20		60		10		10		100		1										0		1										0		1										0		1										0		1										0		1		2		2		1		1		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2				1								1		1				2

		62		2		10		80		10				100						75		25				100				5		85		10				100				10		80		10				100						80		20				100												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		63		2								100		100								100				100				90						10		100												0												0				100								100				70				20		10		100				100								100												0						80		20				100						100						100												0				100								100						90		10				100												0												0						75		25				100				5		75		20				100						75		25				100				1		2		2		2		2		2		1		2		2		2		2		2		1		1		2		2		2		2		2				1		1						1				No invoice on file		3

		64		1				95		5				100								100				100						100						100				30		70						100						100						100												0						25		70		5		100												0												0												0												0						50		50				100						100						100						90		5		5		100												0						100						100												0								100				100												0				2		2		1		1		2		2		1		1		1		2		2		1		2		2		2		2		1		2		2				1								1		1		Invoice not received		4,5		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		65		1				100						100				100								100						50		50				100				50		50						100												0												0								80		20		100												0								80		20		100				50		50						100						100						100						100						100												0				100								100												0												0												0						100						100						100						100				2		2		2		2		2		2		1		2		1		2		2		2		2		2		2		2		2		2		2				1		1				1				1				4

		66		1		70		20		10				100				90				10				100				70		30						100				90		10						100				65		35						100												0				80				20				100				80		20						100				70				30				100				100								100												0												0												0				95				5				100				40		60						100												0												0				65		35						100				70		30						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		1		1		1		1		1		1		1		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques		1,2		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		67				40		40		10		10		100				50		50						100				40		40		20				100				20		50		30				100				30		50		20				100												0				30		30		10		30		100												0												0												0												0						20		10		70		100						100						100						80		20				100												0						100						100						100						100						100						100						60		10		30		100				1		2		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1						1				Waitingon assesor		2

		68												0		1										0												0		1										0		1										0												0												0		1										0												0												0												0												0		1										0		1										0												0												0												0												0												0								1																																				1														1,2		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		69		1		80		10		5		5		100				80		10		5		5		100								50		50		100						90		10				100												0												0				80		20						100												0						20		80				100				100								100												0								100				100								100				100				5		90		5				100												0										100		100												0								90		10		100						90		5		5		100				1		1		1								1				1																										1										File with assesor		2,3,4

		70		1		95		5						100												0						100						100						100						100												0												0										100		100												0												0												0												0												0												0				60		40						100												0												0												0												0												0				1		1		1																																														1				2

		71		1				80		20				100								100				100								60		40		100												0								100				100												0						50		25		25		100												0												0												0												0												0												0												0												0												0												0												0												0				1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2						1						1		1		Sometyhing wrong with the invoices		4

		72		2		90		5		3		2		100												0				100								100												0												0												0						5		5		90		100												0												0												0												0												0				100								100				15		80				5		100												0												0				100								100												0												0				1		1		1																						1																										Invoice not received or put away with file whilst still unpaid		3

		73		1		22		75		3				100				20		50		25		5		100				46		36		12		6		100				33		56		9		2		100				40		40		10		10		100												0				28		31		21		20		100												0				33		33		17		17		100						80				20		100						25		75				100				14		64		19		3		100				82		12		6				100				45		38		10		7		100				50		50						100				50		50						100												0						100						100				50		50						100																																																				1		1		Its with parts		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		74		1		80		20						100												0						80		20				100												0												0												0				100								100												0												0												0												0												0												0				50		50						100												0												0												0												0												0				1												1														1														1		1				1				1				3

		75		2		80		20						100												0						80				20		100						100						100												0												0						100						100												0												0												0												0						100						100						100						100						100						100												0												0						100						100												0												0				1				1		1						1				1						1		1		1						1								1						1				1		Awaiting assessors ok		3

		76		2		100								100				100								100						100						100						100						100						100						100						100						100										100		100												0						100						100						100						100												0								100				100						100						100						99				1		100												0												0						50				50		100												0						100						100				1						1		1				1						1				1		1		1						1

		77		2		85		15						100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Pearson dealing with claim always unavailable		4		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		78		2										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0												0		1										0		1		1		1		1		1				1		1						1				1		1		1						1		1		1		1																2		As the only repairer in town I do not have any problems with any ins company at this stage

		79		1		22		71				7		100				20		60		10		10		100				57		19		13		11		100				58		26		10		6		100						50		50				100												0				17		33		50				100												0												0												0												0												0												0												0												0												0												0												0												0

		80		2		50		50						100				90		10						100						100						100				50		50						100												0												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		81												0												0												0												0												0												0				17		33		21		29		100						100						100						67		22		11		100						100						100						100						100				4		41		45		10		100				87				13				100				9		75		11		5		100												0				100								100						100						100				100								100				25		50		25				100																																																				1		1		with parts or file lost		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

				sum		2996		2470		758		576				16		1163		2035		1062		340				16		855		2565		1340		1040				17		1291.5		2682.5		1067		359				19		564		1546		800		190				8		270		980		455		195				6		752		1657		1766		1825						375		245		215		165				8		253		920		1029		498						655		1490		375		180				10		100		835		445		320				6		262		1495		1494		1049				17		1369		2427		884		620				18		1741.5		2768		1004		886.5				17		290		415		185		110				9		300		700		260		240				5		261.7		1868.3		415		155				10		360		1655		915		170				15		610		2000		1250		440				14																																								5		49		23		8		19		31		43

				empty		38		28		52		61																																																																																																																																																																																																																																																																				6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%

				data entered		43		53		29		20

				average		69.6744186047		46.6037735849		26.1379310345		28.8

				percentage												19.8%												19.8%												21.0%												23.5%												9.9%												7.4%																								9.9%																								12.3%												7.4%												21.0%												22.2%												21.0%												11.1%												6.2%												12.3%												18.5%												17.3%

				total		171.216123224

				sum of sums		6800												4600												5800												5400												3100												1900												6000												1000												2700												2700												1700												4300												5300												6400												1000												1500												2700												3100												4300

				/100		68												46												58												54												31												19												60												10												27												27												17												43												53												64												10												15												27												31												43

				percentage		44.1		36.3		11.1		8.5						25.3		44.2		23.1		7.4						14.7		44.2		23.1		17.9						23.9		49.7		19.8		6.6						18.2		49.9		25.8		6.1						14.2		51.6		23.9		10.3						12.5		27.6		29.4		30.4						37.5		24.5		21.5		16.5						9.4		34.1		38.1		18.4						24.3		55.2		13.9		6.7						5.9		49.1		26.2		18.8						6.1		34.8		34.7		24.4						25.8		45.8		16.7		11.7						27.2		43.3		15.7		13.9						29		41.5		18.5		11						20.0		46.7		17.3		16.0						9.7		69.2		15.4		5.7						11.6		53.4		29.5		5.5						14.2		46.5		29.1		10.2

				check		100												100.0												100.0												100												100.0												100.0												100												100												100.0												100.0												100												100												100												100												100																								100.0												100.0												100





Response rate

		Response rate:																																																																								Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check

		Questionnaire sent to total of 644 BRD members																																																																								0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

		12.6%																																																																								0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0				16				34				50												0												0												0												0												0

																																																																										0								30				30												0												0												0												0												0						30						30								40				40												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0				10								10												0												0

																																																																										0												0												0												0												0												0												0												0												0								20				20												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0
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Factoring

		Insurer				Percentage of respondents that used factoring with this insurer

		CGU		20		24.7%

		AMP		19		23.5%

		QBE		18		22.2%

		Allianz		17		21.0%

		Lumley		17		21.0%

		RACV		17		21.0%

		AAMI		16		19.8%

		Sunroyal		16		19.8%

		Western		15		18.5%

		Zurich		14		17.3%

		HBA		12		14.8%

		Elders		10		12.3%

		Wefarm		10		12.3%

		Ready		9		11.1%

		Ansvar		8		9.9%

		Swann		8		9.9%

		Catholic		6		7.4%

		Guild		6		7.4%

		Transport		5		6.2%





Factoring

		



Percentage of respondents that used factoring with this insurer



Payments

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Sunroyal (0-21)		Sunroyal (22-40)		Sunroyal (41-60)		Sunroyal (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		AMP (0-21)		AMP (22-40)		AMP (41-60)		AMP (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)		Transport (0-21)		Transport(22-40)		Transport (41-60)		Transport (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)

		44.1		36.3		11.1		8.5		25.3		44.2		23.1		7.4		14.7		44.2		23.1		17.9		23.9		49.7		19.8		6.6		18.2		49.9		25.8		6.1		14.2		51.6		23.9		10.3		12.5		27.6		29.4		30.4		37.5		24.5		21.5		16.5		9.4		34.1		38.1		18.4		24.3		55.2		13.9		6.7		5.9		49.1		26.2		18.8		6.1		34.8		34.7		24.4		25.8		45.8		16.7		11.7		27.2		43.3		15.7		13.9		29.0		41.5		18.5		11.0		20.0		46.7		17.3		16.0		9.7		69.2		15.4		5.7		11.6		53.4		29.5		5.5		14.2		46.5		29.1		10.2





Payments

		0

		0

		0

		0



In days

Percentage

Payment distribution for AAMI



payments2
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		0



In days
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Payment distribution for Sunroyal



0 to 21
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In days

Percentage

Payment distribution for Allianz



22 to 40
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In days

Percentage

Payment distribution for AMP



41 to 60
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		0



In days

Percentage

Payment distribution for Ansvar



60 plus

		0
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		0



In days

Percentage

Payment distribution for Catholic Church



Preferred

		0

		0

		0

		0



In days

Percentage

Payment distribution for CGU



Timeframe

		0
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In days

Percentage

Payment distribution for Swann



Other explantions
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In days

Percentage

Payment distribution for HBA



Explanations
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In days

Percentage

Payment distribution for Elders



Comments
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In days

Percentage

Payment distribution for Guild



		0
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		0



In days

Percentage

Payment distribution for Lumleys
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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
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		0

		0



In days

Percentage

Payment distribution for Transport Industry



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western/QBE



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		44.0588235294

		AAMI (22-40)		36.3235294118

		AAMI (41-60)		11.1470588235

		AAMI (60 plus)		8.4705882353

		Sunroyal (0-21)		25.2826086957

		Sunroyal (22-40)		44.2391304348

		Sunroyal (41-60)		23.0869565217

		Sunroyal (60 plus)		7.3913043478

		Allianz (0-21)		14.7413793103

		Allianz (22-40)		44.224137931

		Allianz (41-60)		23.1034482759

		Allianz (60 plus)		17.9310344828

		AMP (0-21)		23.9166666667

		AMP (22-40)		49.6759259259

		AMP (41-60)		19.7592592593

		AMP (60 plus)		6.6481481481

		Ansvar (0-21)		18.1935483871

		Ansvar (22-40)		49.8709677419

		Ansvar (41-60)		25.8064516129

		Ansvar (60 plus)		6.1290322581

		Catholic (0-21)		14.2105263158

		Catholic (22-40)		51.5789473684

		Catholic (41-60)		23.9473684211

		Catholic (60 plus)		10.2631578947

		CGU (0-21)		12.5333333333

		CGU (22-40)		27.6166666667

		CGU (41-60)		29.4333333333

		CGU (60 plus)		30.4166666667

		Swann (0-21)		37.5

		Swann (22-40)		24.5

		Swann (41-60)		21.5

		Swann (60 plus)		16.5

		HBA (0-21)		9.3703703704

		HBA (22-40)		34.0740740741

		HBA (41-60)		38.1111111111

		HBA (60 plus)		18.4444444444

		Elders (0-21)		24.2592592593

		Elders (22-40)		55.1851851852

		Elders (41-60)		13.8888888889

		Elders (60 plus)		6.6666666667

		Guild (0-21)		5.8823529412

		Guild (22-40)		49.1176470588

		Guild (41-60)		26.1764705882

		Guild (60 plus)		18.8235294118

		Lumley (0-21)		6.0930232558

		Lumley (22-40)		34.7674418605

		Lumley (41-60)		34.7441860465

		Lumley (60 plus)		24.3953488372

		QBE (0-21)		25.8301886792

		QBE (22-40)		45.7924528302

		QBE (41-60)		16.679245283

		QBE (60 plus)		11.6981132075

		RACV (0-21)		27.2109375

		RACV (22-40)		43.25

		RACV (41-60)		15.6875

		RACV (60 plus)		13.8515625

		Ready (0-21)		29

		Ready (22-40)		41.5

		Ready (41-60)		18.5

		Ready (60 plus)		11

		Transport (0-21)		20

		Transport(22-40)		46.6666666667

		Transport (41-60)		17.3333333333

		Transport (60 plus)		16

		Wesfarm (0-21)		9.6925925926

		Wesfarm (22-40)		69.1962962963

		Wesfarm  (41-60)		15.3703703704

		Wesfarm (60 plus)		5.7407407407

		Western (0-21)		11.6129032258

		Western (22-40)		53.3870967742

		Western  (41-60)		29.5161290323

		Western (60 plus)		5.4838709677

		Zurich (0-21)		14.1860465116

		Zurich (22-40)		46.511627907

		Zurich  (41-60)		29.0697674419

		Zurich (60 plus)		10.2325581395





		



Payment distribution



		Insurer		0-21 days

		AAMI		44.1

		Swann		37.5

		Ready		29.0

		RACV		27.2

		QBE		25.8

		Sunroyal		25.3

		Elders		24.3

		AMP		23.9

		Transport		20.0

		Ansvar		18.2

		Allianz		14.7

		Catholic		14.2

		Zurich		14.2

		CGU		12.5

		Western		11.6

		Wesfarm		9.7

		HBA		9.4

		Lumley		6.1

		Guild		5.9





		



0-21 days

percentage

Payment distribution by insurers (0-21 days)



		Insurer		22-40 days

		Wesfarm		69.2

		Elders		55.2

		Western		53.4

		Catholic		51.6

		Ansvar		49.9

		AMP		49.7

		Guild		49.1

		Transport		46.7

		Zurich		46.5

		QBE		45.8

		Sunroyal		44.2

		Allianz		44.2

		RACV		43.3

		Ready		41.5

		AAMI		36.3

		Lumley		34.8

		HBA		34.1

		CGU		27.6

		Swann		24.5





		



22-40 days

percentage

Payment distribution by insurers (22-40 days)



		Insurer		41-60 days

		HBA		38.1

		Lumley		34.7

		Western		29.5

		CGU		29.4

		Zurich		29.1

		Guild		26.2

		Ansvar		25.8

		Catholic		23.9

		Allianz		23.1

		Sunroyal		23.1

		Swann		21.5

		AMP		19.8

		Ready		18.5

		Transport		17.3

		QBE		16.7

		RACV		15.7

		Wesfarm		15.4

		Elders		13.9

		AAMI		11.1





		



41-60 days

percentage

Payment distribution by insurers (41-60 days)



		Insurer		60 plus days

		CGU		30.4

		Lumley		24.4

		Guild		18.8

		HBA		18.4

		Allianz		17.9

		Swann		16.5

		Transport		16.0

		RACV		13.9

		QBE		11.7

		Ready		11.0

		Catholic		10.3

		Zurich		10.2

		AAMI		8.5

		Sunroyal		7.4

		Elders		6.7

		AMP		6.6

		Ansvar		6.1

		Wesfarm		5.7

		Western		5.5





		



60 plus days

percentage

Payment distribution by insurers (60 plus days)



				Yes		No

		CGU		66.7		33.3

		AAMI		64.1		35.9

		RACV		63.5		36.5

		allianz		62.7		37.3

		AMP		62.1		37.9

		Lumleys		58.5		41.5

		Wesfarmers		51.9		48.1

		HBA		49.1		50.9

		Zurich		49		51

		Sun Royal		48.1		51.9

		QBE		47.2		52.8

		Elders		40.8		59.2

		Swann		37.5		62.5

		Ansvar		36.7		63.3

		Western		35.4		64.6

		Catholic		34		66

		Transport		30.4		69.6

		Ready		28.3		71.7

		Guild		27.7		72.3





		



Yes

No

percentage

Prefered repairer status with individual insurers



		

				Timeframe		Percentage

				Up to 7 days		4.8

				Up to 14 days		28.6

				Up to 21 days		31.7

				Up to 30 days		31.7

				Up to 60 days		1.6

				Up to 90 days		1.6





		



Percentage

percentage

Realistic Timeframe for Payments



		Back to assesor & ports for approval Different claim officers handling file

		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		Factors all invoices

		Havent received invoices

		Ill get the person looking after the claim to ring you back

		Assessor SAPP report not on file

		All of above

		Cheque is issued but not due for release until the due date

		CGU twice - file in "to do" file, not sure when "someone will get to it"

		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice

		Has been approved and sent to accounts for payments

		Most common is the file is with the assesor to authorise extras

		Independent assesors don’t complete the paperwork.

		Cheque is being processed (somewhere)

		Sometimes no explanation given just say they will send payment out within the week

		All of the above

		Invoice missing inspite of being faxed numerous times and being posted in

		File gone to assesor for ok on sublet etc file gone to payments for something else

		Claims officer on holidays, in meetings etc.

		Have lost or not received invoice

		didn’t receive invoice

		I usually follow up and the cheque is paid soon after

		Problems with computer system. File is with another department

		Any combination of the above

		Claims closed invoices out looked

		File being used by or handled by another person who is unavailable.

		File at assessors however supps have been authorised. Invoice never received

		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.

		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		File closed but claim not paid (reson not knowing

		No paper work received

		They usually say the file has been put away

		Back log, Paper work not received from the assesor, Claim is with parts

		No invoice on file

		Invoice not received

		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques

		Waitingon assesor

		File with assesor

		Sometyhing wrong with the invoices

		Invoice not received or put away with file whilst still unpaid

		Its with parts

		Awaiting assessors ok

		Pearson dealing with claim always unavailable

		with parts or file lost





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

		5		49		23		8		19		31		43		36

		6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%		44.4%

		Don't usually follow up with insurers		5		6.2%

		Claim not registered		8		9.9%

		Staff shortages		19		23.5%

		Paperwork incomplete		23		28.4%

		Recent merger caused delays		31		38.3%

		Other reasons		36		44.4%

		File lost		43		53.1%

		File not at hand		49		60.5%





		





		General comments

		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		Does not affect us we factor all invoices

		Very dificult to get through by phone to CGU and RACV

		21 day accounts should be acceptable across the board

		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		All bad payers they want to send us broke

		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		Insurers should supply hard copy of authorities to repair detailed listing of each component

		It is getting better do your paperwork right and you are half way there

		Recoveries should be settled with repairer

		AGC Finance Factoring is only 1.6%

		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		As the only repairer in town I do not have any problems with any ins company at this stage

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.
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Percentage of respondents that used factoring with this insurer

Percentage of respondents that used factoring with each insurer
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Data entry

		Count		busloc (1=metro, 2=rural)		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Check		AAMI Factor		Sunroyal (0-21)		Sunroyal (22-40)		Sunroyal (41-60)		Sunroyal (60 plus)		Check		SunroyalFactor		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		Check		Allianz Factor		AMP (0-21)		AMP (22-40)		AMP (41-60)		AMP (60 plus)		Check		AMP Factor		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Check		Ansvar Factor		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		Check		Catholic Factor		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Check		CGU Factor		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		Check		Swann Factor		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Check		HBA Factor		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Check		Elders Factor		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Check		Guild Factor		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		Check		Lumley Factor		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		Check		QBE Factor		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Check		RACV Factor		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Check		Ready Factor		Transport (0-21)		Transport(22-40)		Transport (41-60)		Transport (60 plus)		Check		Transport Factor		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Check		Wefarm Factor		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Check		Western Factor		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)		Check		Zurich Factor		AAMI Pref		SunroyalPref		Allianz Pref		AMP Pref		Ansvar Pref		Catholic Pref		CGU Pref		Swann Pref		HBA Pref		Elders Pref		Guild Pref		Lumleys Pref		QBE Pref		RACV Pref		Ready Pref		Transport Pref		Wesfarm Pref		Western Pref		Zurich Pref		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Comments

		1		1				60		40				100						60		40				100						60		40				100						60		40				100						60		40				100												0						80		20				100												0						80		20				100												0												0						50		50				100						100						100						80		20				100												0												0						80		20				100						80		20				100						50		50				100																1				1																								1								1		1		Back to assesor & ports for approval Different claim officers handling file		2		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		2		1						100				100												0												0						20				80		100												0												0										100		100												0												0												0												0								40		60		100								20		80		100						100						100												0												0												0												0						100						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1								1		1		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		3		1				100						100						100						100						100						100				20		80						100												0												0								20		80		100												0												0												0												0												0				100								100						50		50				100												0												0												0												0												0				2		1		1		1		2		2		1		2		1		2		2		1		1		2		2		2		2		2		1				1		1				1				1		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		4		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0												0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Factors all invoices				Does not affect us we factor all invoices

		5		2				100						100												0								100				100												0												0								5		95		100												0												0								100				100								100				100												0								100				100						100						100						100						100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		1		2		2																Havent received invoices		4

		6						95				5		100						100						100						70		30				100						80		20				100												0						100						100						80				20		100												0												0												0												0						50		25		25		100						100						100						75		25				100												0												0												0												0						70		30				100																														1														1						1		1		1		Ill get the person looking after the claim to ring you back		2,3,4

		7		1		100								100				100								100				100								100				87.5		12.5						100												0												0				50		50						100												0												0				100								100						100						100				25		75						100				100								100				16		50		34				100												0												0				66.7		33.3						100												0												0				1		2		1		1		1		2		1		2				1				1		2				2		2		1		2		1				1								1		1		Assessor SAPP report not on file		2

		8		2				70				30		100												0												0												0												0												0						70		30				100												0												0												0												0												0				70		30						100						60		40				100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																All of above		1

		9		1										0								100				100										100		100								100				100								100				100								100				100										100		100												0												0						100						100								100				100										100		100										100		100								100				100												0												0						100						100						100						100								100				100				2		2		2		2		1		2		2		2		2		1		2		2		2		2		2		2		1		2		1				1						1		1		1		Cheque is issued but not due for release until the due date		4		Very dificult to get through by phone to CGU and RACV

		10		1		10		40		40		10		100		1				30		60		10		100		1		10		40		40		10		100				10		20		60		10		100		1						80		20		100		1				80		20				100						20		60		20		100		1				20		60		20		100		1				10		80		10		100		1				80		20				100						80		20				100								75		25		100		1				40		50		10		100		1		20		35		35		10		100		1				45		45		10		100		1		10		40		40		10		100				5		45		45		5		100		1		10		40		40		10		100		1		10		40		50				100		1																																										1				1								CGU twice - file in "to do" file, not sure when "someone will get to it"		4		21 day accounts should be acceptable across the board

		11		1						80		20		100						80		20				100								80		20		100						80		20				100												0												0										100		100												0												0												0								50		50		100						50		50				100				50		50						100						50		30		20		100												0												0												0						50		50				100				50		40		10				100				2																										1														1		1				1		1		1				4

		12		1		5		90		4		1		100						100						100								20		80		100				5		70		5		20		100												0												0								50		50		100												0												0												0												0										100		100										100		100								80		20		100												0												0												0												0												0				1		1		1		1				2		1														1						1								1		1								1				4

		13		1				50		50				100												0										100		100								85		15		100												0												0								100				100												0												0												0												0								100				100						50		50				100				10		50		35		5		100								100				100												0												0								100				100								100				100																1				1								1		1														1										1		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice		2,3,4

		14		1		10		10		20		60		100		1				60		30		10		100		1				10		20		70		100		1				20		70		10		100		1				10		90				100		1										0						10		20		70		100		1										0						10		90				100		1										0						90		10				100		1				10		10		80		100		1				20		60		20		100		1		10		60		20		10		100		1										0												0				10		90						100		1				10		70		20		100		1		10		70		10		10		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1						1		1		1		Has been approved and sent to accounts for payments		3		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		15		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		16		1				100						100								70		30		100						40		60				100						100						100						100						100												0								50		50		100												0								50		50		100						100						100												0								100				100												0						30		50		20		100						100						100								100				100												0												0								100				100				2		2		1		1						1				1										1										1				1												Most common is the file is with the assesor to authorise extras		4

		17		1		100								100		1										0												0												0												0												0												0												0												0												0												0						80		20				100								100				100		1		100								100		1										0												0												0												0												0																																										1																3

		18		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1				100						100												0		1										0		1										0		1										0												0		1										0		1										0		1										0		1										0		1		2		2		1		2		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2						1						1				Independent assesors don’t complete the paperwork.		4		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		19		2		100								100												0												0				50		50						100												0												0								75		25		100												0												0				75		25						100												0												0						100						100						50		50				100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		1		2		2				1										1				1

		20		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0		1										0		1										0		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1						1								1		Cheque is being processed (somewhere)		2		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		21		1		92		7				1		100				33		50		17				100						100						100				100								100				100								100				50		50						100						100						100												0												0												0								100				100				70		20		10				100				100								100				20		73				7		100												0												0												0												0								100				100				1												1										1				1														1		1				1		1		1				3

		22		1		90		10						100												0												0												0												0												0												0												0												0												0												0				80		20						100												0						100						100												0												0												0												0												0				1																						1				2														1						1								2		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		23		1				70		30				100						70		30				100						70		30				100						70		30				100												0						70		30				100						80		20				100												0						70		30				100												0												0						50		50				100						70		30				100				80		20						100												0												0												0												0						70		30				100				2		2		2		1		2		2		1		1		1		2		2		2		2		1		2		2		2		2		2				1								1				Sometimes no explanation given just say they will send payment out within the week		4		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		24		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0		1										0												0												0		1										0		1						1																						1						1																				All of the above		3

		25		2		80		20						100												0				20		80						100						20		80				100		1		80		20						100												0						80		20				100		1										0						20		80				100												0												0												0				20		80						100						20		80				100		1										0												0				80		20						100				20		80						100				20		80						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1								2

		26		1		40		37		6		17		100						100						100						65		25		10		100						80		20				100												0												0						30		60		10		100												0						80		20				100												0												0				14		50				36		100						90		10				100				34		20		20		26		100												0												0												0												0						50				50		100				1		1		1						1										1				1																1										1		Invoice missing inspite of being faxed numerous times and being posted in		2

		27		1		80		10		10				100				70		20		10				100				10		10		20		60		100				50		20		20		10		100												0												0				60		20		20				100												0				50		30		20				100												0												0						10		70		20		100						10		70		20		100						60		30		10		100												0												0												0												0												0				1		1		2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		2				1		1						1						3

		28		1		80		15		5				100				20		50		30				100								80		20		100												0		100				50		40		10		100				50		50						100										100		100				95		5						100										100		100								40		60		100												0						30		40		30		100				10		50		40				100				70		20		10				100												0								70		30		100												0						30		40		30		100				20		40		30		10		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1								1		1		File gone to assesor for ok on sublet etc file gone to payments for something else		2		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		29		1		80		20						100				80		20						100				80		20						100				20		80						100												0				20		80						100				20		80						100												0												0												0												0												0				20		80						100				20		80						100												0												0												0				20		80						100				20		80						100				1						1																																		1														3

		30		1		100								100												0		1				100						100												0		1										0												0												0		1										0												0												0												0												0												0				100								100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																2

		31		1						100				100								100				100												0								100				100								100				100								100				100								50		50		100												0										100		100								100				100												0										100		100								100				100								50		50		100												0												0								100				100								100				100								50		50		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1		1		Claims officer on holidays, in meetings etc.		4

		32		2		15		85						100				15		85						100						100						100						100						100												0												0						85		10		5		100												0												0						85		15				100												0						85		15				100						100						100				80		10		10				100												0												0						100						100						100						100						100						100				1		1		1		2		2		2		2		2		2		2		2		1		2		1		2		2		1		1		1				1										1		Have lost or not received invoice		2

		33		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0												0						25		75				100												0		1				50		50				100				2		2		2		1		2		2		2		2		1		2		2		1		2		2		2		2		1		2		1										1		1						5

		34		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		35		1		100								100						100						100												0				100								100												0												0								100				100												0												0												0												0												0										100		100				90		10						100												0												0												0												0												0																														1																										didn’t receive invoice		2

		36		2				85		15				100												0										100		100						80		20				100												0								100				100								100				100												0						100						100						100						100												0								100				100								100				100						20				80		100												0						100						100								100				100								100				100								100				100				1		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		2		2		2				1		1								1				3		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		37		2										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0												0												0												0		1										0		1										0		1										0												0												0												0		1										0		1		1				1		1		2		2		1		2		2		2		2		1		1		1						1		1		1				1								1		1				6		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		38		1				90		10				100								100				100						40		60				100						100						100						100						100												0								100				100												0						100						100						100						100						50				50		100								100				100						100						100						100						100				100								100												0						100						100				100								100								100				100				1		1		1		1		1		2		2		2		2		1		2		2		2		1		2		2		1		2		1						1		1								I usually follow up and the cheque is paid soon after		3

		39		1								100		100		1								100		100		1								100		100		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		2		2		1		2		2		1		2		2		2		2		2		2		2		2		2		2		2		1				1								1		1				4		All bad payers they want to send us broke

		40		1				20		80				100										100		100								80		20		100						60		40				100						60		40				100								100				100								40		60		100								80		20		100								80		20		100				40		40		20				100								80		20		100								20		80		100				10		70		20				100						10		30		60		100												0						50		50				100						50		50				100						50		50				100						50		50				100				2		2		1		1		2		1		1		1		2		1		2		1		1		1		2		2		2		2		2				1						1		1		1				3

		41		2		95		5						100				95		5						100				20		80						100												0				50		50						100				50		50						100				10		20		30		40		100												0												0				90		10						100												0				40		60						100				60		40						100				40		40		20				100												0												0												0												0				10		10		80				100				1		1		1		1		2		2		1		2		2		2		2		1		1		1		2		2		2		2		2				1		1								1		Problems with computer system. File is with another department		3		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		42		1				5		25		70		100												0												0								20		80		100												0												0												0								75		25		100								50		50		100						100						100												0												0						10				90		100						5		10		85		100												0												0						100						100								100				100										100		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		Any combination of the above		2		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		43		2		60		20		7		13		100		1		100								100		1		77				15		8		100		1		28		28		28		16		100		1										0												0				50				14		36		100		1										0												0		1										0												0								100				100		1		100								100		1		40				20		40		100		1										0												0												0												0		1										0		1		1		1		1		2		2		2		1		1		1		2		2		2		2		2		2		2		2		2		2																Claims closed invoices out looked		4

		44		2										0		1										0												0		1										0		1										0												0												0		1										0												0												0		1										0												0												0		1										0		1										0												0												0		1										0		1										0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																File being used by or handled by another person who is unavailable.		2		Insurers should supply hard copy of authorities to repair detailed listing of each component

		45		2		100								100						100						100								100				100						100						100												0												0						40		60				100												0												0						40		60				100												0												0				100								100				100								100												0												0						100						100												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		1				1														2		It is getting better do your paperwork right and you are half way there

		46		1				50		40		10		100						50		50				100						50		50				100						50		50				100						100						100												0				20		40		40				100												0												0												0												0						100						100						100						100				20		60		20				100												0												0												0						100						100												0

		47		1		90		10						100						100						100						75		25				100								100				100												0												0								100				100												0												0						100						100												0						100						100						75		25				100										100		100												0												0						100						100						75		25				100						100						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1														1		File at assessors however supps have been authorised. Invoice never received		3,4		Recoveries should be settled with repairer

		48		1		50		50						100												0				20				10		70		100						30		70				100						100						100												0				25		75						100												0												0												0												0												0												0				62.5		25				12.5		100												0												0												0												0				75		25						100				1		1		1		2		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1										1				4

		49		1				90		10				100		1				50		30		20		100		1				80		20				100		1				90		10				100		1				90		10				100		1				100						100		1						50		50		100		1										0		1										0		1										0		1				90		10				100		1										0		1				90		10				100		1				90		10				100		1										0		1										0		1										0		1				90		10				100		1				80		20				100		1		1		1				1		1																1																1		1				1		1		1				4		AGC Finance Factoring is only 1.6%

		50		1		100								100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1								1		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.		1

		51		2		70		10		10		10		100						50				50		100				50		50						100				20		70		10				100												0												0						5		70		25		100												0												0												0												0										100		100				100								100				50		45		5				100												0												0												0												0				100								100				2		1		1		1		1		1		1		1		2		1		2		1		1		2		1		1		1		1		1				1								1		1		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		52		2				90		10				100												0						100						100						100						100				100								100												0						50		45		5		100												0												0												0										100		100										100		100												0						33		34		33		100												0												0						100						100												0						100						100																1														1														1								1						4

		53		1		85		15						100												0						5		20		75		100												0												0												0						10				90		100												0												0												0						100						100						100						100						100						100				80		10				10		100				100								100				100								100												0												0								100				100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1				1		1		1				3		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		54		1		70		30						100												0												0												0				99		1						100												0												0												0												0												0												0												0												0				100								100												0												0												0												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1		File closed but claim not paid (reson not knowing		3,4

		55		2								100		100				100								100						100						100						100						100						100						100						100						100										100		100				100								100				100								100				100								100				100								100												0						100						100										100		100												0												0						100						100						100						100				100								100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1		1		1		1		1		No paper work received		4

		56		1										0												0												0				100								100												0												0												0		1										0		1										0		1										0												0												0		1										0												0		1										0												0												0												0												0										1						1		1		1						1				1														1														2

		57		2		100								100												0						50				50		100				100								100												0												0						20				80		100												0												0												0												0												0												0				60						40		100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1												They usually say the file has been put away		3

		58		1		30		65				5		100						100						100				60		40						100				80		20						100						50				50		100												0				5		75		10		10		100						100						100								100				100						100						100												0				15		70		15				100				40		60						100						85		10		5		100												0				40		60						100												0				40		60						100				50		40		5		5		100				2		2		2		1		2		1		1		2		1		2		2		1		1		1		2		1		1		1		1				1		1								1		Back log, Paper work not received from the assesor, Claim is with parts		4		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		59		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0		1										0												0												0		1										0		1										0		1										0		1										0												0												0												0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1				4		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		60		1				100						100												0								100				100						90				10		100												0												0								80		20		100												0								80		20		100												0												0						90				10		100				100								100				80		10				10		100												0												0												0												0								20		80		100										1						1				1										1

		61		1		80		20						100						100						100						10		80		10		100		1										0		1				20		80				100												0				50		50						100		1										0		1										0		1										0		1										0		1				20		80				100		1				20		80				100		1		20		60		10		10		100		1										0		1										0		1										0		1										0		1										0		1		2		2		1		1		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2				1								1		1				2

		62		2		10		80		10				100						75		25				100				5		85		10				100				10		80		10				100						80		20				100												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		63		2								100		100								100				100				90						10		100												0												0				100								100				70				20		10		100				100								100												0						80		20				100						100						100												0				100								100						90		10				100												0												0						75		25				100				5		75		20				100						75		25				100				1		2		2		2		2		2		1		2		2		2		2		2		1		1		2		2		2		2		2				1		1						1				No invoice on file		3

		64		1				95		5				100								100				100						100						100				30		70						100						100						100												0						25		70		5		100												0												0												0												0						50		50				100						100						100						90		5		5		100												0						100						100												0								100				100												0				2		2		1		1		2		2		1		1		1		2		2		1		2		2		2		2		1		2		2				1								1		1		Invoice not received		4,5		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		65		1				100						100				100								100						50		50				100				50		50						100												0												0								80		20		100												0								80		20		100				50		50						100						100						100						100						100												0				100								100												0												0												0						100						100						100						100				2		2		2		2		2		2		1		2		1		2		2		2		2		2		2		2		2		2		2				1		1				1				1				4

		66		1		70		20		10				100				90				10				100				70		30						100				90		10						100				65		35						100												0				80				20				100				80		20						100				70				30				100				100								100												0												0												0				95				5				100				40		60						100												0												0				65		35						100				70		30						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		1		1		1		1		1		1		1		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques		1,2		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		67				40		40		10		10		100				50		50						100				40		40		20				100				20		50		30				100				30		50		20				100												0				30		30		10		30		100												0												0												0												0						20		10		70		100						100						100						80		20				100												0						100						100						100						100						100						100						60		10		30		100				1		2		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1						1				Waitingon assesor		2

		68												0		1										0												0		1										0		1										0												0												0		1										0												0												0												0												0		1										0		1										0												0												0												0												0												0								1																																				1														1,2		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		69		1		80		10		5		5		100				80		10		5		5		100								50		50		100						90		10				100												0												0				80		20						100												0						20		80				100				100								100												0								100				100								100				100				5		90		5				100												0										100		100												0								90		10		100						90		5		5		100				1		1		1								1				1																										1										File with assesor		2,3,4

		70		1		95		5						100												0						100						100						100						100												0												0										100		100												0												0												0												0												0												0				60		40						100												0												0												0												0												0				1		1		1																																														1				2

		71		1				80		20				100								100				100								60		40		100												0								100				100												0						50		25		25		100												0												0												0												0												0												0												0												0												0												0												0												0				1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2						1						1		1		Sometyhing wrong with the invoices		4

		72		2		90		5		3		2		100												0				100								100												0												0												0						5		5		90		100												0												0												0												0												0				100								100				15		80				5		100												0												0				100								100												0												0				1		1		1																						1																										Invoice not received or put away with file whilst still unpaid		3

		73		1		22		75		3				100				20		50		25		5		100				46		36		12		6		100				33		56		9		2		100				40		40		10		10		100												0				28		31		21		20		100												0				33		33		17		17		100						80				20		100						25		75				100				14		64		19		3		100				82		12		6				100				45		38		10		7		100				50		50						100				50		50						100												0						100						100				50		50						100																																																				1		1		Its with parts		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		74		1		80		20						100												0						80		20				100												0												0												0				100								100												0												0												0												0												0												0				50		50						100												0												0												0												0												0				1												1														1														1		1				1				1				3

		75		2		80		20						100												0						80				20		100						100						100												0												0						100						100												0												0												0												0						100						100						100						100						100						100												0												0						100						100												0												0				1				1		1						1				1						1		1		1						1								1						1				1		Awaiting assessors ok		3

		76		2		100								100				100								100						100						100						100						100						100						100						100						100										100		100												0						100						100						100						100												0								100				100						100						100						99				1		100												0												0						50				50		100												0						100						100				1						1		1				1						1				1		1		1						1

		77		2		85		15						100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Pearson dealing with claim always unavailable		4		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		78		2										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0												0		1										0		1		1		1		1		1				1		1						1				1		1		1						1		1		1		1																2		As the only repairer in town I do not have any problems with any ins company at this stage

		79		1		22		71				7		100				20		60		10		10		100				57		19		13		11		100				58		26		10		6		100						50		50				100												0				17		33		50				100												0												0												0												0												0												0												0												0												0												0												0												0

		80		2		50		50						100				90		10						100						100						100				50		50						100												0												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		81												0												0												0												0												0												0				17		33		21		29		100						100						100						67		22		11		100						100						100						100						100				4		41		45		10		100				87				13				100				9		75		11		5		100												0				100								100						100						100				100								100				25		50		25				100																																																				1		1		with parts or file lost		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

				sum		2996		2470		758		576				16		1163		2035		1062		340				16		855		2565		1340		1040				17		1291.5		2682.5		1067		359				19		564		1546		800		190				8		270		980		455		195				6		752		1657		1766		1825						375		245		215		165				8		253		920		1029		498						655		1490		375		180				10		100		835		445		320				6		262		1495		1494		1049				17		1369		2427		884		620				18		1741.5		2768		1004		886.5				17		290		415		185		110				9		300		700		260		240				5		261.7		1868.3		415		155				10		360		1655		915		170				15		610		2000		1250		440				14																																								5		49		23		8		19		31		43

				empty		38		28		52		61																																																																																																																																																																																																																																																																				6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%

				data entered		43		53		29		20

				average		69.6744186047		46.6037735849		26.1379310345		28.8

				percentage												19.8%												19.8%												21.0%												23.5%												9.9%												7.4%																								9.9%																								12.3%												7.4%												21.0%												22.2%												21.0%												11.1%												6.2%												12.3%												18.5%												17.3%

				total		171.216123224

				sum of sums		6800												4600												5800												5400												3100												1900												6000												1000												2700												2700												1700												4300												5300												6400												1000												1500												2700												3100												4300

				/100		68												46												58												54												31												19												60												10												27												27												17												43												53												64												10												15												27												31												43

				percentage		44.1		36.3		11.1		8.5						25.3		44.2		23.1		7.4						14.7		44.2		23.1		17.9						23.9		49.7		19.8		6.6						18.2		49.9		25.8		6.1						14.2		51.6		23.9		10.3						12.5		27.6		29.4		30.4						37.5		24.5		21.5		16.5						9.4		34.1		38.1		18.4						24.3		55.2		13.9		6.7						5.9		49.1		26.2		18.8						6.1		34.8		34.7		24.4						25.8		45.8		16.7		11.7						27.2		43.3		15.7		13.9						29		41.5		18.5		11						20.0		46.7		17.3		16.0						9.7		69.2		15.4		5.7						11.6		53.4		29.5		5.5						14.2		46.5		29.1		10.2

				check		100												100.0												100.0												100												100.0												100.0												100												100												100.0												100.0												100												100												100												100												100																								100.0												100.0												100





Response rate

		Response rate:																																																																								Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check

		Questionnaire sent to total of 644 BRD members																																																																								0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

		12.6%																																																																								0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0				16				34				50												0												0												0												0												0

																																																																										0								30				30												0												0												0												0												0						30						30								40				40												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0				10								10												0												0

																																																																										0												0												0												0												0												0												0												0												0								20				20												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0								20				20												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0						60		20				80												0												0												0												0												0
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Factoring

		Insurer				Percentage of respondents that used factoring with this insurer

		CGU		20		24.7%

		AMP		19		23.5%

		QBE		18		22.2%

		Allianz		17		21.0%

		Lumley		17		21.0%

		RACV		17		21.0%

		AAMI		16		19.8%

		Sunroyal		16		19.8%

		Western		15		18.5%

		Zurich		14		17.3%

		HBA		12		14.8%

		Elders		10		12.3%

		Wefarm		10		12.3%

		Ready		9		11.1%

		Ansvar		8		9.9%

		Swann		8		9.9%

		Catholic		6		7.4%

		Guild		6		7.4%

		Transport		5		6.2%
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Payments

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Sunroyal (0-21)		Sunroyal (22-40)		Sunroyal (41-60)		Sunroyal (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		AMP (0-21)		AMP (22-40)		AMP (41-60)		AMP (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)		Transport (0-21)		Transport(22-40)		Transport (41-60)		Transport (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)

		44.1		36.3		11.1		8.5		25.3		44.2		23.1		7.4		14.7		44.2		23.1		17.9		23.9		49.7		19.8		6.6		18.2		49.9		25.8		6.1		14.2		51.6		23.9		10.3		12.5		27.6		29.4		30.4		37.5		24.5		21.5		16.5		9.4		34.1		38.1		18.4		24.3		55.2		13.9		6.7		5.9		49.1		26.2		18.8		6.1		34.8		34.7		24.4		25.8		45.8		16.7		11.7		27.2		43.3		15.7		13.9		29.0		41.5		18.5		11.0		20.0		46.7		17.3		16.0		9.7		69.2		15.4		5.7		11.6		53.4		29.5		5.5		14.2		46.5		29.1		10.2





Payments

		0

		0

		0

		0



In days

Percentage

Payment distribution for AAMI



payments2
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0 to 21
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22 to 40
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41 to 60
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Payment distribution for Ansvar



60 plus

		0

		0

		0

		0



In days

Percentage

Payment distribution for Catholic Church



Other explantions
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Explanations
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Payment distribution for Swann
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Payment distribution for Guild
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Payment distribution for Lumleys
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Payment distribution for Transport Industry
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Payment distribution for Wesfarmers
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Payment distribution for Zurich



		AAMI (0-21)		44.0588235294

		AAMI (22-40)		36.3235294118

		AAMI (41-60)		11.1470588235

		AAMI (60 plus)		8.4705882353

		Sunroyal (0-21)		25.2826086957

		Sunroyal (22-40)		44.2391304348

		Sunroyal (41-60)		23.0869565217

		Sunroyal (60 plus)		7.3913043478

		Allianz (0-21)		14.7413793103

		Allianz (22-40)		44.224137931

		Allianz (41-60)		23.1034482759

		Allianz (60 plus)		17.9310344828

		AMP (0-21)		23.9166666667

		AMP (22-40)		49.6759259259

		AMP (41-60)		19.7592592593

		AMP (60 plus)		6.6481481481

		Ansvar (0-21)		18.1935483871

		Ansvar (22-40)		49.8709677419

		Ansvar (41-60)		25.8064516129

		Ansvar (60 plus)		6.1290322581

		Catholic (0-21)		14.2105263158

		Catholic (22-40)		51.5789473684

		Catholic (41-60)		23.9473684211

		Catholic (60 plus)		10.2631578947

		CGU (0-21)		12.5333333333

		CGU (22-40)		27.6166666667

		CGU (41-60)		29.4333333333

		CGU (60 plus)		30.4166666667

		Swann (0-21)		37.5

		Swann (22-40)		24.5

		Swann (41-60)		21.5

		Swann (60 plus)		16.5

		HBA (0-21)		9.3703703704

		HBA (22-40)		34.0740740741

		HBA (41-60)		38.1111111111

		HBA (60 plus)		18.4444444444

		Elders (0-21)		24.2592592593

		Elders (22-40)		55.1851851852

		Elders (41-60)		13.8888888889

		Elders (60 plus)		6.6666666667

		Guild (0-21)		5.8823529412

		Guild (22-40)		49.1176470588

		Guild (41-60)		26.1764705882

		Guild (60 plus)		18.8235294118

		Lumley (0-21)		6.0930232558

		Lumley (22-40)		34.7674418605

		Lumley (41-60)		34.7441860465

		Lumley (60 plus)		24.3953488372

		QBE (0-21)		25.8301886792

		QBE (22-40)		45.7924528302

		QBE (41-60)		16.679245283

		QBE (60 plus)		11.6981132075

		RACV (0-21)		27.2109375

		RACV (22-40)		43.25

		RACV (41-60)		15.6875

		RACV (60 plus)		13.8515625

		Ready (0-21)		29

		Ready (22-40)		41.5

		Ready (41-60)		18.5

		Ready (60 plus)		11

		Transport (0-21)		20

		Transport(22-40)		46.6666666667

		Transport (41-60)		17.3333333333

		Transport (60 plus)		16

		Wesfarm (0-21)		9.6925925926

		Wesfarm (22-40)		69.1962962963

		Wesfarm  (41-60)		15.3703703704

		Wesfarm (60 plus)		5.7407407407

		Western (0-21)		11.6129032258

		Western (22-40)		53.3870967742

		Western  (41-60)		29.5161290323

		Western (60 plus)		5.4838709677

		Zurich (0-21)		14.1860465116

		Zurich (22-40)		46.511627907

		Zurich  (41-60)		29.0697674419

		Zurich (60 plus)		10.2325581395
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Payment distribution



		Insurer		0-21 days

		AAMI		44.1

		Swann		37.5

		Ready		29.0

		RACV		27.2

		QBE		25.8

		Sunroyal		25.3

		Elders		24.3

		AMP		23.9

		Transport		20.0

		Ansvar		18.2

		Allianz		14.7

		Catholic		14.2

		Zurich		14.2

		CGU		12.5

		Western		11.6

		Wesfarm		9.7

		HBA		9.4

		Lumley		6.1

		Guild		5.9
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0-21 days

percentage

Payment distribution by insurers (0-21 days)



		Insurer		22-40 days

		Wesfarm		69.2

		Elders		55.2

		Western		53.4

		Catholic		51.6

		Ansvar		49.9

		AMP		49.7

		Guild		49.1

		Transport		46.7

		Zurich		46.5

		QBE		45.8

		Sunroyal		44.2

		Allianz		44.2

		RACV		43.3

		Ready		41.5

		AAMI		36.3

		Lumley		34.8

		HBA		34.1

		CGU		27.6

		Swann		24.5
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22-40 days

percentage

Payment distribution by insurers (22-40 days)



		Insurer		41-60 days

		HBA		38.1

		Lumley		34.7

		Western		29.5

		CGU		29.4

		Zurich		29.1

		Guild		26.2

		Ansvar		25.8

		Catholic		23.9

		Allianz		23.1

		Sunroyal		23.1

		Swann		21.5

		AMP		19.8

		Ready		18.5

		Transport		17.3

		QBE		16.7

		RACV		15.7

		Wesfarm		15.4

		Elders		13.9

		AAMI		11.1
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41-60 days

percentage

Payment distribution by insurers (41-60 days)



		Insurer		60 plus days

		CGU		30.4

		Lumley		24.4

		Guild		18.8

		HBA		18.4

		Allianz		17.9

		Swann		16.5

		Transport		16.0

		RACV		13.9

		QBE		11.7

		Ready		11.0

		Catholic		10.3

		Zurich		10.2

		AAMI		8.5

		Sunroyal		7.4

		Elders		6.7

		AMP		6.6

		Ansvar		6.1

		Wesfarm		5.7

		Western		5.5
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60 plus days

percentage

Payment distribution by insurers (60 plus days)



		Back to assesor & ports for approval Different claim officers handling file

		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		Factors all invoices

		Havent received invoices

		Ill get the person looking after the claim to ring you back

		Assessor SAPP report not on file

		All of above

		Cheque is issued but not due for release until the due date

		CGU twice - file in "to do" file, not sure when "someone will get to it"

		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice

		Has been approved and sent to accounts for payments

		Most common is the file is with the assesor to authorise extras

		Independent assesors don’t complete the paperwork.

		Cheque is being processed (somewhere)

		Sometimes no explanation given just say they will send payment out within the week

		All of the above

		Invoice missing inspite of being faxed numerous times and being posted in

		File gone to assesor for ok on sublet etc file gone to payments for something else

		Claims officer on holidays, in meetings etc.

		Have lost or not received invoice

		didn’t receive invoice

		I usually follow up and the cheque is paid soon after

		Problems with computer system. File is with another department

		Any combination of the above

		Claims closed invoices out looked

		File being used by or handled by another person who is unavailable.

		File at assessors however supps have been authorised. Invoice never received

		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.

		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		File closed but claim not paid (reson not knowing

		No paper work received

		They usually say the file has been put away

		Back log, Paper work not received from the assesor, Claim is with parts

		No invoice on file

		Invoice not received

		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques

		Waitingon assesor

		File with assesor

		Sometyhing wrong with the invoices

		Invoice not received or put away with file whilst still unpaid

		Its with parts

		Awaiting assessors ok

		Pearson dealing with claim always unavailable

		with parts or file lost





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

		5		49		23		8		19		31		43		36

		6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%		44.4%

		Don't usually follow up with insurers		5		6.2%

		Claim not registered		8		9.9%

		Staff shortages		19		23.5%

		Paperwork incomplete		23		28.4%

		Recent merger caused delays		31		38.3%

		Other reasons		36		44.4%

		File lost		43		53.1%

		File not at hand		49		60.5%





		0

		0

		0

		0

		0

		0

		0

		0





		General comments

		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		Does not affect us we factor all invoices

		Very dificult to get through by phone to CGU and RACV

		21 day accounts should be acceptable across the board

		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		All bad payers they want to send us broke

		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		Insurers should supply hard copy of authorities to repair detailed listing of each component

		It is getting better do your paperwork right and you are half way there

		Recoveries should be settled with repairer

		AGC Finance Factoring is only 1.6%

		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		As the only repairer in town I do not have any problems with any ins company at this stage

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.
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Data entry

		Count		busloc (1=metro, 2=rural)		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Check		AAMI Factor		Sunroyal (0-21)		Sunroyal (22-40)		Sunroyal (41-60)		Sunroyal (60 plus)		Check		SunroyalFactor		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		Check		Allianz Factor		AMP (0-21)		AMP (22-40)		AMP (41-60)		AMP (60 plus)		Check		AMP Factor		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Check		Ansvar Factor		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		Check		Catholic Factor		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Check		CGU Factor		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		Check		Swann Factor		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Check		HBA Factor		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Check		Elders Factor		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Check		Guild Factor		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		Check		Lumley Factor		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		Check		QBE Factor		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Check		RACV Factor		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Check		Ready Factor		Transport (0-21)		Transport(22-40)		Transport (41-60)		Transport (60 plus)		Check		Transport Factor		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Check		Wefarm Factor		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Check		Western Factor		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)		Check		Zurich Factor		AAMI Pref		SunroyalPref		Allianz Pref		AMP Pref		Ansvar Pref		Catholic Pref		CGU Pref		Swann Pref		HBA Pref		Elders Pref		Guild Pref		Lumleys Pref		QBE Pref		RACV Pref		Ready Pref		Transport Pref		Wesfarm Pref		Western Pref		Zurich Pref		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Comments

		1		1				60		40				100						60		40				100						60		40				100						60		40				100						60		40				100												0						80		20				100												0						80		20				100												0												0						50		50				100						100						100						80		20				100												0												0						80		20				100						80		20				100						50		50				100																1				1																								1								1		1		Back to assesor & ports for approval Different claim officers handling file		2		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		2		1						100				100												0												0						20				80		100												0												0										100		100												0												0												0												0								40		60		100								20		80		100						100						100												0												0												0												0						100						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1								1		1		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		3		1				100						100						100						100						100						100				20		80						100												0												0								20		80		100												0												0												0												0												0				100								100						50		50				100												0												0												0												0												0				2		1		1		1		2		2		1		2		1		2		2		1		1		2		2		2		2		2		1				1		1				1				1		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		4		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0												0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Factors all invoices				Does not affect us we factor all invoices

		5		2				100						100												0								100				100												0												0								5		95		100												0												0								100				100								100				100												0								100				100						100						100						100						100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		1		2		2																Havent received invoices		4

		6						95				5		100						100						100						70		30				100						80		20				100												0						100						100						80				20		100												0												0												0												0						50		25		25		100						100						100						75		25				100												0												0												0												0						70		30				100																														1														1						1		1		1		Ill get the person looking after the claim to ring you back		2,3,4

		7		1		100								100				100								100				100								100				87.5		12.5						100												0												0				50		50						100												0												0				100								100						100						100				25		75						100				100								100				16		50		34				100												0												0				66.7		33.3						100												0												0				1		2		1		1		1		2		1		2				1				1		2				2		2		1		2		1				1								1		1		Assessor SAPP report not on file		2

		8		2				70				30		100												0												0												0												0												0						70		30				100												0												0												0												0												0				70		30						100						60		40				100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																All of above		1

		9		1										0								100				100										100		100								100				100								100				100								100				100										100		100												0												0						100						100								100				100										100		100										100		100								100				100												0												0						100						100						100						100								100				100				2		2		2		2		1		2		2		2		2		1		2		2		2		2		2		2		1		2		1				1						1		1		1		Cheque is issued but not due for release until the due date		4		Very dificult to get through by phone to CGU and RACV

		10		1		10		40		40		10		100		1				30		60		10		100		1		10		40		40		10		100				10		20		60		10		100		1						80		20		100		1				80		20				100						20		60		20		100		1				20		60		20		100		1				10		80		10		100		1				80		20				100						80		20				100								75		25		100		1				40		50		10		100		1		20		35		35		10		100		1				45		45		10		100		1		10		40		40		10		100				5		45		45		5		100		1		10		40		40		10		100		1		10		40		50				100		1																																										1				1								CGU twice - file in "to do" file, not sure when "someone will get to it"		4		21 day accounts should be acceptable across the board

		11		1						80		20		100						80		20				100								80		20		100						80		20				100												0												0										100		100												0												0												0								50		50		100						50		50				100				50		50						100						50		30		20		100												0												0												0						50		50				100				50		40		10				100				2																										1														1		1				1		1		1				4

		12		1		5		90		4		1		100						100						100								20		80		100				5		70		5		20		100												0												0								50		50		100												0												0												0												0										100		100										100		100								80		20		100												0												0												0												0												0				1		1		1		1				2		1														1						1								1		1								1				4

		13		1				50		50				100												0										100		100								85		15		100												0												0								100				100												0												0												0												0								100				100						50		50				100				10		50		35		5		100								100				100												0												0								100				100								100				100																1				1								1		1														1										1		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice		2,3,4

		14		1		10		10		20		60		100		1				60		30		10		100		1				10		20		70		100		1				20		70		10		100		1				10		90				100		1										0						10		20		70		100		1										0						10		90				100		1										0						90		10				100		1				10		10		80		100		1				20		60		20		100		1		10		60		20		10		100		1										0												0				10		90						100		1				10		70		20		100		1		10		70		10		10		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1						1		1		1		Has been approved and sent to accounts for payments		3		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		15		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		16		1				100						100								70		30		100						40		60				100						100						100						100						100												0								50		50		100												0								50		50		100						100						100												0								100				100												0						30		50		20		100						100						100								100				100												0												0								100				100				2		2		1		1						1				1										1										1				1												Most common is the file is with the assesor to authorise extras		4

		17		1		100								100		1										0												0												0												0												0												0												0												0												0												0						80		20				100								100				100		1		100								100		1										0												0												0												0												0																																										1																3

		18		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1				100						100												0		1										0		1										0		1										0												0		1										0		1										0		1										0		1										0		1		2		2		1		2		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2						1						1				Independent assesors don’t complete the paperwork.		4		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		19		2		100								100												0												0				50		50						100												0												0								75		25		100												0												0				75		25						100												0												0						100						100						50		50				100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		1		2		2				1										1				1

		20		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0		1										0		1										0		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1						1								1		Cheque is being processed (somewhere)		2		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		21		1		92		7				1		100				33		50		17				100						100						100				100								100				100								100				50		50						100						100						100												0												0												0								100				100				70		20		10				100				100								100				20		73				7		100												0												0												0												0								100				100				1												1										1				1														1		1				1		1		1				3

		22		1		90		10						100												0												0												0												0												0												0												0												0												0												0				80		20						100												0						100						100												0												0												0												0												0				1																						1				2														1						1								2		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		23		1				70		30				100						70		30				100						70		30				100						70		30				100												0						70		30				100						80		20				100												0						70		30				100												0												0						50		50				100						70		30				100				80		20						100												0												0												0												0						70		30				100				2		2		2		1		2		2		1		1		1		2		2		2		2		1		2		2		2		2		2				1								1				Sometimes no explanation given just say they will send payment out within the week		4		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		24		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0		1										0												0												0		1										0		1						1																						1						1																				All of the above		3

		25		2		80		20						100												0				20		80						100						20		80				100		1		80		20						100												0						80		20				100		1										0						20		80				100												0												0												0				20		80						100						20		80				100		1										0												0				80		20						100				20		80						100				20		80						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1								2

		26		1		40		37		6		17		100						100						100						65		25		10		100						80		20				100												0												0						30		60		10		100												0						80		20				100												0												0				14		50				36		100						90		10				100				34		20		20		26		100												0												0												0												0						50				50		100				1		1		1						1										1				1																1										1		Invoice missing inspite of being faxed numerous times and being posted in		2

		27		1		80		10		10				100				70		20		10				100				10		10		20		60		100				50		20		20		10		100												0												0				60		20		20				100												0				50		30		20				100												0												0						10		70		20		100						10		70		20		100						60		30		10		100												0												0												0												0												0				1		1		2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		2				1		1						1						3

		28		1		80		15		5				100				20		50		30				100								80		20		100												0		100				50		40		10		100				50		50						100										100		100				95		5						100										100		100								40		60		100												0						30		40		30		100				10		50		40				100				70		20		10				100												0								70		30		100												0						30		40		30		100				20		40		30		10		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1								1		1		File gone to assesor for ok on sublet etc file gone to payments for something else		2		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		29		1		80		20						100				80		20						100				80		20						100				20		80						100												0				20		80						100				20		80						100												0												0												0												0												0				20		80						100				20		80						100												0												0												0				20		80						100				20		80						100				1						1																																		1														3

		30		1		100								100												0		1				100						100												0		1										0												0												0		1										0												0												0												0												0												0				100								100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																2

		31		1						100				100								100				100												0								100				100								100				100								100				100								50		50		100												0										100		100								100				100												0										100		100								100				100								50		50		100												0												0								100				100								100				100								50		50		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1		1		Claims officer on holidays, in meetings etc.		4

		32		2		15		85						100				15		85						100						100						100						100						100												0												0						85		10		5		100												0												0						85		15				100												0						85		15				100						100						100				80		10		10				100												0												0						100						100						100						100						100						100				1		1		1		2		2		2		2		2		2		2		2		1		2		1		2		2		1		1		1				1										1		Have lost or not received invoice		2

		33		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0												0						25		75				100												0		1				50		50				100				2		2		2		1		2		2		2		2		1		2		2		1		2		2		2		2		1		2		1										1		1						5

		34		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		35		1		100								100						100						100												0				100								100												0												0								100				100												0												0												0												0												0										100		100				90		10						100												0												0												0												0												0																														1																										didn’t receive invoice		2

		36		2				85		15				100												0										100		100						80		20				100												0								100				100								100				100												0						100						100						100						100												0								100				100								100				100						20				80		100												0						100						100								100				100								100				100								100				100				1		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		2		2		2				1		1								1				3		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		37		2										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0												0												0												0		1										0		1										0		1										0												0												0												0		1										0		1		1				1		1		2		2		1		2		2		2		2		1		1		1						1		1		1				1								1		1				6		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		38		1				90		10				100								100				100						40		60				100						100						100						100						100												0								100				100												0						100						100						100						100						50				50		100								100				100						100						100						100						100				100								100												0						100						100				100								100								100				100				1		1		1		1		1		2		2		2		2		1		2		2		2		1		2		2		1		2		1						1		1								I usually follow up and the cheque is paid soon after		3

		39		1								100		100		1								100		100		1								100		100		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		2		2		1		2		2		1		2		2		2		2		2		2		2		2		2		2		2		1				1								1		1				4		All bad payers they want to send us broke

		40		1				20		80				100										100		100								80		20		100						60		40				100						60		40				100								100				100								40		60		100								80		20		100								80		20		100				40		40		20				100								80		20		100								20		80		100				10		70		20				100						10		30		60		100												0						50		50				100						50		50				100						50		50				100						50		50				100				2		2		1		1		2		1		1		1		2		1		2		1		1		1		2		2		2		2		2				1						1		1		1				3

		41		2		95		5						100				95		5						100				20		80						100												0				50		50						100				50		50						100				10		20		30		40		100												0												0				90		10						100												0				40		60						100				60		40						100				40		40		20				100												0												0												0												0				10		10		80				100				1		1		1		1		2		2		1		2		2		2		2		1		1		1		2		2		2		2		2				1		1								1		Problems with computer system. File is with another department		3		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		42		1				5		25		70		100												0												0								20		80		100												0												0												0								75		25		100								50		50		100						100						100												0												0						10				90		100						5		10		85		100												0												0						100						100								100				100										100		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		Any combination of the above		2		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		43		2		60		20		7		13		100		1		100								100		1		77				15		8		100		1		28		28		28		16		100		1										0												0				50				14		36		100		1										0												0		1										0												0								100				100		1		100								100		1		40				20		40		100		1										0												0												0												0		1										0		1		1		1		1		2		2		2		1		1		1		2		2		2		2		2		2		2		2		2		2																Claims closed invoices out looked		4

		44		2										0		1										0												0		1										0		1										0												0												0		1										0												0												0		1										0												0												0		1										0		1										0												0												0		1										0		1										0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																File being used by or handled by another person who is unavailable.		2		Insurers should supply hard copy of authorities to repair detailed listing of each component

		45		2		100								100						100						100								100				100						100						100												0												0						40		60				100												0												0						40		60				100												0												0				100								100				100								100												0												0						100						100												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		1				1														2		It is getting better do your paperwork right and you are half way there

		46		1				50		40		10		100						50		50				100						50		50				100						50		50				100						100						100												0				20		40		40				100												0												0												0												0						100						100						100						100				20		60		20				100												0												0												0						100						100												0

		47		1		90		10						100						100						100						75		25				100								100				100												0												0								100				100												0												0						100						100												0						100						100						75		25				100										100		100												0												0						100						100						75		25				100						100						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1														1		File at assessors however supps have been authorised. Invoice never received		3,4		Recoveries should be settled with repairer

		48		1		50		50						100												0				20				10		70		100						30		70				100						100						100												0				25		75						100												0												0												0												0												0												0				62.5		25				12.5		100												0												0												0												0				75		25						100				1		1		1		2		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1										1				4

		49		1				90		10				100		1				50		30		20		100		1				80		20				100		1				90		10				100		1				90		10				100		1				100						100		1						50		50		100		1										0		1										0		1										0		1				90		10				100		1										0		1				90		10				100		1				90		10				100		1										0		1										0		1										0		1				90		10				100		1				80		20				100		1		1		1				1		1																1																1		1				1		1		1				4		AGC Finance Factoring is only 1.6%

		50		1		100								100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1								1		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.		1

		51		2		70		10		10		10		100						50				50		100				50		50						100				20		70		10				100												0												0						5		70		25		100												0												0												0												0										100		100				100								100				50		45		5				100												0												0												0												0				100								100				2		1		1		1		1		1		1		1		2		1		2		1		1		2		1		1		1		1		1				1								1		1		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		52		2				90		10				100												0						100						100						100						100				100								100												0						50		45		5		100												0												0												0										100		100										100		100												0						33		34		33		100												0												0						100						100												0						100						100																1														1														1								1						4

		53		1		85		15						100												0						5		20		75		100												0												0												0						10				90		100												0												0												0						100						100						100						100						100						100				80		10				10		100				100								100				100								100												0												0								100				100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1				1		1		1				3		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		54		1		70		30						100												0												0												0				99		1						100												0												0												0												0												0												0												0												0				100								100												0												0												0												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1		File closed but claim not paid (reson not knowing		3,4

		55		2								100		100				100								100						100						100						100						100						100						100						100						100										100		100				100								100				100								100				100								100				100								100												0						100						100										100		100												0												0						100						100						100						100				100								100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1		1		1		1		1		No paper work received		4

		56		1										0												0												0				100								100												0												0												0		1										0		1										0		1										0												0												0		1										0												0		1										0												0												0												0												0										1						1		1		1						1				1														1														2

		57		2		100								100												0						50				50		100				100								100												0												0						20				80		100												0												0												0												0												0												0				60						40		100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1												They usually say the file has been put away		3

		58		1		30		65				5		100						100						100				60		40						100				80		20						100						50				50		100												0				5		75		10		10		100						100						100								100				100						100						100												0				15		70		15				100				40		60						100						85		10		5		100												0				40		60						100												0				40		60						100				50		40		5		5		100				2		2		2		1		2		1		1		2		1		2		2		1		1		1		2		1		1		1		1				1		1								1		Back log, Paper work not received from the assesor, Claim is with parts		4		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		59		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0		1										0												0												0		1										0		1										0		1										0		1										0												0												0												0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1				4		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		60		1				100						100												0								100				100						90				10		100												0												0								80		20		100												0								80		20		100												0												0						90				10		100				100								100				80		10				10		100												0												0												0												0								20		80		100										1						1				1										1

		61		1		80		20						100						100						100						10		80		10		100		1										0		1				20		80				100												0				50		50						100		1										0		1										0		1										0		1										0		1				20		80				100		1				20		80				100		1		20		60		10		10		100		1										0		1										0		1										0		1										0		1										0		1		2		2		1		1		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2				1								1		1				2

		62		2		10		80		10				100						75		25				100				5		85		10				100				10		80		10				100						80		20				100												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		63		2								100		100								100				100				90						10		100												0												0				100								100				70				20		10		100				100								100												0						80		20				100						100						100												0				100								100						90		10				100												0												0						75		25				100				5		75		20				100						75		25				100				1		2		2		2		2		2		1		2		2		2		2		2		1		1		2		2		2		2		2				1		1						1				No invoice on file		3

		64		1				95		5				100								100				100						100						100				30		70						100						100						100												0						25		70		5		100												0												0												0												0						50		50				100						100						100						90		5		5		100												0						100						100												0								100				100												0				2		2		1		1		2		2		1		1		1		2		2		1		2		2		2		2		1		2		2				1								1		1		Invoice not received		4,5		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		65		1				100						100				100								100						50		50				100				50		50						100												0												0								80		20		100												0								80		20		100				50		50						100						100						100						100						100												0				100								100												0												0												0						100						100						100						100				2		2		2		2		2		2		1		2		1		2		2		2		2		2		2		2		2		2		2				1		1				1				1				4

		66		1		70		20		10				100				90				10				100				70		30						100				90		10						100				65		35						100												0				80				20				100				80		20						100				70				30				100				100								100												0												0												0				95				5				100				40		60						100												0												0				65		35						100				70		30						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		1		1		1		1		1		1		1		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques		1,2		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		67				40		40		10		10		100				50		50						100				40		40		20				100				20		50		30				100				30		50		20				100												0				30		30		10		30		100												0												0												0												0						20		10		70		100						100						100						80		20				100												0						100						100						100						100						100						100						60		10		30		100				1		2		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1						1				Waitingon assesor		2

		68												0		1										0												0		1										0		1										0												0												0		1										0												0												0												0												0		1										0		1										0												0												0												0												0												0								1																																				1														1,2		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		69		1		80		10		5		5		100				80		10		5		5		100								50		50		100						90		10				100												0												0				80		20						100												0						20		80				100				100								100												0								100				100								100				100				5		90		5				100												0										100		100												0								90		10		100						90		5		5		100				1		1		1								1				1																										1										File with assesor		2,3,4

		70		1		95		5						100												0						100						100						100						100												0												0										100		100												0												0												0												0												0												0				60		40						100												0												0												0												0												0				1		1		1																																														1				2

		71		1				80		20				100								100				100								60		40		100												0								100				100												0						50		25		25		100												0												0												0												0												0												0												0												0												0												0												0												0				1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2						1						1		1		Sometyhing wrong with the invoices		4

		72		2		90		5		3		2		100												0				100								100												0												0												0						5		5		90		100												0												0												0												0												0				100								100				15		80				5		100												0												0				100								100												0												0				1		1		1																						1																										Invoice not received or put away with file whilst still unpaid		3

		73		1		22		75		3				100				20		50		25		5		100				46		36		12		6		100				33		56		9		2		100				40		40		10		10		100												0				28		31		21		20		100												0				33		33		17		17		100						80				20		100						25		75				100				14		64		19		3		100				82		12		6				100				45		38		10		7		100				50		50						100				50		50						100												0						100						100				50		50						100																																																				1		1		Its with parts		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		74		1		80		20						100												0						80		20				100												0												0												0				100								100												0												0												0												0												0												0				50		50						100												0												0												0												0												0				1												1														1														1		1				1				1				3

		75		2		80		20						100												0						80				20		100						100						100												0												0						100						100												0												0												0												0						100						100						100						100						100						100												0												0						100						100												0												0				1				1		1						1				1						1		1		1						1								1						1				1		Awaiting assessors ok		3

		76		2		100								100				100								100						100						100						100						100						100						100						100						100										100		100												0						100						100						100						100												0								100				100						100						100						99				1		100												0												0						50				50		100												0						100						100				1						1		1				1						1				1		1		1						1

		77		2		85		15						100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Pearson dealing with claim always unavailable		4		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		78		2										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0												0		1										0		1		1		1		1		1				1		1						1				1		1		1						1		1		1		1																2		As the only repairer in town I do not have any problems with any ins company at this stage

		79		1		22		71				7		100				20		60		10		10		100				57		19		13		11		100				58		26		10		6		100						50		50				100												0				17		33		50				100												0												0												0												0												0												0												0												0												0												0												0												0

		80		2		50		50						100				90		10						100						100						100				50		50						100												0												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		81												0												0												0												0												0												0				17		33		21		29		100						100						100						67		22		11		100						100						100						100						100				4		41		45		10		100				87				13				100				9		75		11		5		100												0				100								100						100						100				100								100				25		50		25				100																																																				1		1		with parts or file lost		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

				sum		2996		2470		758		576				16		1163		2035		1062		340				16		855		2565		1340		1040				17		1291.5		2682.5		1067		359				19		564		1546		800		190				8		270		980		455		195				6		752		1657		1766		1825						375		245		215		165				8		253		920		1029		498						655		1490		375		180				10		100		835		445		320				6		262		1495		1494		1049				17		1369		2427		884		620				18		1741.5		2768		1004		886.5				17		290		415		185		110				9		300		700		260		240				5		261.7		1868.3		415		155				10		360		1655		915		170				15		610		2000		1250		440				14																																								5		49		23		8		19		31		43

				empty		38		28		52		61																																																																																																																																																																																																																																																																				6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%

				data entered		43		53		29		20

				average		69.6744186047		46.6037735849		26.1379310345		28.8

				percentage												19.8%												19.8%												21.0%												23.5%												9.9%												7.4%																								9.9%																								12.3%												7.4%												21.0%												22.2%												21.0%												11.1%												6.2%												12.3%												18.5%												17.3%

				total		171.216123224

				sum of sums		6800												4600												5800												5400												3100												1900												6000												1000												2700												2700												1700												4300												5300												6400												1000												1500												2700												3100												4300

				/100		68												46												58												54												31												19												60												10												27												27												17												43												53												64												10												15												27												31												43

				percentage		44.1		36.3		11.1		8.5						25.3		44.2		23.1		7.4						14.7		44.2		23.1		17.9						23.9		49.7		19.8		6.6						18.2		49.9		25.8		6.1						14.2		51.6		23.9		10.3						12.5		27.6		29.4		30.4						37.5		24.5		21.5		16.5						9.4		34.1		38.1		18.4						24.3		55.2		13.9		6.7						5.9		49.1		26.2		18.8						6.1		34.8		34.7		24.4						25.8		45.8		16.7		11.7						27.2		43.3		15.7		13.9						29		41.5		18.5		11						20.0		46.7		17.3		16.0						9.7		69.2		15.4		5.7						11.6		53.4		29.5		5.5						14.2		46.5		29.1		10.2

				check		100												100.0												100.0												100												100.0												100.0												100												100												100.0												100.0												100												100												100												100												100																								100.0												100.0												100





Response rate

		Response rate:																																																																								Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check

		Questionnaire sent to total of 644 BRD members																																																																								0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

		12.6%																																																																								0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0
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																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0				16				34				50												0												0												0												0												0

																																																																										0								30				30												0												0												0												0												0						30						30								40				40												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0				10								10												0												0

																																																																										0												0												0												0												0												0												0												0												0								20				20												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0
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Factoring

		Insurer				Percentage of respondents that used factoring with this insurer

		CGU		20		24.7%

		AMP		19		23.5%

		QBE		18		22.2%

		Allianz		17		21.0%

		Lumley		17		21.0%

		RACV		17		21.0%

		AAMI		16		19.8%

		Sunroyal		16		19.8%

		Western		15		18.5%

		Zurich		14		17.3%

		HBA		12		14.8%

		Elders		10		12.3%

		Wefarm		10		12.3%

		Ready		9		11.1%

		Ansvar		8		9.9%

		Swann		8		9.9%

		Catholic		6		7.4%

		Guild		6		7.4%

		Transport		5		6.2%
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Payments

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Sunroyal (0-21)		Sunroyal (22-40)		Sunroyal (41-60)		Sunroyal (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		AMP (0-21)		AMP (22-40)		AMP (41-60)		AMP (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)		Transport (0-21)		Transport(22-40)		Transport (41-60)		Transport (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)

		44.1		36.3		11.1		8.5		25.3		44.2		23.1		7.4		14.7		44.2		23.1		17.9		23.9		49.7		19.8		6.6		18.2		49.9		25.8		6.1		14.2		51.6		23.9		10.3		12.5		27.6		29.4		30.4		37.5		24.5		21.5		16.5		9.4		34.1		38.1		18.4		24.3		55.2		13.9		6.7		5.9		49.1		26.2		18.8		6.1		34.8		34.7		24.4		25.8		45.8		16.7		11.7		27.2		43.3		15.7		13.9		29.0		41.5		18.5		11.0		20.0		46.7		17.3		16.0		9.7		69.2		15.4		5.7		11.6		53.4		29.5		5.5		14.2		46.5		29.1		10.2
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		0

		0

		0

		0



In days

Percentage

Payment distribution for Sunroyal



0 to 21
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22 to 40
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41 to 60
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60 plus
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Payment distribution for Catholic Church



Preferred
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Timeframe
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Other explantions
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Explanations
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Comments
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Payment distribution for Guild
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Payment distribution for Lumleys
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Payment distribution for Transport Industry
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Payment distribution for Wesfarmers
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Payment distribution for Western/QBE



		0

		0

		0

		0



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		44.0588235294

		AAMI (22-40)		36.3235294118

		AAMI (41-60)		11.1470588235

		AAMI (60 plus)		8.4705882353

		Sunroyal (0-21)		25.2826086957

		Sunroyal (22-40)		44.2391304348

		Sunroyal (41-60)		23.0869565217

		Sunroyal (60 plus)		7.3913043478

		Allianz (0-21)		14.7413793103

		Allianz (22-40)		44.224137931

		Allianz (41-60)		23.1034482759

		Allianz (60 plus)		17.9310344828

		AMP (0-21)		23.9166666667

		AMP (22-40)		49.6759259259

		AMP (41-60)		19.7592592593

		AMP (60 plus)		6.6481481481

		Ansvar (0-21)		18.1935483871

		Ansvar (22-40)		49.8709677419

		Ansvar (41-60)		25.8064516129

		Ansvar (60 plus)		6.1290322581

		Catholic (0-21)		14.2105263158

		Catholic (22-40)		51.5789473684

		Catholic (41-60)		23.9473684211

		Catholic (60 plus)		10.2631578947

		CGU (0-21)		12.5333333333

		CGU (22-40)		27.6166666667

		CGU (41-60)		29.4333333333

		CGU (60 plus)		30.4166666667

		Swann (0-21)		37.5

		Swann (22-40)		24.5

		Swann (41-60)		21.5

		Swann (60 plus)		16.5

		HBA (0-21)		9.3703703704

		HBA (22-40)		34.0740740741

		HBA (41-60)		38.1111111111

		HBA (60 plus)		18.4444444444

		Elders (0-21)		24.2592592593

		Elders (22-40)		55.1851851852

		Elders (41-60)		13.8888888889

		Elders (60 plus)		6.6666666667

		Guild (0-21)		5.8823529412

		Guild (22-40)		49.1176470588

		Guild (41-60)		26.1764705882

		Guild (60 plus)		18.8235294118

		Lumley (0-21)		6.0930232558

		Lumley (22-40)		34.7674418605

		Lumley (41-60)		34.7441860465

		Lumley (60 plus)		24.3953488372

		QBE (0-21)		25.8301886792

		QBE (22-40)		45.7924528302

		QBE (41-60)		16.679245283

		QBE (60 plus)		11.6981132075

		RACV (0-21)		27.2109375

		RACV (22-40)		43.25

		RACV (41-60)		15.6875

		RACV (60 plus)		13.8515625

		Ready (0-21)		29

		Ready (22-40)		41.5

		Ready (41-60)		18.5

		Ready (60 plus)		11

		Transport (0-21)		20

		Transport(22-40)		46.6666666667

		Transport (41-60)		17.3333333333

		Transport (60 plus)		16

		Wesfarm (0-21)		9.6925925926

		Wesfarm (22-40)		69.1962962963

		Wesfarm  (41-60)		15.3703703704

		Wesfarm (60 plus)		5.7407407407

		Western (0-21)		11.6129032258

		Western (22-40)		53.3870967742

		Western  (41-60)		29.5161290323

		Western (60 plus)		5.4838709677

		Zurich (0-21)		14.1860465116

		Zurich (22-40)		46.511627907

		Zurich  (41-60)		29.0697674419

		Zurich (60 plus)		10.2325581395
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Payment distribution



		Insurer		0-21 days

		AAMI		44.1

		Swann		37.5

		Ready		29.0

		RACV		27.2

		QBE		25.8

		Sunroyal		25.3

		Elders		24.3

		AMP		23.9

		Transport		20.0

		Ansvar		18.2

		Allianz		14.7

		Catholic		14.2

		Zurich		14.2

		CGU		12.5

		Western		11.6

		Wesfarm		9.7

		HBA		9.4

		Lumley		6.1

		Guild		5.9
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0-21 days

percentage

Payment distribution by insurers (0-21 days)



		Insurer		22-40 days

		Wesfarm		69.2

		Elders		55.2

		Western		53.4

		Catholic		51.6

		Ansvar		49.9

		AMP		49.7

		Guild		49.1

		Transport		46.7

		Zurich		46.5

		QBE		45.8

		Sunroyal		44.2

		Allianz		44.2

		RACV		43.3

		Ready		41.5

		AAMI		36.3

		Lumley		34.8

		HBA		34.1

		CGU		27.6

		Swann		24.5
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22-40 days

percentage

Payment distribution by insurers (22-40 days)



		Insurer		41-60 days

		HBA		38.1

		Lumley		34.7

		Western		29.5

		CGU		29.4

		Zurich		29.1

		Guild		26.2

		Ansvar		25.8

		Catholic		23.9

		Allianz		23.1

		Sunroyal		23.1

		Swann		21.5

		AMP		19.8

		Ready		18.5

		Transport		17.3

		QBE		16.7

		RACV		15.7

		Wesfarm		15.4

		Elders		13.9

		AAMI		11.1
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41-60 days

percentage

Payment distribution by insurers (41-60 days)



		Insurer		60 plus days

		CGU		30.4

		Lumley		24.4

		Guild		18.8

		HBA		18.4

		Allianz		17.9

		Swann		16.5

		Transport		16.0

		RACV		13.9

		QBE		11.7

		Ready		11.0

		Catholic		10.3

		Zurich		10.2

		AAMI		8.5

		Sunroyal		7.4

		Elders		6.7

		AMP		6.6

		Ansvar		6.1

		Wesfarm		5.7

		Western		5.5
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60 plus days

percentage

Payment distribution by insurers (60 plus days)



				Yes		No

		CGU		66.7		33.3

		AAMI		64.1		35.9

		RACV		63.5		36.5

		allianz		62.7		37.3

		AMP		62.1		37.9

		Lumleys		58.5		41.5

		Wesfarmers		51.9		48.1

		HBA		49.1		50.9

		Zurich		49		51

		Sun Royal		48.1		51.9

		QBE		47.2		52.8

		Elders		40.8		59.2

		Swann		37.5		62.5

		Ansvar		36.7		63.3

		Western		35.4		64.6

		Catholic		34		66

		Transport		30.4		69.6

		Ready		28.3		71.7

		Guild		27.7		72.3
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Yes

No

percentage

Prefered repairer status with individual insurers



		

				Timeframe		Percentage

				Up to 7 days		4.8

				Up to 14 days		28.6

				Up to 21 days		31.7

				Up to 30 days		31.7

				Up to 60 days		1.6

				Up to 90 days		1.6
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Percentage

percentage

Realistic Timeframe for Payments



		Back to assesor & ports for approval Different claim officers handling file

		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		Factors all invoices

		Havent received invoices

		Ill get the person looking after the claim to ring you back

		Assessor SAPP report not on file

		All of above

		Cheque is issued but not due for release until the due date

		CGU twice - file in "to do" file, not sure when "someone will get to it"

		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice

		Has been approved and sent to accounts for payments

		Most common is the file is with the assesor to authorise extras

		Independent assesors don’t complete the paperwork.

		Cheque is being processed (somewhere)

		Sometimes no explanation given just say they will send payment out within the week

		All of the above

		Invoice missing inspite of being faxed numerous times and being posted in

		File gone to assesor for ok on sublet etc file gone to payments for something else

		Claims officer on holidays, in meetings etc.

		Have lost or not received invoice

		didn’t receive invoice

		I usually follow up and the cheque is paid soon after

		Problems with computer system. File is with another department

		Any combination of the above

		Claims closed invoices out looked

		File being used by or handled by another person who is unavailable.

		File at assessors however supps have been authorised. Invoice never received

		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.

		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		File closed but claim not paid (reson not knowing

		No paper work received

		They usually say the file has been put away

		Back log, Paper work not received from the assesor, Claim is with parts

		No invoice on file

		Invoice not received

		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques

		Waitingon assesor

		File with assesor

		Sometyhing wrong with the invoices

		Invoice not received or put away with file whilst still unpaid

		Its with parts

		Awaiting assessors ok

		Pearson dealing with claim always unavailable

		with parts or file lost





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

		5		49		23		8		19		31		43		36

		6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%		44.4%

		Don't usually follow up with insurers		5		6.2%

		Claim not registered		8		9.9%

		Staff shortages		19		23.5%

		Paperwork incomplete		23		28.4%

		Recent merger caused delays		31		38.3%

		Other reasons		36		44.4%

		File lost		43		53.1%

		File not at hand		49		60.5%





		0

		0

		0

		0

		0

		0

		0

		0





		General comments

		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		Does not affect us we factor all invoices

		Very dificult to get through by phone to CGU and RACV

		21 day accounts should be acceptable across the board

		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		All bad payers they want to send us broke

		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		Insurers should supply hard copy of authorities to repair detailed listing of each component

		It is getting better do your paperwork right and you are half way there

		Recoveries should be settled with repairer

		AGC Finance Factoring is only 1.6%

		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		As the only repairer in town I do not have any problems with any ins company at this stage

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.
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Data entry

		Count												Check		AAMI Factor										Check		SunroyalFactor										Check		Allianz Factor										Check		AMP Factor										Check		Ansvar Factor										Check		Catholic Factor										Check		CGU Factor										Check		Swann Factor										Check		HBA Factor										Check		Elders Factor										Check		Guild Factor										Check		Lumley Factor										Check		QBE Factor										Check		RACV Factor										Check		Ready Factor										Check		Transport Factor										Check		Wefarm Factor										Check		Western Factor										Check		Zurich Factor		AAMI Pref		SunroyalPref		Allianz Pref		AMP Pref		Ansvar Pref		Catholic Pref		CGU Pref		Swann Pref		HBA Pref		Elders Pref		Guild Pref		Lumleys Pref		QBE Pref		RACV Pref		Ready Pref		Transport Pref		Wesfarm Pref		Western Pref		Zurich Pref		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Comments

		1		1				60		40				100						60		40				100						60		40				100						60		40				100						60		40				100												0						80		20				100												0						80		20				100												0												0						50		50				100						100						100						80		20				100												0												0						80		20				100						80		20				100						50		50				100																1				1																								1								1		1		Back to assesor & ports for approval Different claim officers handling file		2		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		2		1						100				100												0												0						20				80		100												0												0										100		100												0												0												0												0								40		60		100								20		80		100						100						100												0												0												0												0						100						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1								1		1		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		3		1				100						100						100						100						100						100				20		80						100												0												0								20		80		100												0												0												0												0												0				100								100						50		50				100												0												0												0												0												0				2		1		1		1		2		2		1		2		1		2		2		1		1		2		2		2		2		2		1				1		1				1				1		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		4		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0												0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Factors all invoices				Does not affect us we factor all invoices

		5		2				100						100												0								100				100												0												0								5		95		100												0												0								100				100								100				100												0								100				100						100						100						100						100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		1		2		2																Havent received invoices		4

		6						95				5		100						100						100						70		30				100						80		20				100												0						100						100						80				20		100												0												0												0												0						50		25		25		100						100						100						75		25				100												0												0												0												0						70		30				100																														1														1						1		1		1		Ill get the person looking after the claim to ring you back		2,3,4

		7		1		100								100				100								100				100								100				87.5		12.5						100												0												0				50		50						100												0												0				100								100						100						100				25		75						100				100								100				16		50		34				100												0												0				66.7		33.3						100												0												0				1		2		1		1		1		2		1		2				1				1		2				2		2		1		2		1				1								1		1		Assessor SAPP report not on file		2

		8		2				70				30		100												0												0												0												0												0						70		30				100												0												0												0												0												0				70		30						100						60		40				100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																All of above		1

		9		1										0								100				100										100		100								100				100								100				100								100				100										100		100												0												0						100						100								100				100										100		100										100		100								100				100												0												0						100						100						100						100								100				100				2		2		2		2		1		2		2		2		2		1		2		2		2		2		2		2		1		2		1				1						1		1		1		Cheque is issued but not due for release until the due date		4		Very dificult to get through by phone to CGU and RACV

		10		1		10		40		40		10		100		1				30		60		10		100		1		10		40		40		10		100				10		20		60		10		100		1						80		20		100		1				80		20				100						20		60		20		100		1				20		60		20		100		1				10		80		10		100		1				80		20				100						80		20				100								75		25		100		1				40		50		10		100		1		20		35		35		10		100		1				45		45		10		100		1		10		40		40		10		100				5		45		45		5		100		1		10		40		40		10		100		1		10		40		50				100		1																																										1				1								CGU twice - file in "to do" file, not sure when "someone will get to it"		4		21 day accounts should be acceptable across the board

		11		1						80		20		100						80		20				100								80		20		100						80		20				100												0												0										100		100												0												0												0								50		50		100						50		50				100				50		50						100						50		30		20		100												0												0												0						50		50				100				50		40		10				100				2																										1														1		1				1		1		1				4

		12		1		5		90		4		1		100						100						100								20		80		100				5		70		5		20		100												0												0								50		50		100												0												0												0												0										100		100										100		100								80		20		100												0												0												0												0												0				1		1		1		1				2		1														1						1								1		1								1				4

		13		1				50		50				100												0										100		100								85		15		100												0												0								100				100												0												0												0												0								100				100						50		50				100				10		50		35		5		100								100				100												0												0								100				100								100				100																1				1								1		1														1										1		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice		2,3,4

		14		1		10		10		20		60		100		1				60		30		10		100		1				10		20		70		100		1				20		70		10		100		1				10		90				100		1										0						10		20		70		100		1										0						10		90				100		1										0						90		10				100		1				10		10		80		100		1				20		60		20		100		1		10		60		20		10		100		1										0												0				10		90						100		1				10		70		20		100		1		10		70		10		10		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1						1		1		1		Has been approved and sent to accounts for payments		3		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		15		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		16		1				100						100								70		30		100						40		60				100						100						100						100						100												0								50		50		100												0								50		50		100						100						100												0								100				100												0						30		50		20		100						100						100								100				100												0												0								100				100				2		2		1		1						1				1										1										1				1												Most common is the file is with the assesor to authorise extras		4

		17		1		100								100		1										0												0												0												0												0												0												0												0												0												0						80		20				100								100				100		1		100								100		1										0												0												0												0												0																																										1																3

		18		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1				100						100												0		1										0		1										0		1										0												0		1										0		1										0		1										0		1										0		1		2		2		1		2		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2						1						1				Independent assesors don’t complete the paperwork.		4		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		19		2		100								100												0												0				50		50						100												0												0								75		25		100												0												0				75		25						100												0												0						100						100						50		50				100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		1		2		2				1										1				1

		20		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0		1										0		1										0		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1						1								1		Cheque is being processed (somewhere)		2		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		21		1		92		7				1		100				33		50		17				100						100						100				100								100				100								100				50		50						100						100						100												0												0												0								100				100				70		20		10				100				100								100				20		73				7		100												0												0												0												0								100				100				1												1										1				1														1		1				1		1		1				3

		22		1		90		10						100												0												0												0												0												0												0												0												0												0												0				80		20						100												0						100						100												0												0												0												0												0				1																						1				2														1						1								2		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		23		1				70		30				100						70		30				100						70		30				100						70		30				100												0						70		30				100						80		20				100												0						70		30				100												0												0						50		50				100						70		30				100				80		20						100												0												0												0												0						70		30				100				2		2		2		1		2		2		1		1		1		2		2		2		2		1		2		2		2		2		2				1								1				Sometimes no explanation given just say they will send payment out within the week		4		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		24		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0		1										0												0												0		1										0		1						1																						1						1																				All of the above		3

		25		2		80		20						100												0				20		80						100						20		80				100		1		80		20						100												0						80		20				100		1										0						20		80				100												0												0												0				20		80						100						20		80				100		1										0												0				80		20						100				20		80						100				20		80						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1								2

		26		1		40		37		6		17		100						100						100						65		25		10		100						80		20				100												0												0						30		60		10		100												0						80		20				100												0												0				14		50				36		100						90		10				100				34		20		20		26		100												0												0												0												0						50				50		100				1		1		1						1										1				1																1										1		Invoice missing inspite of being faxed numerous times and being posted in		2

		27		1		80		10		10				100				70		20		10				100				10		10		20		60		100				50		20		20		10		100												0												0				60		20		20				100												0				50		30		20				100												0												0						10		70		20		100						10		70		20		100						60		30		10		100												0												0												0												0												0				1		1		2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		2				1		1						1						3

		28		1		80		15		5				100				20		50		30				100								80		20		100												0		100				50		40		10		100				50		50						100										100		100				95		5						100										100		100								40		60		100												0						30		40		30		100				10		50		40				100				70		20		10				100												0								70		30		100												0						30		40		30		100				20		40		30		10		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1								1		1		File gone to assesor for ok on sublet etc file gone to payments for something else		2		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		29		1		80		20						100				80		20						100				80		20						100				20		80						100												0				20		80						100				20		80						100												0												0												0												0												0				20		80						100				20		80						100												0												0												0				20		80						100				20		80						100				1						1																																		1														3

		30		1		100								100												0		1				100						100												0		1										0												0												0		1										0												0												0												0												0												0				100								100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																2

		31		1						100				100								100				100												0								100				100								100				100								100				100								50		50		100												0										100		100								100				100												0										100		100								100				100								50		50		100												0												0								100				100								100				100								50		50		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1		1		Claims officer on holidays, in meetings etc.		4

		32		2		15		85						100				15		85						100						100						100						100						100												0												0						85		10		5		100												0												0						85		15				100												0						85		15				100						100						100				80		10		10				100												0												0						100						100						100						100						100						100				1		1		1		2		2		2		2		2		2		2		2		1		2		1		2		2		1		1		1				1										1		Have lost or not received invoice		2

		33		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0												0						25		75				100												0		1				50		50				100				2		2		2		1		2		2		2		2		1		2		2		1		2		2		2		2		1		2		1										1		1						5

		34		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		35		1		100								100						100						100												0				100								100												0												0								100				100												0												0												0												0												0										100		100				90		10						100												0												0												0												0												0																														1																										didn’t receive invoice		2

		36		2				85		15				100												0										100		100						80		20				100												0								100				100								100				100												0						100						100						100						100												0								100				100								100				100						20				80		100												0						100						100								100				100								100				100								100				100				1		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		2		2		2				1		1								1				3		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		37		2										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0												0												0												0		1										0		1										0		1										0												0												0												0		1										0		1		1				1		1		2		2		1		2		2		2		2		1		1		1						1		1		1				1								1		1				6		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		38		1				90		10				100								100				100						40		60				100						100						100						100						100												0								100				100												0						100						100						100						100						50				50		100								100				100						100						100						100						100				100								100												0						100						100				100								100								100				100				1		1		1		1		1		2		2		2		2		1		2		2		2		1		2		2		1		2		1						1		1								I usually follow up and the cheque is paid soon after		3

		39		1								100		100		1								100		100		1								100		100		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		2		2		1		2		2		1		2		2		2		2		2		2		2		2		2		2		2		1				1								1		1				4		All bad payers they want to send us broke

		40		1				20		80				100										100		100								80		20		100						60		40				100						60		40				100								100				100								40		60		100								80		20		100								80		20		100				40		40		20				100								80		20		100								20		80		100				10		70		20				100						10		30		60		100												0						50		50				100						50		50				100						50		50				100						50		50				100				2		2		1		1		2		1		1		1		2		1		2		1		1		1		2		2		2		2		2				1						1		1		1				3

		41		2		95		5						100				95		5						100				20		80						100												0				50		50						100				50		50						100				10		20		30		40		100												0												0				90		10						100												0				40		60						100				60		40						100				40		40		20				100												0												0												0												0				10		10		80				100				1		1		1		1		2		2		1		2		2		2		2		1		1		1		2		2		2		2		2				1		1								1		Problems with computer system. File is with another department		3		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		42		1				5		25		70		100												0												0								20		80		100												0												0												0								75		25		100								50		50		100						100						100												0												0						10				90		100						5		10		85		100												0												0						100						100								100				100										100		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		Any combination of the above		2		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		43		2		60		20		7		13		100		1		100								100		1		77				15		8		100		1		28		28		28		16		100		1										0												0				50				14		36		100		1										0												0		1										0												0								100				100		1		100								100		1		40				20		40		100		1										0												0												0												0		1										0		1		1		1		1		2		2		2		1		1		1		2		2		2		2		2		2		2		2		2		2																Claims closed invoices out looked		4

		44		2										0		1										0												0		1										0		1										0												0												0		1										0												0												0		1										0												0												0		1										0		1										0												0												0		1										0		1										0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																File being used by or handled by another person who is unavailable.		2		Insurers should supply hard copy of authorities to repair detailed listing of each component

		45		2		100								100						100						100								100				100						100						100												0												0						40		60				100												0												0						40		60				100												0												0				100								100				100								100												0												0						100						100												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		1				1														2		It is getting better do your paperwork right and you are half way there

		46		1				50		40		10		100						50		50				100						50		50				100						50		50				100						100						100												0				20		40		40				100												0												0												0												0						100						100						100						100				20		60		20				100												0												0												0						100						100												0

		47		1		90		10						100						100						100						75		25				100								100				100												0												0								100				100												0												0						100						100												0						100						100						75		25				100										100		100												0												0						100						100						75		25				100						100						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1														1		File at assessors however supps have been authorised. Invoice never received		3,4		Recoveries should be settled with repairer

		48		1		50		50						100												0				20				10		70		100						30		70				100						100						100												0				25		75						100												0												0												0												0												0												0				62.5		25				12.5		100												0												0												0												0				75		25						100				1		1		1		2		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1										1				4

		49		1				90		10				100		1				50		30		20		100		1				80		20				100		1				90		10				100		1				90		10				100		1				100						100		1						50		50		100		1										0		1										0		1										0		1				90		10				100		1										0		1				90		10				100		1				90		10				100		1										0		1										0		1										0		1				90		10				100		1				80		20				100		1		1		1				1		1																1																1		1				1		1		1				4		AGC Finance Factoring is only 1.6%

		50		1		100								100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1								1		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.		1

		51		2		70		10		10		10		100						50				50		100				50		50						100				20		70		10				100												0												0						5		70		25		100												0												0												0												0										100		100				100								100				50		45		5				100												0												0												0												0				100								100				2		1		1		1		1		1		1		1		2		1		2		1		1		2		1		1		1		1		1				1								1		1		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		52		2				90		10				100												0						100						100						100						100				100								100												0						50		45		5		100												0												0												0										100		100										100		100												0						33		34		33		100												0												0						100						100												0						100						100																1														1														1								1						4

		53		1		85		15						100												0						5		20		75		100												0												0												0						10				90		100												0												0												0						100						100						100						100						100						100				80		10				10		100				100								100				100								100												0												0								100				100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1				1		1		1				3		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		54		1		70		30						100												0												0												0				99		1						100												0												0												0												0												0												0												0												0				100								100												0												0												0												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1		File closed but claim not paid (reson not knowing		3,4

		55		2								100		100				100								100						100						100						100						100						100						100						100						100										100		100				100								100				100								100				100								100				100								100												0						100						100										100		100												0												0						100						100						100						100				100								100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1		1		1		1		1		No paper work received		4

		56		1										0												0												0				100								100												0												0												0		1										0		1										0		1										0												0												0		1										0												0		1										0												0												0												0												0										1						1		1		1						1				1														1														2

		57		2		100								100												0						50				50		100				100								100												0												0						20				80		100												0												0												0												0												0												0				60						40		100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1												They usually say the file has been put away		3

		58		1		30		65				5		100						100						100				60		40						100				80		20						100						50				50		100												0				5		75		10		10		100						100						100								100				100						100						100												0				15		70		15				100				40		60						100						85		10		5		100												0				40		60						100												0				40		60						100				50		40		5		5		100				2		2		2		1		2		1		1		2		1		2		2		1		1		1		2		1		1		1		1				1		1								1		Back log, Paper work not received from the assesor, Claim is with parts		4		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		59		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0		1										0												0												0		1										0		1										0		1										0		1										0												0												0												0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1				4		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		60		1				100						100												0								100				100						90				10		100												0												0								80		20		100												0								80		20		100												0												0						90				10		100				100								100				80		10				10		100												0												0												0												0								20		80		100										1						1				1										1

		61		1		80		20						100						100						100						10		80		10		100		1										0		1				20		80				100												0				50		50						100		1										0		1										0		1										0		1										0		1				20		80				100		1				20		80				100		1		20		60		10		10		100		1										0		1										0		1										0		1										0		1										0		1		2		2		1		1		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2				1								1		1				2

		62		2		10		80		10				100						75		25				100				5		85		10				100				10		80		10				100						80		20				100												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		63		2								100		100								100				100				90						10		100												0												0				100								100				70				20		10		100				100								100												0						80		20				100						100						100												0				100								100						90		10				100												0												0						75		25				100				5		75		20				100						75		25				100				1		2		2		2		2		2		1		2		2		2		2		2		1		1		2		2		2		2		2				1		1						1				No invoice on file		3

		64		1				95		5				100								100				100						100						100				30		70						100						100						100												0						25		70		5		100												0												0												0												0						50		50				100						100						100						90		5		5		100												0						100						100												0								100				100												0				2		2		1		1		2		2		1		1		1		2		2		1		2		2		2		2		1		2		2				1								1		1		Invoice not received		4,5		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		65		1				100						100				100								100						50		50				100				50		50						100												0												0								80		20		100												0								80		20		100				50		50						100						100						100						100						100												0				100								100												0												0												0						100						100						100						100				2		2		2		2		2		2		1		2		1		2		2		2		2		2		2		2		2		2		2				1		1				1				1				4

		66		1		70		20		10				100				90				10				100				70		30						100				90		10						100				65		35						100												0				80				20				100				80		20						100				70				30				100				100								100												0												0												0				95				5				100				40		60						100												0												0				65		35						100				70		30						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		1		1		1		1		1		1		1		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques		1,2		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		67				40		40		10		10		100				50		50						100				40		40		20				100				20		50		30				100				30		50		20				100												0				30		30		10		30		100												0												0												0												0						20		10		70		100						100						100						80		20				100												0						100						100						100						100						100						100						60		10		30		100				1		2		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1						1				Waitingon assesor		2

		68												0		1										0												0		1										0		1										0												0												0		1										0												0												0												0												0		1										0		1										0												0												0												0												0												0								1																																				1														1,2		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		69		1		80		10		5		5		100				80		10		5		5		100								50		50		100						90		10				100												0												0				80		20						100												0						20		80				100				100								100												0								100				100								100				100				5		90		5				100												0										100		100												0								90		10		100						90		5		5		100				1		1		1								1				1																										1										File with assesor		2,3,4

		70		1		95		5						100												0						100						100						100						100												0												0										100		100												0												0												0												0												0												0				60		40						100												0												0												0												0												0				1		1		1																																														1				2

		71		1				80		20				100								100				100								60		40		100												0								100				100												0						50		25		25		100												0												0												0												0												0												0												0												0												0												0												0												0				1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2						1						1		1		Sometyhing wrong with the invoices		4

		72		2		90		5		3		2		100												0				100								100												0												0												0						5		5		90		100												0												0												0												0												0				100								100				15		80				5		100												0												0				100								100												0												0				1		1		1																						1																										Invoice not received or put away with file whilst still unpaid		3

		73		1		22		75		3				100				20		50		25		5		100				46		36		12		6		100				33		56		9		2		100				40		40		10		10		100												0				28		31		21		20		100												0				33		33		17		17		100						80				20		100						25		75				100				14		64		19		3		100				82		12		6				100				45		38		10		7		100				50		50						100				50		50						100												0						100						100				50		50						100																																																				1		1		Its with parts		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		74		1		80		20						100												0						80		20				100												0												0												0				100								100												0												0												0												0												0												0				50		50						100												0												0												0												0												0				1												1														1														1		1				1				1				3

		75		2		80		20						100												0						80				20		100						100						100												0												0						100						100												0												0												0												0						100						100						100						100						100						100												0												0						100						100												0												0				1				1		1						1				1						1		1		1						1								1						1				1		Awaiting assessors ok		3

		76		2		100								100				100								100						100						100						100						100						100						100						100						100										100		100												0						100						100						100						100												0								100				100						100						100						99				1		100												0												0						50				50		100												0						100						100				1						1		1				1						1				1		1		1						1

		77		2		85		15						100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Pearson dealing with claim always unavailable		4		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		78		2										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0												0		1										0		1		1		1		1		1				1		1						1				1		1		1						1		1		1		1																2		As the only repairer in town I do not have any problems with any ins company at this stage

		79		1		22		71				7		100				20		60		10		10		100				57		19		13		11		100				58		26		10		6		100						50		50				100												0				17		33		50				100												0												0												0												0												0												0												0												0												0												0												0												0

		80		2		50		50						100				90		10						100						100						100				50		50						100												0												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		81												0												0												0												0												0												0				17		33		21		29		100						100						100						67		22		11		100						100						100						100						100				4		41		45		10		100				87				13				100				9		75		11		5		100												0				100								100						100						100				100								100				25		50		25				100																																																				1		1		with parts or file lost		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

				sum		2996		2470		758		576				16		1163		2035		1062		340				16		855		2565		1340		1040				17		1291.5		2682.5		1067		359				19		564		1546		800		190				8		270		980		455		195				6		752		1657		1766		1825						375		245		215		165				8		253		920		1029		498						655		1490		375		180				10		100		835		445		320				6		262		1495		1494		1049				17		1369		2427		884		620				18		1741.5		2768		1004		886.5				17		290		415		185		110				9		300		700		260		240				5		261.7		1868.3		415		155				10		360		1655		915		170				15		610		2000		1250		440				14																																								5		49		23		8		19		31		43

				empty		38		28		52		61																																																																																																																																																																																																																																																																				6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%

				data entered		43		53		29		20

				average		69.6744186047		46.6037735849		26.1379310345		28.8

				percentage												19.8%												19.8%												21.0%												23.5%												9.9%												7.4%																								9.9%																								12.3%												7.4%												21.0%												22.2%												21.0%												11.1%												6.2%												12.3%												18.5%												17.3%

				total		171.216123224

				sum of sums		6800												4600												5800												5400												3100												1900												6000												1000												2700												2700												1700												4300												5300												6400												1000												1500												2700												3100												4300

				/100		68												46												58												54												31												19												60												10												27												27												17												43												53												64												10												15												27												31												43

				percentage		44.1		36.3		11.1		8.5						25.3		44.2		23.1		7.4						14.7		44.2		23.1		17.9						23.9		49.7		19.8		6.6						18.2		49.9		25.8		6.1						14.2		51.6		23.9		10.3						12.5		27.6		29.4		30.4						37.5		24.5		21.5		16.5						9.4		34.1		38.1		18.4						24.3		55.2		13.9		6.7						5.9		49.1		26.2		18.8						6.1		34.8		34.7		24.4						25.8		45.8		16.7		11.7						27.2		43.3		15.7		13.9						29		41.5		18.5		11						20.0		46.7		17.3		16.0						9.7		69.2		15.4		5.7						11.6		53.4		29.5		5.5						14.2		46.5		29.1		10.2

				check		100												100.0												100.0												100												100.0												100.0												100												100												100.0												100.0												100												100												100												100												100																								100.0												100.0												100





Response rate

		Response rate:																																																																								Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check

		Questionnaire sent to total of 644 BRD members																																																																								0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

		12.6%																																																																								0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0				16				34				50												0												0												0												0												0

																																																																										0								30				30												0												0												0												0												0						30						30								40				40												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0				10								10												0												0

																																																																										0												0												0												0												0												0												0												0												0								20				20												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0

																																																																										0												0												0												0												0												0												0												0												0												0												0												0												0												0
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Factoring

		Insurer				Percentage of respondents that used factoring with this insurer

		CGU		20		24.7%

		AMP		19		23.5%

		QBE		18		22.2%

		Allianz		17		21.0%

		Lumley		17		21.0%

		RACV		17		21.0%

		AAMI		16		19.8%

		Sunroyal		16		19.8%

		Western		15		18.5%

		Zurich		14		17.3%

		HBA		12		14.8%

		Elders		10		12.3%

		Wefarm		10		12.3%

		Ready		9		11.1%

		Ansvar		8		9.9%

		Swann		8		9.9%

		Catholic		6		7.4%

		Guild		6		7.4%

		Transport		5		6.2%





Factoring

		



Percentage of respondents that used factoring with this insurer



Payments

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Sunroyal (0-21)		Sunroyal (22-40)		Sunroyal (41-60)		Sunroyal (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		AMP (0-21)		AMP (22-40)		AMP (41-60)		AMP (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)		Transport (0-21)		Transport(22-40)		Transport (41-60)		Transport (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)

		44.1		36.3		11.1		8.5		25.3		44.2		23.1		7.4		14.7		44.2		23.1		17.9		23.9		49.7		19.8		6.6		18.2		49.9		25.8		6.1		14.2		51.6		23.9		10.3		12.5		27.6		29.4		30.4		37.5		24.5		21.5		16.5		9.4		34.1		38.1		18.4		24.3		55.2		13.9		6.7		5.9		49.1		26.2		18.8		6.1		34.8		34.7		24.4		25.8		45.8		16.7		11.7		27.2		43.3		15.7		13.9		29.0		41.5		18.5		11.0		20.0		46.7		17.3		16.0		9.7		69.2		15.4		5.7		11.6		53.4		29.5		5.5		14.2		46.5		29.1		10.2





Payments

		0

		0

		0

		0



In days

Percentage

Payment distribution for AAMI



payments2
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Payment distribution for Sunroyal



0 to 21
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Payment distribution for Allianz



22 to 40

		0

		0

		0

		0



In days

Percentage

Payment distribution for AMP



41 to 60
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Payment distribution for Ansvar



60 plus
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Payment distribution for Catholic Church



Preferred
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Payment distribution for CGU



Timeframe
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Payment distribution for Swann



Other explantions
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Payment distribution for HBA



Explanations
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Payment distribution for Elders



Comments
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Percentage

Payment distribution for Guild
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		0

		0



In days

Percentage

Payment distribution for Lumleys
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In days

Percentage

Payment distribution for QBE
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		0

		0

		0



In days

Percentage

Payment distribution for RACV
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		0

		0

		0



In days

Percentage

Payment distribution for Ready Plan



		0

		0

		0

		0



In days

Percentage

Payment distribution for Transport Industry



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western/QBE



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		44.0588235294

		AAMI (22-40)		36.3235294118

		AAMI (41-60)		11.1470588235

		AAMI (60 plus)		8.4705882353

		Sunroyal (0-21)		25.2826086957

		Sunroyal (22-40)		44.2391304348

		Sunroyal (41-60)		23.0869565217

		Sunroyal (60 plus)		7.3913043478

		Allianz (0-21)		14.7413793103

		Allianz (22-40)		44.224137931

		Allianz (41-60)		23.1034482759

		Allianz (60 plus)		17.9310344828

		AMP (0-21)		23.9166666667

		AMP (22-40)		49.6759259259

		AMP (41-60)		19.7592592593

		AMP (60 plus)		6.6481481481

		Ansvar (0-21)		18.1935483871

		Ansvar (22-40)		49.8709677419

		Ansvar (41-60)		25.8064516129

		Ansvar (60 plus)		6.1290322581

		Catholic (0-21)		14.2105263158

		Catholic (22-40)		51.5789473684

		Catholic (41-60)		23.9473684211

		Catholic (60 plus)		10.2631578947

		CGU (0-21)		12.5333333333

		CGU (22-40)		27.6166666667

		CGU (41-60)		29.4333333333

		CGU (60 plus)		30.4166666667

		Swann (0-21)		37.5

		Swann (22-40)		24.5

		Swann (41-60)		21.5

		Swann (60 plus)		16.5

		HBA (0-21)		9.3703703704

		HBA (22-40)		34.0740740741

		HBA (41-60)		38.1111111111

		HBA (60 plus)		18.4444444444

		Elders (0-21)		24.2592592593

		Elders (22-40)		55.1851851852

		Elders (41-60)		13.8888888889

		Elders (60 plus)		6.6666666667

		Guild (0-21)		5.8823529412

		Guild (22-40)		49.1176470588

		Guild (41-60)		26.1764705882

		Guild (60 plus)		18.8235294118

		Lumley (0-21)		6.0930232558

		Lumley (22-40)		34.7674418605

		Lumley (41-60)		34.7441860465

		Lumley (60 plus)		24.3953488372

		QBE (0-21)		25.8301886792

		QBE (22-40)		45.7924528302

		QBE (41-60)		16.679245283

		QBE (60 plus)		11.6981132075

		RACV (0-21)		27.2109375

		RACV (22-40)		43.25

		RACV (41-60)		15.6875

		RACV (60 plus)		13.8515625

		Ready (0-21)		29

		Ready (22-40)		41.5

		Ready (41-60)		18.5

		Ready (60 plus)		11

		Transport (0-21)		20

		Transport(22-40)		46.6666666667

		Transport (41-60)		17.3333333333

		Transport (60 plus)		16

		Wesfarm (0-21)		9.6925925926

		Wesfarm (22-40)		69.1962962963

		Wesfarm  (41-60)		15.3703703704

		Wesfarm (60 plus)		5.7407407407

		Western (0-21)		11.6129032258

		Western (22-40)		53.3870967742

		Western  (41-60)		29.5161290323

		Western (60 plus)		5.4838709677

		Zurich (0-21)		14.1860465116

		Zurich (22-40)		46.511627907

		Zurich  (41-60)		29.0697674419

		Zurich (60 plus)		10.2325581395





		



Payment distribution



		Insurer		0-21 days

		AAMI		44.1

		Swann		37.5

		Ready		29.0

		RACV		27.2

		QBE		25.8

		Sunroyal		25.3

		Elders		24.3

		AMP		23.9

		Transport		20.0

		Ansvar		18.2

		Allianz		14.7

		Catholic		14.2

		Zurich		14.2

		CGU		12.5

		Western		11.6

		Wesfarm		9.7

		HBA		9.4

		Lumley		6.1

		Guild		5.9





		



0-21 days

percentage

Payment distribution by insurers (0-21 days)



		Insurer		22-40 days

		Wesfarm		69.2

		Elders		55.2

		Western		53.4

		Catholic		51.6

		Ansvar		49.9

		AMP		49.7

		Guild		49.1

		Transport		46.7

		Zurich		46.5

		QBE		45.8

		Sunroyal		44.2

		Allianz		44.2

		RACV		43.3

		Ready		41.5

		AAMI		36.3

		Lumley		34.8

		HBA		34.1

		CGU		27.6

		Swann		24.5





		



22-40 days

percentage

Payment distribution by insurers (22-40 days)



		Insurer		41-60 days

		HBA		38.1

		Lumley		34.7

		Western		29.5

		CGU		29.4

		Zurich		29.1

		Guild		26.2

		Ansvar		25.8

		Catholic		23.9

		Allianz		23.1

		Sunroyal		23.1

		Swann		21.5

		AMP		19.8

		Ready		18.5

		Transport		17.3

		QBE		16.7

		RACV		15.7

		Wesfarm		15.4

		Elders		13.9

		AAMI		11.1





		



41-60 days

percentage

Payment distribution by insurers (41-60 days)



		Insurer		60 plus days

		CGU		30.4

		Lumley		24.4

		Guild		18.8

		HBA		18.4

		Allianz		17.9

		Swann		16.5

		Transport		16.0

		RACV		13.9

		QBE		11.7

		Ready		11.0

		Catholic		10.3

		Zurich		10.2

		AAMI		8.5

		Sunroyal		7.4

		Elders		6.7

		AMP		6.6

		Ansvar		6.1

		Wesfarm		5.7

		Western		5.5





		



60 plus days

percentage

Payment distribution by insurers (60 plus days)



				Yes		No

		CGU		66.7		33.3

		AAMI		64.1		35.9

		RACV		63.5		36.5

		allianz		62.7		37.3

		AMP		62.1		37.9

		Lumleys		58.5		41.5

		Wesfarmers		51.9		48.1

		HBA		49.1		50.9

		Zurich		49		51

		Sun Royal		48.1		51.9

		QBE		47.2		52.8

		Elders		40.8		59.2

		Swann		37.5		62.5

		Ansvar		36.7		63.3

		Western		35.4		64.6

		Catholic		34		66

		Transport		30.4		69.6

		Ready		28.3		71.7

		Guild		27.7		72.3





		



Yes

No

percentage

Prefered repairer status with individual insurers



		

				Timeframe		Percentage

				Up to 7 days		4.8

				Up to 14 days		28.6

				Up to 21 days		31.7

				Up to 30 days		31.7

				Up to 60 days		1.6

				Up to 90 days		1.6





		



Percentage

percentage

Realistic Timeframe for Payments



		Back to assesor & ports for approval Different claim officers handling file

		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		Factors all invoices

		Havent received invoices

		Ill get the person looking after the claim to ring you back

		Assessor SAPP report not on file

		All of above

		Cheque is issued but not due for release until the due date

		CGU twice - file in "to do" file, not sure when "someone will get to it"

		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice

		Has been approved and sent to accounts for payments

		Most common is the file is with the assesor to authorise extras

		Independent assesors don’t complete the paperwork.

		Cheque is being processed (somewhere)

		Sometimes no explanation given just say they will send payment out within the week

		All of the above

		Invoice missing inspite of being faxed numerous times and being posted in

		File gone to assesor for ok on sublet etc file gone to payments for something else

		Claims officer on holidays, in meetings etc.

		Have lost or not received invoice

		didn’t receive invoice

		I usually follow up and the cheque is paid soon after

		Problems with computer system. File is with another department

		Any combination of the above

		Claims closed invoices out looked

		File being used by or handled by another person who is unavailable.

		File at assessors however supps have been authorised. Invoice never received

		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.

		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		File closed but claim not paid (reson not knowing

		No paper work received

		They usually say the file has been put away

		Back log, Paper work not received from the assesor, Claim is with parts

		No invoice on file

		Invoice not received

		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques

		Waitingon assesor

		File with assesor

		Sometyhing wrong with the invoices

		Invoice not received or put away with file whilst still unpaid

		Its with parts

		Awaiting assessors ok

		Pearson dealing with claim always unavailable

		with parts or file lost





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

		5		49		23		8		19		31		43		36

		6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%		44.4%

		Don't usually follow up with insurers		5		6.2%

		Claim not registered		8		9.9%

		Staff shortages		19		23.5%

		Paperwork incomplete		23		28.4%

		Recent merger caused delays		31		38.3%

		Other reasons		36		44.4%

		File lost		43		53.1%

		File not at hand		49		60.5%





		





		General comments

		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		Does not affect us we factor all invoices

		Very dificult to get through by phone to CGU and RACV

		21 day accounts should be acceptable across the board

		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		All bad payers they want to send us broke

		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		Insurers should supply hard copy of authorities to repair detailed listing of each component

		It is getting better do your paperwork right and you are half way there

		Recoveries should be settled with repairer

		AGC Finance Factoring is only 1.6%

		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		As the only repairer in town I do not have any problems with any ins company at this stage

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.
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Data entry

		Count												Check		AAMI Factor										Check		SunroyalFactor										Check		Allianz Factor										Check		AMP Factor										Check		Ansvar Factor										Check		Catholic Factor										Check		CGU Factor										Check		Swann Factor										Check		HBA Factor										Check		Elders Factor										Check		Guild Factor										Check		Lumley Factor										Check		QBE Factor										Check		RACV Factor										Check		Ready Factor										Check		Transport Factor										Check		Wefarm Factor										Check		Western Factor										Check		Zurich Factor		AAMI Pref		SunroyalPref		Allianz Pref		AMP Pref		Ansvar Pref		Catholic Pref		CGU Pref		Swann Pref		HBA Pref		Elders Pref		Guild Pref		Lumleys Pref		QBE Pref		RACV Pref		Ready Pref		Transport Pref		Wesfarm Pref		Western Pref		Zurich Pref		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Comments

		1		1				60		40				100						60		40				100						60		40				100						60		40				100						60		40				100												0						80		20				100												0						80		20				100												0												0						50		50				100						100						100						80		20				100												0												0						80		20				100						80		20				100						50		50				100																1				1																								1								1		1		Back to assesor & ports for approval Different claim officers handling file		2		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		2		1						100				100												0												0						20				80		100												0												0										100		100												0												0												0												0								40		60		100								20		80		100						100						100												0												0												0												0						100						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1								1		1		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		3		1				100						100						100						100						100						100				20		80						100												0												0								20		80		100												0												0												0												0												0				100								100						50		50				100												0												0												0												0												0				2		1		1		1		2		2		1		2		1		2		2		1		1		2		2		2		2		2		1				1		1				1				1		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		4		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0												0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Factors all invoices				Does not affect us we factor all invoices

		5		2				100						100												0								100				100												0												0								5		95		100												0												0								100				100								100				100												0								100				100						100						100						100						100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		1		2		2																Havent received invoices		4

		6						95				5		100						100						100						70		30				100						80		20				100												0						100						100						80				20		100												0												0												0												0						50		25		25		100						100						100						75		25				100												0												0												0												0						70		30				100																														1														1						1		1		1		Ill get the person looking after the claim to ring you back		2,3,4

		7		1		100								100				100								100				100								100				87.5		12.5						100												0												0				50		50						100												0												0				100								100						100						100				25		75						100				100								100				16		50		34				100												0												0				66.7		33.3						100												0												0				1		2		1		1		1		2		1		2				1				1		2				2		2		1		2		1				1								1		1		Assessor SAPP report not on file		2

		8		2				70				30		100												0												0												0												0												0						70		30				100												0												0												0												0												0				70		30						100						60		40				100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																All of above		1

		9		1										0								100				100										100		100								100				100								100				100								100				100										100		100												0												0						100						100								100				100										100		100										100		100								100				100												0												0						100						100						100						100								100				100				2		2		2		2		1		2		2		2		2		1		2		2		2		2		2		2		1		2		1				1						1		1		1		Cheque is issued but not due for release until the due date		4		Very dificult to get through by phone to CGU and RACV

		10		1		10		40		40		10		100		1				30		60		10		100		1		10		40		40		10		100				10		20		60		10		100		1						80		20		100		1				80		20				100						20		60		20		100		1				20		60		20		100		1				10		80		10		100		1				80		20				100						80		20				100								75		25		100		1				40		50		10		100		1		20		35		35		10		100		1				45		45		10		100		1		10		40		40		10		100				5		45		45		5		100		1		10		40		40		10		100		1		10		40		50				100		1																																										1				1								CGU twice - file in "to do" file, not sure when "someone will get to it"		4		21 day accounts should be acceptable across the board

		11		1						80		20		100						80		20				100								80		20		100						80		20				100												0												0										100		100												0												0												0								50		50		100						50		50				100				50		50						100						50		30		20		100												0												0												0						50		50				100				50		40		10				100				2																										1														1		1				1		1		1				4

		12		1		5		90		4		1		100						100						100								20		80		100				5		70		5		20		100												0												0								50		50		100												0												0												0												0										100		100										100		100								80		20		100												0												0												0												0												0				1		1		1		1				2		1														1						1								1		1								1				4

		13		1				50		50				100												0										100		100								85		15		100												0												0								100				100												0												0												0												0								100				100						50		50				100				10		50		35		5		100								100				100												0												0								100				100								100				100																1				1								1		1														1										1		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice		2,3,4

		14		1		10		10		20		60		100		1				60		30		10		100		1				10		20		70		100		1				20		70		10		100		1				10		90				100		1										0						10		20		70		100		1										0						10		90				100		1										0						90		10				100		1				10		10		80		100		1				20		60		20		100		1		10		60		20		10		100		1										0												0				10		90						100		1				10		70		20		100		1		10		70		10		10		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1						1		1		1		Has been approved and sent to accounts for payments		3		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		15		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		16		1				100						100								70		30		100						40		60				100						100						100						100						100												0								50		50		100												0								50		50		100						100						100												0								100				100												0						30		50		20		100						100						100								100				100												0												0								100				100				2		2		1		1						1				1										1										1				1												Most common is the file is with the assesor to authorise extras		4

		17		1		100								100		1										0												0												0												0												0												0												0												0												0												0						80		20				100								100				100		1		100								100		1										0												0												0												0												0																																										1																3

		18		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1				100						100												0		1										0		1										0		1										0												0		1										0		1										0		1										0		1										0		1		2		2		1		2		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2						1						1				Independent assesors don’t complete the paperwork.		4		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		19		2		100								100												0												0				50		50						100												0												0								75		25		100												0												0				75		25						100												0												0						100						100						50		50				100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		1		2		2				1										1				1

		20		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0		1										0		1										0		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1						1								1		Cheque is being processed (somewhere)		2		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		21		1		92		7				1		100				33		50		17				100						100						100				100								100				100								100				50		50						100						100						100												0												0												0								100				100				70		20		10				100				100								100				20		73				7		100												0												0												0												0								100				100				1												1										1				1														1		1				1		1		1				3

		22		1		90		10						100												0												0												0												0												0												0												0												0												0												0				80		20						100												0						100						100												0												0												0												0												0				1																						1				2														1						1								2		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		23		1				70		30				100						70		30				100						70		30				100						70		30				100												0						70		30				100						80		20				100												0						70		30				100												0												0						50		50				100						70		30				100				80		20						100												0												0												0												0						70		30				100				2		2		2		1		2		2		1		1		1		2		2		2		2		1		2		2		2		2		2				1								1				Sometimes no explanation given just say they will send payment out within the week		4		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		24		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0		1										0												0												0		1										0		1						1																						1						1																				All of the above		3

		25		2		80		20						100												0				20		80						100						20		80				100		1		80		20						100												0						80		20				100		1										0						20		80				100												0												0												0				20		80						100						20		80				100		1										0												0				80		20						100				20		80						100				20		80						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1								2

		26		1		40		37		6		17		100						100						100						65		25		10		100						80		20				100												0												0						30		60		10		100												0						80		20				100												0												0				14		50				36		100						90		10				100				34		20		20		26		100												0												0												0												0						50				50		100				1		1		1						1										1				1																1										1		Invoice missing inspite of being faxed numerous times and being posted in		2

		27		1		80		10		10				100				70		20		10				100				10		10		20		60		100				50		20		20		10		100												0												0				60		20		20				100												0				50		30		20				100												0												0						10		70		20		100						10		70		20		100						60		30		10		100												0												0												0												0												0				1		1		2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		2				1		1						1						3

		28		1		80		15		5				100				20		50		30				100								80		20		100												0		100				50		40		10		100				50		50						100										100		100				95		5						100										100		100								40		60		100												0						30		40		30		100				10		50		40				100				70		20		10				100												0								70		30		100												0						30		40		30		100				20		40		30		10		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1								1		1		File gone to assesor for ok on sublet etc file gone to payments for something else		2		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		29		1		80		20						100				80		20						100				80		20						100				20		80						100												0				20		80						100				20		80						100												0												0												0												0												0				20		80						100				20		80						100												0												0												0				20		80						100				20		80						100				1						1																																		1														3

		30		1		100								100												0		1				100						100												0		1										0												0												0		1										0												0												0												0												0												0				100								100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																2

		31		1						100				100								100				100												0								100				100								100				100								100				100								50		50		100												0										100		100								100				100												0										100		100								100				100								50		50		100												0												0								100				100								100				100								50		50		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1		1		Claims officer on holidays, in meetings etc.		4

		32		2		15		85						100				15		85						100						100						100						100						100												0												0						85		10		5		100												0												0						85		15				100												0						85		15				100						100						100				80		10		10				100												0												0						100						100						100						100						100						100				1		1		1		2		2		2		2		2		2		2		2		1		2		1		2		2		1		1		1				1										1		Have lost or not received invoice		2

		33		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0												0						25		75				100												0		1				50		50				100				2		2		2		1		2		2		2		2		1		2		2		1		2		2		2		2		1		2		1										1		1						5

		34		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		35		1		100								100						100						100												0				100								100												0												0								100				100												0												0												0												0												0										100		100				90		10						100												0												0												0												0												0																														1																										didn’t receive invoice		2

		36		2				85		15				100												0										100		100						80		20				100												0								100				100								100				100												0						100						100						100						100												0								100				100								100				100						20				80		100												0						100						100								100				100								100				100								100				100				1		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		2		2		2				1		1								1				3		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		37		2										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0												0												0												0		1										0		1										0		1										0												0												0												0		1										0		1		1				1		1		2		2		1		2		2		2		2		1		1		1						1		1		1				1								1		1				6		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		38		1				90		10				100								100				100						40		60				100						100						100						100						100												0								100				100												0						100						100						100						100						50				50		100								100				100						100						100						100						100				100								100												0						100						100				100								100								100				100				1		1		1		1		1		2		2		2		2		1		2		2		2		1		2		2		1		2		1						1		1								I usually follow up and the cheque is paid soon after		3

		39		1								100		100		1								100		100		1								100		100		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		2		2		1		2		2		1		2		2		2		2		2		2		2		2		2		2		2		1				1								1		1				4		All bad payers they want to send us broke

		40		1				20		80				100										100		100								80		20		100						60		40				100						60		40				100								100				100								40		60		100								80		20		100								80		20		100				40		40		20				100								80		20		100								20		80		100				10		70		20				100						10		30		60		100												0						50		50				100						50		50				100						50		50				100						50		50				100				2		2		1		1		2		1		1		1		2		1		2		1		1		1		2		2		2		2		2				1						1		1		1				3

		41		2		95		5						100				95		5						100				20		80						100												0				50		50						100				50		50						100				10		20		30		40		100												0												0				90		10						100												0				40		60						100				60		40						100				40		40		20				100												0												0												0												0				10		10		80				100				1		1		1		1		2		2		1		2		2		2		2		1		1		1		2		2		2		2		2				1		1								1		Problems with computer system. File is with another department		3		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		42		1				5		25		70		100												0												0								20		80		100												0												0												0								75		25		100								50		50		100						100						100												0												0						10				90		100						5		10		85		100												0												0						100						100								100				100										100		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		Any combination of the above		2		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		43		2		60		20		7		13		100		1		100								100		1		77				15		8		100		1		28		28		28		16		100		1										0												0				50				14		36		100		1										0												0		1										0												0								100				100		1		100								100		1		40				20		40		100		1										0												0												0												0		1										0		1		1		1		1		2		2		2		1		1		1		2		2		2		2		2		2		2		2		2		2																Claims closed invoices out looked		4

		44		2										0		1										0												0		1										0		1										0												0												0		1										0												0												0		1										0												0												0		1										0		1										0												0												0		1										0		1										0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																File being used by or handled by another person who is unavailable.		2		Insurers should supply hard copy of authorities to repair detailed listing of each component

		45		2		100								100						100						100								100				100						100						100												0												0						40		60				100												0												0						40		60				100												0												0				100								100				100								100												0												0						100						100												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		1				1														2		It is getting better do your paperwork right and you are half way there

		46		1				50		40		10		100						50		50				100						50		50				100						50		50				100						100						100												0				20		40		40				100												0												0												0												0						100						100						100						100				20		60		20				100												0												0												0						100						100												0

		47		1		90		10						100						100						100						75		25				100								100				100												0												0								100				100												0												0						100						100												0						100						100						75		25				100										100		100												0												0						100						100						75		25				100						100						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1														1		File at assessors however supps have been authorised. Invoice never received		3,4		Recoveries should be settled with repairer

		48		1		50		50						100												0				20				10		70		100						30		70				100						100						100												0				25		75						100												0												0												0												0												0												0				62.5		25				12.5		100												0												0												0												0				75		25						100				1		1		1		2		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1										1				4

		49		1				90		10				100		1				50		30		20		100		1				80		20				100		1				90		10				100		1				90		10				100		1				100						100		1						50		50		100		1										0		1										0		1										0		1				90		10				100		1										0		1				90		10				100		1				90		10				100		1										0		1										0		1										0		1				90		10				100		1				80		20				100		1		1		1				1		1																1																1		1				1		1		1				4		AGC Finance Factoring is only 1.6%

		50		1		100								100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1								1		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.		1

		51		2		70		10		10		10		100						50				50		100				50		50						100				20		70		10				100												0												0						5		70		25		100												0												0												0												0										100		100				100								100				50		45		5				100												0												0												0												0				100								100				2		1		1		1		1		1		1		1		2		1		2		1		1		2		1		1		1		1		1				1								1		1		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		52		2				90		10				100												0						100						100						100						100				100								100												0						50		45		5		100												0												0												0										100		100										100		100												0						33		34		33		100												0												0						100						100												0						100						100																1														1														1								1						4

		53		1		85		15						100												0						5		20		75		100												0												0												0						10				90		100												0												0												0						100						100						100						100						100						100				80		10				10		100				100								100				100								100												0												0								100				100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1				1		1		1				3		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		54		1		70		30						100												0												0												0				99		1						100												0												0												0												0												0												0												0												0				100								100												0												0												0												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1		File closed but claim not paid (reson not knowing		3,4

		55		2								100		100				100								100						100						100						100						100						100						100						100						100										100		100				100								100				100								100				100								100				100								100												0						100						100										100		100												0												0						100						100						100						100				100								100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1		1		1		1		1		No paper work received		4

		56		1										0												0												0				100								100												0												0												0		1										0		1										0		1										0												0												0		1										0												0		1										0												0												0												0												0										1						1		1		1						1				1														1														2

		57		2		100								100												0						50				50		100				100								100												0												0						20				80		100												0												0												0												0												0												0				60						40		100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1												They usually say the file has been put away		3

		58		1		30		65				5		100						100						100				60		40						100				80		20						100						50				50		100												0				5		75		10		10		100						100						100								100				100						100						100												0				15		70		15				100				40		60						100						85		10		5		100												0				40		60						100												0				40		60						100				50		40		5		5		100				2		2		2		1		2		1		1		2		1		2		2		1		1		1		2		1		1		1		1				1		1								1		Back log, Paper work not received from the assesor, Claim is with parts		4		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		59		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0		1										0												0												0		1										0		1										0		1										0		1										0												0												0												0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1				4		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		60		1				100						100												0								100				100						90				10		100												0												0								80		20		100												0								80		20		100												0												0						90				10		100				100								100				80		10				10		100												0												0												0												0								20		80		100										1						1				1										1

		61		1		80		20						100						100						100						10		80		10		100		1										0		1				20		80				100												0				50		50						100		1										0		1										0		1										0		1										0		1				20		80				100		1				20		80				100		1		20		60		10		10		100		1										0		1										0		1										0		1										0		1										0		1		2		2		1		1		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2				1								1		1				2

		62		2		10		80		10				100						75		25				100				5		85		10				100				10		80		10				100						80		20				100												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		63		2								100		100								100				100				90						10		100												0												0				100								100				70				20		10		100				100								100												0						80		20				100						100						100												0				100								100						90		10				100												0												0						75		25				100				5		75		20				100						75		25				100				1		2		2		2		2		2		1		2		2		2		2		2		1		1		2		2		2		2		2				1		1						1				No invoice on file		3

		64		1				95		5				100								100				100						100						100				30		70						100						100						100												0						25		70		5		100												0												0												0												0						50		50				100						100						100						90		5		5		100												0						100						100												0								100				100												0				2		2		1		1		2		2		1		1		1		2		2		1		2		2		2		2		1		2		2				1								1		1		Invoice not received		4,5		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		65		1				100						100				100								100						50		50				100				50		50						100												0												0								80		20		100												0								80		20		100				50		50						100						100						100						100						100												0				100								100												0												0												0						100						100						100						100				2		2		2		2		2		2		1		2		1		2		2		2		2		2		2		2		2		2		2				1		1				1				1				4

		66		1		70		20		10				100				90				10				100				70		30						100				90		10						100				65		35						100												0				80				20				100				80		20						100				70				30				100				100								100												0												0												0				95				5				100				40		60						100												0												0				65		35						100				70		30						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		1		1		1		1		1		1		1		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques		1,2		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		67				40		40		10		10		100				50		50						100				40		40		20				100				20		50		30				100				30		50		20				100												0				30		30		10		30		100												0												0												0												0						20		10		70		100						100						100						80		20				100												0						100						100						100						100						100						100						60		10		30		100				1		2		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1						1				Waitingon assesor		2

		68												0		1										0												0		1										0		1										0												0												0		1										0												0												0												0												0		1										0		1										0												0												0												0												0												0								1																																				1														1,2		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		69		1		80		10		5		5		100				80		10		5		5		100								50		50		100						90		10				100												0												0				80		20						100												0						20		80				100				100								100												0								100				100								100				100				5		90		5				100												0										100		100												0								90		10		100						90		5		5		100				1		1		1								1				1																										1										File with assesor		2,3,4

		70		1		95		5						100												0						100						100						100						100												0												0										100		100												0												0												0												0												0												0				60		40						100												0												0												0												0												0				1		1		1																																														1				2

		71		1				80		20				100								100				100								60		40		100												0								100				100												0						50		25		25		100												0												0												0												0												0												0												0												0												0												0												0												0				1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2						1						1		1		Sometyhing wrong with the invoices		4

		72		2		90		5		3		2		100												0				100								100												0												0												0						5		5		90		100												0												0												0												0												0				100								100				15		80				5		100												0												0				100								100												0												0				1		1		1																						1																										Invoice not received or put away with file whilst still unpaid		3

		73		1		22		75		3				100				20		50		25		5		100				46		36		12		6		100				33		56		9		2		100				40		40		10		10		100												0				28		31		21		20		100												0				33		33		17		17		100						80				20		100						25		75				100				14		64		19		3		100				82		12		6				100				45		38		10		7		100				50		50						100				50		50						100												0						100						100				50		50						100																																																				1		1		Its with parts		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		74		1		80		20						100												0						80		20				100												0												0												0				100								100												0												0												0												0												0												0				50		50						100												0												0												0												0												0				1												1														1														1		1				1				1				3

		75		2		80		20						100												0						80				20		100						100						100												0												0						100						100												0												0												0												0						100						100						100						100						100						100												0												0						100						100												0												0				1				1		1						1				1						1		1		1						1								1						1				1		Awaiting assessors ok		3

		76		2		100								100				100								100						100						100						100						100						100						100						100						100										100		100												0						100						100						100						100												0								100				100						100						100						99				1		100												0												0						50				50		100												0						100						100				1						1		1				1						1				1		1		1						1

		77		2		85		15						100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Pearson dealing with claim always unavailable		4		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		78		2										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0												0		1										0		1		1		1		1		1				1		1						1				1		1		1						1		1		1		1																2		As the only repairer in town I do not have any problems with any ins company at this stage

		79		1		22		71				7		100				20		60		10		10		100				57		19		13		11		100				58		26		10		6		100						50		50				100												0				17		33		50				100												0												0												0												0												0												0												0												0												0												0												0												0

		80		2		50		50						100				90		10						100						100						100				50		50						100												0												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		81												0												0												0												0												0												0				17		33		21		29		100						100						100						67		22		11		100						100						100						100						100				4		41		45		10		100				87				13				100				9		75		11		5		100												0				100								100						100						100				100								100				25		50		25				100																																																				1		1		with parts or file lost		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.
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				data entered		43		53		29		20

				average		69.6744186047		46.6037735849		26.1379310345		28.8
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				total		171.216123224
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Response rate
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Factoring

		Insurer				Percentage of respondents that used factoring with this insurer

		CGU		20		24.7%

		AMP		19		23.5%

		QBE		18		22.2%

		Allianz		17		21.0%

		Lumley		17		21.0%

		RACV		17		21.0%

		AAMI		16		19.8%

		Sunroyal		16		19.8%

		Western		15		18.5%

		Zurich		14		17.3%

		HBA		12		14.8%

		Elders		10		12.3%

		Wefarm		10		12.3%

		Ready		9		11.1%

		Ansvar		8		9.9%

		Swann		8		9.9%

		Catholic		6		7.4%

		Guild		6		7.4%

		Transport		5		6.2%





Factoring

		



Percentage of respondents that used factoring with this insurer



Payments

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Sunroyal (0-21)		Sunroyal (22-40)		Sunroyal (41-60)		Sunroyal (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		AMP (0-21)		AMP (22-40)		AMP (41-60)		AMP (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)		Transport (0-21)		Transport(22-40)		Transport (41-60)		Transport (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)

		44.1		36.3		11.1		8.5		25.3		44.2		23.1		7.4		14.7		44.2		23.1		17.9		23.9		49.7		19.8		6.6		18.2		49.9		25.8		6.1		14.2		51.6		23.9		10.3		12.5		27.6		29.4		30.4		37.5		24.5		21.5		16.5		9.4		34.1		38.1		18.4		24.3		55.2		13.9		6.7		5.9		49.1		26.2		18.8		6.1		34.8		34.7		24.4		25.8		45.8		16.7		11.7		27.2		43.3		15.7		13.9		29.0		41.5		18.5		11.0		20.0		46.7		17.3		16.0		9.7		69.2		15.4		5.7		11.6		53.4		29.5		5.5		14.2		46.5		29.1		10.2
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Percentage

Payment distribution for AAMI



payments2
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Payment distribution for Sunroyal



0 to 21
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Payment distribution for Allianz



22 to 40
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Payment distribution for AMP



41 to 60
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Payment distribution for Ansvar



60 plus
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In days

Percentage

Payment distribution for Catholic Church



Other explantions
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Payment distribution for CGU



Explanations
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Payment distribution for Swann
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Payment distribution for HBA
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Payment distribution for Elders
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In days
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Payment distribution for Guild
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In days
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Payment distribution for Lumleys
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		0



In days
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Payment distribution for QBE
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In days

Percentage

Payment distribution for RACV
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In days
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Payment distribution for Ready Plan
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		0



In days

Percentage

Payment distribution for Transport Industry



		



In days

Percentage

Payment distribution for Wesfarmers



		



In days

Percentage

Payment distribution for Western/QBE



		



In days

Percentage

Payment distribution for Zurich



		AAMI (0-21)		44.0588235294

		AAMI (22-40)		36.3235294118

		AAMI (41-60)		11.1470588235

		AAMI (60 plus)		8.4705882353

		Sunroyal (0-21)		25.2826086957

		Sunroyal (22-40)		44.2391304348

		Sunroyal (41-60)		23.0869565217

		Sunroyal (60 plus)		7.3913043478

		Allianz (0-21)		14.7413793103

		Allianz (22-40)		44.224137931

		Allianz (41-60)		23.1034482759

		Allianz (60 plus)		17.9310344828

		AMP (0-21)		23.9166666667

		AMP (22-40)		49.6759259259

		AMP (41-60)		19.7592592593

		AMP (60 plus)		6.6481481481

		Ansvar (0-21)		18.1935483871

		Ansvar (22-40)		49.8709677419

		Ansvar (41-60)		25.8064516129

		Ansvar (60 plus)		6.1290322581

		Catholic (0-21)		14.2105263158

		Catholic (22-40)		51.5789473684

		Catholic (41-60)		23.9473684211

		Catholic (60 plus)		10.2631578947

		CGU (0-21)		12.5333333333

		CGU (22-40)		27.6166666667

		CGU (41-60)		29.4333333333

		CGU (60 plus)		30.4166666667

		Swann (0-21)		37.5

		Swann (22-40)		24.5

		Swann (41-60)		21.5

		Swann (60 plus)		16.5

		HBA (0-21)		9.3703703704

		HBA (22-40)		34.0740740741

		HBA (41-60)		38.1111111111

		HBA (60 plus)		18.4444444444

		Elders (0-21)		24.2592592593

		Elders (22-40)		55.1851851852

		Elders (41-60)		13.8888888889

		Elders (60 plus)		6.6666666667

		Guild (0-21)		5.8823529412

		Guild (22-40)		49.1176470588

		Guild (41-60)		26.1764705882

		Guild (60 plus)		18.8235294118

		Lumley (0-21)		6.0930232558

		Lumley (22-40)		34.7674418605

		Lumley (41-60)		34.7441860465

		Lumley (60 plus)		24.3953488372

		QBE (0-21)		25.8301886792

		QBE (22-40)		45.7924528302

		QBE (41-60)		16.679245283

		QBE (60 plus)		11.6981132075

		RACV (0-21)		27.2109375

		RACV (22-40)		43.25

		RACV (41-60)		15.6875

		RACV (60 plus)		13.8515625

		Ready (0-21)		29

		Ready (22-40)		41.5

		Ready (41-60)		18.5

		Ready (60 plus)		11

		Transport (0-21)		20

		Transport(22-40)		46.6666666667

		Transport (41-60)		17.3333333333

		Transport (60 plus)		16

		Wesfarm (0-21)		9.6925925926

		Wesfarm (22-40)		69.1962962963

		Wesfarm  (41-60)		15.3703703704

		Wesfarm (60 plus)		5.7407407407

		Western (0-21)		11.6129032258

		Western (22-40)		53.3870967742

		Western  (41-60)		29.5161290323

		Western (60 plus)		5.4838709677

		Zurich (0-21)		14.1860465116

		Zurich (22-40)		46.511627907

		Zurich  (41-60)		29.0697674419

		Zurich (60 plus)		10.2325581395





		



Payment distribution



		Insurer		0-21 days

		AAMI		44.1

		Swann		37.5

		Ready		29.0

		RACV		27.2

		QBE		25.8

		Sunroyal		25.3

		Elders		24.3

		AMP		23.9

		Transport		20.0

		Ansvar		18.2

		Allianz		14.7

		Catholic		14.2

		Zurich		14.2

		CGU		12.5

		Western		11.6

		Wesfarm		9.7

		HBA		9.4

		Lumley		6.1

		Guild		5.9





		



0-21 days

percentage

Payment distribution by insurers (0-21 days)



		Insurer		22-40 days

		Wesfarm		69.2

		Elders		55.2

		Western		53.4

		Catholic		51.6

		Ansvar		49.9

		AMP		49.7

		Guild		49.1

		Transport		46.7

		Zurich		46.5

		QBE		45.8

		Sunroyal		44.2

		Allianz		44.2

		RACV		43.3

		Ready		41.5

		AAMI		36.3

		Lumley		34.8

		HBA		34.1

		CGU		27.6

		Swann		24.5
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		0

		0
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22-40 days

percentage

Payment distribution by insurers (22-40 days)



		Insurer		41-60 days

		HBA		38.1

		Lumley		34.7

		Western		29.5

		CGU		29.4

		Zurich		29.1

		Guild		26.2

		Ansvar		25.8

		Catholic		23.9

		Allianz		23.1

		Sunroyal		23.1

		Swann		21.5

		AMP		19.8

		Ready		18.5

		Transport		17.3

		QBE		16.7

		RACV		15.7

		Wesfarm		15.4

		Elders		13.9

		AAMI		11.1
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		0
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		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



41-60 days

percentage

Payment distribution by insurers (41-60 days)



		Insurer		60 plus days

		CGU		30.4

		Lumley		24.4

		Guild		18.8

		HBA		18.4

		Allianz		17.9

		Swann		16.5

		Transport		16.0

		RACV		13.9

		QBE		11.7

		Ready		11.0

		Catholic		10.3

		Zurich		10.2

		AAMI		8.5

		Sunroyal		7.4

		Elders		6.7

		AMP		6.6

		Ansvar		6.1

		Wesfarm		5.7

		Western		5.5
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		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



60 plus days

percentage

Payment distribution by insurers (60 plus days)



		Back to assesor & ports for approval Different claim officers handling file

		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		Factors all invoices

		Havent received invoices

		Ill get the person looking after the claim to ring you back

		Assessor SAPP report not on file

		All of above

		Cheque is issued but not due for release until the due date

		CGU twice - file in "to do" file, not sure when "someone will get to it"

		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice

		Has been approved and sent to accounts for payments

		Most common is the file is with the assesor to authorise extras

		Independent assesors don’t complete the paperwork.

		Cheque is being processed (somewhere)

		Sometimes no explanation given just say they will send payment out within the week

		All of the above

		Invoice missing inspite of being faxed numerous times and being posted in

		File gone to assesor for ok on sublet etc file gone to payments for something else

		Claims officer on holidays, in meetings etc.

		Have lost or not received invoice

		didn’t receive invoice

		I usually follow up and the cheque is paid soon after

		Problems with computer system. File is with another department

		Any combination of the above

		Claims closed invoices out looked

		File being used by or handled by another person who is unavailable.

		File at assessors however supps have been authorised. Invoice never received

		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.

		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		File closed but claim not paid (reson not knowing

		No paper work received

		They usually say the file has been put away

		Back log, Paper work not received from the assesor, Claim is with parts

		No invoice on file

		Invoice not received

		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques

		Waitingon assesor

		File with assesor

		Sometyhing wrong with the invoices

		Invoice not received or put away with file whilst still unpaid

		Its with parts

		Awaiting assessors ok

		Pearson dealing with claim always unavailable

		with parts or file lost





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

		5		49		23		8		19		31		43		36

		6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%		44.4%

		Don't usually follow up with insurers		5		6.2%

		Claim not registered		8		9.9%

		Staff shortages		19		23.5%

		Paperwork incomplete		23		28.4%

		Recent merger caused delays		31		38.3%

		Other reasons		36		44.4%

		File lost		43		53.1%

		File not at hand		49		60.5%





		





		General comments

		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		Does not affect us we factor all invoices

		Very dificult to get through by phone to CGU and RACV

		21 day accounts should be acceptable across the board

		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		All bad payers they want to send us broke

		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		Insurers should supply hard copy of authorities to repair detailed listing of each component

		It is getting better do your paperwork right and you are half way there

		Recoveries should be settled with repairer

		AGC Finance Factoring is only 1.6%

		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		As the only repairer in town I do not have any problems with any ins company at this stage

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.
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		Up to 7 days

		Up to 14 days

		Up to 21 days

		Up to 30 days

		Up to 60 days

		Up to 90 days



Percentage

percentage

Realistic Timeframe for Payments

4.7619047619

28.5714285714

31.746031746

31.746031746

1.5873015873

1.5873015873



Data entry

		Count		busloc (1=metro, 2=rural)		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Check		AAMI Factor		Sunroyal (0-21)		Sunroyal (22-40)		Sunroyal (41-60)		Sunroyal (60 plus)		Check		SunroyalFactor		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		Check		Allianz Factor		AMP (0-21)		AMP (22-40)		AMP (41-60)		AMP (60 plus)		Check		AMP Factor		Ansvar (0-21)		Ansvar (22-40)		Ansvar (41-60)		Ansvar (60 plus)		Check		Ansvar Factor		Catholic (0-21)		Catholic (22-40)		Catholic (41-60)		Catholic (60 plus)		Check		Catholic Factor		CGU (0-21)		CGU (22-40)		CGU (41-60)		CGU (60 plus)		Check		CGU Factor		Swann (0-21)		Swann (22-40)		Swann (41-60)		Swann (60 plus)		Check		Swann Factor		HBA (0-21)		HBA (22-40)		HBA (41-60)		HBA (60 plus)		Check		HBA Factor		Elders (0-21)		Elders (22-40)		Elders (41-60)		Elders (60 plus)		Check		Elders Factor		Guild (0-21)		Guild (22-40)		Guild (41-60)		Guild (60 plus)		Check		Guild Factor		Lumley (0-21)		Lumley (22-40)		Lumley (41-60)		Lumley (60 plus)		Check		Lumley Factor		QBE (0-21)		QBE (22-40)		QBE (41-60)		QBE (60 plus)		Check		QBE Factor		RACV (0-21)		RACV (22-40)		RACV (41-60)		RACV (60 plus)		Check		RACV Factor		Ready (0-21)		Ready (22-40)		Ready (41-60)		Ready (60 plus)		Check		Ready Factor		Transport (0-21)		Transport(22-40)		Transport (41-60)		Transport (60 plus)		Check		Transport Factor		Wesfarm (0-21)		Wesfarm (22-40)		Wesfarm  (41-60)		Wesfarm (60 plus)		Check		Wefarm Factor		Western (0-21)		Western (22-40)		Western  (41-60)		Western (60 plus)		Check		Western Factor		Zurich (0-21)		Zurich (22-40)		Zurich  (41-60)		Zurich (60 plus)		Check		Zurich Factor		AAMI Pref		SunroyalPref		Allianz Pref		AMP Pref		Ansvar Pref		Catholic Pref		CGU Pref		Swann Pref		HBA Pref		Elders Pref		Guild Pref		Lumleys Pref		QBE Pref		RACV Pref		Ready Pref		Transport Pref		Wesfarm Pref		Western Pref		Zurich Pref		4Don't		4File		4Paper		4Claim		4Staff		4Recent		4Lost		4Other (please type answer)		5Time frame (1-6)		Comments

		1		1				60		40				100						60		40				100						60		40				100						60		40				100						60		40				100												0						80		20				100												0						80		20				100												0												0						50		50				100						100						100						80		20				100												0												0						80		20				100						80		20				100						50		50				100																1				1																								1								1		1		Back to assesor & ports for approval Different claim officers handling file		2		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		2		1						100				100												0												0						20				80		100												0												0										100		100												0												0												0												0								40		60		100								20		80		100						100						100												0												0												0												0						100						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1								1		1		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		3		1				100						100						100						100						100						100				20		80						100												0												0								20		80		100												0												0												0												0												0				100								100						50		50				100												0												0												0												0												0				2		1		1		1		2		2		1		2		1		2		2		1		1		2		2		2		2		2		1				1		1				1				1		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		4		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0												0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Factors all invoices				Does not affect us we factor all invoices

		5		2				100						100												0								100				100												0												0								5		95		100												0												0								100				100								100				100												0								100				100						100						100						100						100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		1		2		2																Havent received invoices		4

		6						95				5		100						100						100						70		30				100						80		20				100												0						100						100						80				20		100												0												0												0												0						50		25		25		100						100						100						75		25				100												0												0												0												0						70		30				100																														1														1						1		1		1		Ill get the person looking after the claim to ring you back		2,3,4

		7		1		100								100				100								100				100								100				87.5		12.5						100												0												0				50		50						100												0												0				100								100						100						100				25		75						100				100								100				16		50		34				100												0												0				66.7		33.3						100												0												0				1		2		1		1		1		2		1		2				1				1		2				2		2		1		2		1				1								1		1		Assessor SAPP report not on file		2

		8		2				70				30		100												0												0												0												0												0						70		30				100												0												0												0												0												0				70		30						100						60		40				100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																All of above		1

		9		1										0								100				100										100		100								100				100								100				100								100				100										100		100												0												0						100						100								100				100										100		100										100		100								100				100												0												0						100						100						100						100								100				100				2		2		2		2		1		2		2		2		2		1		2		2		2		2		2		2		1		2		1				1						1		1		1		Cheque is issued but not due for release until the due date		4		Very dificult to get through by phone to CGU and RACV

		10		1		10		40		40		10		100		1				30		60		10		100		1		10		40		40		10		100				10		20		60		10		100		1						80		20		100		1				80		20				100						20		60		20		100		1				20		60		20		100		1				10		80		10		100		1				80		20				100						80		20				100								75		25		100		1				40		50		10		100		1		20		35		35		10		100		1				45		45		10		100		1		10		40		40		10		100				5		45		45		5		100		1		10		40		40		10		100		1		10		40		50				100		1																																										1				1								CGU twice - file in "to do" file, not sure when "someone will get to it"		4		21 day accounts should be acceptable across the board

		11		1						80		20		100						80		20				100								80		20		100						80		20				100												0												0										100		100												0												0												0								50		50		100						50		50				100				50		50						100						50		30		20		100												0												0												0						50		50				100				50		40		10				100				2																										1														1		1				1		1		1				4

		12		1		5		90		4		1		100						100						100								20		80		100				5		70		5		20		100												0												0								50		50		100												0												0												0												0										100		100										100		100								80		20		100												0												0												0												0												0				1		1		1		1				2		1														1						1								1		1								1				4

		13		1				50		50				100												0										100		100								85		15		100												0												0								100				100												0												0												0												0								100				100						50		50				100				10		50		35		5		100								100				100												0												0								100				100								100				100																1				1								1		1														1										1		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice		2,3,4

		14		1		10		10		20		60		100		1				60		30		10		100		1				10		20		70		100		1				20		70		10		100		1				10		90				100		1										0						10		20		70		100		1										0						10		90				100		1										0						90		10				100		1				10		10		80		100		1				20		60		20		100		1		10		60		20		10		100		1										0												0				10		90						100		1				10		70		20		100		1		10		70		10		10		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1						1		1		1		Has been approved and sent to accounts for payments		3		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		15		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		16		1				100						100								70		30		100						40		60				100						100						100						100						100												0								50		50		100												0								50		50		100						100						100												0								100				100												0						30		50		20		100						100						100								100				100												0												0								100				100				2		2		1		1						1				1										1										1				1												Most common is the file is with the assesor to authorise extras		4

		17		1		100								100		1										0												0												0												0												0												0												0												0												0												0						80		20				100								100				100		1		100								100		1										0												0												0												0												0																																										1																3

		18		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0		1				100						100												0		1										0		1										0		1										0												0		1										0		1										0		1										0		1										0		1		2		2		1		2		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2						1						1				Independent assesors don’t complete the paperwork.		4		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		19		2		100								100												0												0				50		50						100												0												0								75		25		100												0												0				75		25						100												0												0						100						100						50		50				100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		1		2		2				1										1				1

		20		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0		1										0		1										0		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1						1								1		Cheque is being processed (somewhere)		2		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		21		1		92		7				1		100				33		50		17				100						100						100				100								100				100								100				50		50						100						100						100												0												0												0								100				100				70		20		10				100				100								100				20		73				7		100												0												0												0												0								100				100				1												1										1				1														1		1				1		1		1				3

		22		1		90		10						100												0												0												0												0												0												0												0												0												0												0				80		20						100												0						100						100												0												0												0												0												0				1																						1				2														1						1								2		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		23		1				70		30				100						70		30				100						70		30				100						70		30				100												0						70		30				100						80		20				100												0						70		30				100												0												0						50		50				100						70		30				100				80		20						100												0												0												0												0						70		30				100				2		2		2		1		2		2		1		1		1		2		2		2		2		1		2		2		2		2		2				1								1				Sometimes no explanation given just say they will send payment out within the week		4		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		24		1										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0		1										0												0												0		1										0		1						1																						1						1																				All of the above		3

		25		2		80		20						100												0				20		80						100						20		80				100		1		80		20						100												0						80		20				100		1										0						20		80				100												0												0												0				20		80						100						20		80				100		1										0												0				80		20						100				20		80						100				20		80						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1								2

		26		1		40		37		6		17		100						100						100						65		25		10		100						80		20				100												0												0						30		60		10		100												0						80		20				100												0												0				14		50				36		100						90		10				100				34		20		20		26		100												0												0												0												0						50				50		100				1		1		1						1										1				1																1										1		Invoice missing inspite of being faxed numerous times and being posted in		2

		27		1		80		10		10				100				70		20		10				100				10		10		20		60		100				50		20		20		10		100												0												0				60		20		20				100												0				50		30		20				100												0												0						10		70		20		100						10		70		20		100						60		30		10		100												0												0												0												0												0				1		1		2		2		2		2		2		2		2		2		2		1		2		2		2		2		2		2		2				1		1						1						3

		28		1		80		15		5				100				20		50		30				100								80		20		100												0		100				50		40		10		100				50		50						100										100		100				95		5						100										100		100								40		60		100												0						30		40		30		100				10		50		40				100				70		20		10				100												0								70		30		100												0						30		40		30		100				20		40		30		10		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1								1		1		File gone to assesor for ok on sublet etc file gone to payments for something else		2		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		29		1		80		20						100				80		20						100				80		20						100				20		80						100												0				20		80						100				20		80						100												0												0												0												0												0				20		80						100				20		80						100												0												0												0				20		80						100				20		80						100				1						1																																		1														3

		30		1		100								100												0		1				100						100												0		1										0												0												0		1										0												0												0												0												0												0				100								100												0												0												0												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																2

		31		1						100				100								100				100												0								100				100								100				100								100				100								50		50		100												0										100		100								100				100												0										100		100								100				100								50		50		100												0												0								100				100								100				100								50		50		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1		1		Claims officer on holidays, in meetings etc.		4

		32		2		15		85						100				15		85						100						100						100						100						100												0												0						85		10		5		100												0												0						85		15				100												0						85		15				100						100						100				80		10		10				100												0												0						100						100						100						100						100						100				1		1		1		2		2		2		2		2		2		2		2		1		2		1		2		2		1		1		1				1										1		Have lost or not received invoice		2

		33		2										0		1										0		1										0		1										0		1										0												0												0		1										0												0		1										0		1										0												0		1										0		1										0		1										0												0						25		75				100												0		1				50		50				100				2		2		2		1		2		2		2		2		1		2		2		1		2		2		2		2		1		2		1										1		1						5

		34		1		80		20						100						100						100						100						100				90		10						100						90		10				100						100						100				20		80						100												0						100						100												0												0												0				10		90						100				30		70						100						80		20				100						100						100												0						100						100						100						100				1				1		1																																		1														3

		35		1		100								100						100						100												0				100								100												0												0								100				100												0												0												0												0												0										100		100				90		10						100												0												0												0												0												0																														1																										didn’t receive invoice		2

		36		2				85		15				100												0										100		100						80		20				100												0								100				100								100				100												0						100						100						100						100												0								100				100								100				100						20				80		100												0						100						100								100				100								100				100								100				100				1		2		2		2		2		2		2		2		2		2		2		1		2		1		2		2		2		2		2				1		1								1				3		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		37		2										0		1										0		1										0		1										0		1										0		1										0												0		1										0												0												0												0												0		1										0		1										0		1										0												0												0												0		1										0		1		1				1		1		2		2		1		2		2		2		2		1		1		1						1		1		1				1								1		1				6		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		38		1				90		10				100								100				100						40		60				100						100						100						100						100												0								100				100												0						100						100						100						100						50				50		100								100				100						100						100						100						100				100								100												0						100						100				100								100								100				100				1		1		1		1		1		2		2		2		2		1		2		2		2		1		2		2		1		2		1						1		1								I usually follow up and the cheque is paid soon after		3

		39		1								100		100		1								100		100		1								100		100		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		2		2		1		2		2		1		2		2		2		2		2		2		2		2		2		2		2		1				1								1		1				4		All bad payers they want to send us broke

		40		1				20		80				100										100		100								80		20		100						60		40				100						60		40				100								100				100								40		60		100								80		20		100								80		20		100				40		40		20				100								80		20		100								20		80		100				10		70		20				100						10		30		60		100												0						50		50				100						50		50				100						50		50				100						50		50				100				2		2		1		1		2		1		1		1		2		1		2		1		1		1		2		2		2		2		2				1						1		1		1				3

		41		2		95		5						100				95		5						100				20		80						100												0				50		50						100				50		50						100				10		20		30		40		100												0												0				90		10						100												0				40		60						100				60		40						100				40		40		20				100												0												0												0												0				10		10		80				100				1		1		1		1		2		2		1		2		2		2		2		1		1		1		2		2		2		2		2				1		1								1		Problems with computer system. File is with another department		3		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		42		1				5		25		70		100												0												0								20		80		100												0												0												0								75		25		100								50		50		100						100						100												0												0						10				90		100						5		10		85		100												0												0						100						100								100				100										100		100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		Any combination of the above		2		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		43		2		60		20		7		13		100		1		100								100		1		77				15		8		100		1		28		28		28		16		100		1										0												0				50				14		36		100		1										0												0		1										0												0								100				100		1		100								100		1		40				20		40		100		1										0												0												0												0		1										0		1		1		1		1		2		2		2		1		1		1		2		2		2		2		2		2		2		2		2		2																Claims closed invoices out looked		4

		44		2										0		1										0												0		1										0		1										0												0												0		1										0												0												0		1										0												0												0		1										0		1										0												0												0		1										0		1										0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1																File being used by or handled by another person who is unavailable.		2		Insurers should supply hard copy of authorities to repair detailed listing of each component

		45		2		100								100						100						100								100				100						100						100												0												0						40		60				100												0												0						40		60				100												0												0				100								100				100								100												0												0						100						100												0												0				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		1				1														2		It is getting better do your paperwork right and you are half way there

		46		1				50		40		10		100						50		50				100						50		50				100						50		50				100						100						100												0				20		40		40				100												0												0												0												0						100						100						100						100				20		60		20				100												0												0												0						100						100												0

		47		1		90		10						100						100						100						75		25				100								100				100												0												0								100				100												0												0						100						100												0						100						100						75		25				100										100		100												0												0						100						100						75		25				100						100						100				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1														1		File at assessors however supps have been authorised. Invoice never received		3,4		Recoveries should be settled with repairer

		48		1		50		50						100												0				20				10		70		100						30		70				100						100						100												0				25		75						100												0												0												0												0												0												0				62.5		25				12.5		100												0												0												0												0				75		25						100				1		1		1		2		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1										1				4

		49		1				90		10				100		1				50		30		20		100		1				80		20				100		1				90		10				100		1				90		10				100		1				100						100		1						50		50		100		1										0		1										0		1										0		1				90		10				100		1										0		1				90		10				100		1				90		10				100		1										0		1										0		1										0		1				90		10				100		1				80		20				100		1		1		1				1		1																1																1		1				1		1		1				4		AGC Finance Factoring is only 1.6%

		50		1		100								100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1								1		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.		1

		51		2		70		10		10		10		100						50				50		100				50		50						100				20		70		10				100												0												0						5		70		25		100												0												0												0												0										100		100				100								100				50		45		5				100												0												0												0												0				100								100				2		1		1		1		1		1		1		1		2		1		2		1		1		2		1		1		1		1		1				1								1		1		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		52		2				90		10				100												0						100						100						100						100				100								100												0						50		45		5		100												0												0												0										100		100										100		100												0						33		34		33		100												0												0						100						100												0						100						100																1														1														1								1						4

		53		1		85		15						100												0						5		20		75		100												0												0												0						10				90		100												0												0												0						100						100						100						100						100						100				80		10				10		100				100								100				100								100												0												0								100				100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1				1		1		1				3		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		54		1		70		30						100												0												0												0				99		1						100												0												0												0												0												0												0												0												0				100								100												0												0												0												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1		File closed but claim not paid (reson not knowing		3,4

		55		2								100		100				100								100						100						100						100						100						100						100						100						100										100		100				100								100				100								100				100								100				100								100												0						100						100										100		100												0												0						100						100						100						100				100								100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1		1		1		1		1		No paper work received		4

		56		1										0												0												0				100								100												0												0												0		1										0		1										0		1										0												0												0		1										0												0		1										0												0												0												0												0										1						1		1		1						1				1														1														2

		57		2		100								100												0						50				50		100				100								100												0												0						20				80		100												0												0												0												0												0												0				60						40		100												0												0						100						100												0												0				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1												They usually say the file has been put away		3

		58		1		30		65				5		100						100						100				60		40						100				80		20						100						50				50		100												0				5		75		10		10		100						100						100								100				100						100						100												0				15		70		15				100				40		60						100						85		10		5		100												0				40		60						100												0				40		60						100				50		40		5		5		100				2		2		2		1		2		1		1		2		1		2		2		1		1		1		2		1		1		1		1				1		1								1		Back log, Paper work not received from the assesor, Claim is with parts		4		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		59		1										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0		1										0												0												0		1										0		1										0		1										0		1										0												0												0												0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2								1						1				4		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		60		1				100						100												0								100				100						90				10		100												0												0								80		20		100												0								80		20		100												0												0						90				10		100				100								100				80		10				10		100												0												0												0												0								20		80		100										1						1				1										1

		61		1		80		20						100						100						100						10		80		10		100		1										0		1				20		80				100												0				50		50						100		1										0		1										0		1										0		1										0		1				20		80				100		1				20		80				100		1		20		60		10		10		100		1										0		1										0		1										0		1										0		1										0		1		2		2		1		1		2		2		1		2		2		2		2		2		2		1		2		2		2		2		2				1								1		1				2

		62		2		10		80		10				100						75		25				100				5		85		10				100				10		80		10				100						80		20				100												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		63		2								100		100								100				100				90						10		100												0												0				100								100				70				20		10		100				100								100												0						80		20				100						100						100												0				100								100						90		10				100												0												0						75		25				100				5		75		20				100						75		25				100				1		2		2		2		2		2		1		2		2		2		2		2		1		1		2		2		2		2		2				1		1						1				No invoice on file		3

		64		1				95		5				100								100				100						100						100				30		70						100						100						100												0						25		70		5		100												0												0												0												0						50		50				100						100						100						90		5		5		100												0						100						100												0								100				100												0				2		2		1		1		2		2		1		1		1		2		2		1		2		2		2		2		1		2		2				1								1		1		Invoice not received		4,5		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		65		1				100						100				100								100						50		50				100				50		50						100												0												0								80		20		100												0								80		20		100				50		50						100						100						100						100						100												0				100								100												0												0												0						100						100						100						100				2		2		2		2		2		2		1		2		1		2		2		2		2		2		2		2		2		2		2				1		1				1				1				4

		66		1		70		20		10				100				90				10				100				70		30						100				90		10						100				65		35						100												0				80				20				100				80		20						100				70				30				100				100								100												0												0												0				95				5				100				40		60						100												0												0				65		35						100				70		30						100				2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		1		1		1		1		1		1		1		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques		1,2		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		67				40		40		10		10		100				50		50						100				40		40		20				100				20		50		30				100				30		50		20				100												0				30		30		10		30		100												0												0												0												0						20		10		70		100						100						100						80		20				100												0						100						100						100						100						100						100						60		10		30		100				1		2		1		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2				1		1						1				Waitingon assesor		2

		68												0		1										0												0		1										0		1										0												0												0		1										0												0												0												0												0		1										0		1										0												0												0												0												0												0								1																																				1														1,2		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		69		1		80		10		5		5		100				80		10		5		5		100								50		50		100						90		10				100												0												0				80		20						100												0						20		80				100				100								100												0								100				100								100				100				5		90		5				100												0										100		100												0								90		10		100						90		5		5		100				1		1		1								1				1																										1										File with assesor		2,3,4

		70		1		95		5						100												0						100						100						100						100												0												0										100		100												0												0												0												0												0												0				60		40						100												0												0												0												0												0				1		1		1																																														1				2

		71		1				80		20				100								100				100								60		40		100												0								100				100												0						50		25		25		100												0												0												0												0												0												0												0												0												0												0												0												0				1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2						1						1		1		Sometyhing wrong with the invoices		4

		72		2		90		5		3		2		100												0				100								100												0												0												0						5		5		90		100												0												0												0												0												0				100								100				15		80				5		100												0												0				100								100												0												0				1		1		1																						1																										Invoice not received or put away with file whilst still unpaid		3

		73		1		22		75		3				100				20		50		25		5		100				46		36		12		6		100				33		56		9		2		100				40		40		10		10		100												0				28		31		21		20		100												0				33		33		17		17		100						80				20		100						25		75				100				14		64		19		3		100				82		12		6				100				45		38		10		7		100				50		50						100				50		50						100												0						100						100				50		50						100																																																				1		1		Its with parts		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		74		1		80		20						100												0						80		20				100												0												0												0				100								100												0												0												0												0												0												0				50		50						100												0												0												0												0												0				1												1														1														1		1				1				1				3

		75		2		80		20						100												0						80				20		100						100						100												0												0						100						100												0												0												0												0						100						100						100						100						100						100												0												0						100						100												0												0				1				1		1						1				1						1		1		1						1								1						1				1		Awaiting assessors ok		3

		76		2		100								100				100								100						100						100						100						100						100						100						100						100										100		100												0						100						100						100						100												0								100				100						100						100						99				1		100												0												0						50				50		100												0						100						100				1						1		1				1						1				1		1		1						1

		77		2		85		15						100												0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1										0		1		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2																Pearson dealing with claim always unavailable		4		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		78		2										0		1										0		1										0		1										0		1										0												0		1										0		1										0												0												0		1										0												0		1										0		1										0		1										0												0												0												0		1										0		1		1		1		1		1				1		1						1				1		1		1						1		1		1		1																2		As the only repairer in town I do not have any problems with any ins company at this stage

		79		1		22		71				7		100				20		60		10		10		100				57		19		13		11		100				58		26		10		6		100						50		50				100												0				17		33		50				100												0												0												0												0												0												0												0												0												0												0												0												0

		80		2		50		50						100				90		10						100						100						100				50		50						100												0												0												0												0												0												0												0												0												0												0												0												0												0												0												0

		81												0												0												0												0												0												0				17		33		21		29		100						100						100						67		22		11		100						100						100						100						100				4		41		45		10		100				87				13				100				9		75		11		5		100												0				100								100						100						100				100								100				25		50		25				100																																																				1		1		with parts or file lost		3		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

				sum		2996		2470		758		576				16		1163		2035		1062		340				16		855		2565		1340		1040				17		1291.5		2682.5		1067		359				19		564		1546		800		190				8		270		980		455		195				6		752		1657		1766		1825						375		245		215		165				8		253		920		1029		498						655		1490		375		180				10		100		835		445		320				6		262		1495		1494		1049				17		1369		2427		884		620				18		1741.5		2768		1004		886.5				17		290		415		185		110				9		300		700		260		240				5		261.7		1868.3		415		155				10		360		1655		915		170				15		610		2000		1250		440				14																																								5		49		23		8		19		31		43

				empty		38		28		52		61																																																																																																																																																																																																																																																																				6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%

				data entered		43		53		29		20

				average		69.6744186047		46.6037735849		26.1379310345		28.8

				percentage												19.8%												19.8%												21.0%												23.5%												9.9%												7.4%																								9.9%																								12.3%												7.4%												21.0%												22.2%												21.0%												11.1%												6.2%												12.3%												18.5%												17.3%

				total		171.216123224

				sum of sums		6800												4600												5800												5400												3100												1900												6000												1000												2700												2700												1700												4300												5300												6400												1000												1500												2700												3100												4300

				/100		68												46												58												54												31												19												60												10												27												27												17												43												53												64												10												15												27												31												43

				percentage		44.1		36.3		11.1		8.5						25.3		44.2		23.1		7.4						14.7		44.2		23.1		17.9						23.9		49.7		19.8		6.6						18.2		49.9		25.8		6.1						14.2		51.6		23.9		10.3						12.5		27.6		29.4		30.4						37.5		24.5		21.5		16.5						9.4		34.1		38.1		18.4						24.3		55.2		13.9		6.7						5.9		49.1		26.2		18.8						6.1		34.8		34.7		24.4						25.8		45.8		16.7		11.7						27.2		43.3		15.7		13.9						29		41.5		18.5		11						20.0		46.7		17.3		16.0						9.7		69.2		15.4		5.7						11.6		53.4		29.5		5.5						14.2		46.5		29.1		10.2

				check		100												100.0												100.0												100												100.0												100.0												100												100												100.0												100.0												100												100												100												100												100																								100.0												100.0												100





Response rate

		Response rate:																																																																								Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check												Check

		Questionnaire sent to total of 644 BRD members																																																																								0												0												0												0												0												0												0												0												0												0												0												0												0												0
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Factoring

		Insurer				Percentage of respondents that used factoring with this insurer

		CGU		20		24.7%

		AMP		19		23.5%

		QBE		18		22.2%

		Allianz		17		21.0%

		Lumley		17		21.0%

		RACV		17		21.0%

		AAMI		16		19.8%

		Sunroyal		16		19.8%

		Western		15		18.5%

		Zurich		14		17.3%

		HBA		12		14.8%

		Elders		10		12.3%

		Wefarm		10		12.3%

		Ready		9		11.1%

		Ansvar		8		9.9%

		Swann		8		9.9%

		Catholic		6		7.4%

		Guild		6		7.4%

		Transport		5		6.2%





Factoring
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Payments

		AAMI (0-21)		AAMI (22-40)		AAMI (41-60)		AAMI (60 plus)		Sunroyal (0-21)		Sunroyal (22-40)		Sunroyal (41-60)		Sunroyal (60 plus)		Allianz (0-21)		Allianz (22-40)		Allianz (41-60)		Allianz (60 plus)		AMP (0-21)		AMP (22-40)		AMP (41-60)		AMP (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)		Transport (0-21)		Transport(22-40)		Transport (41-60)		Transport (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)

		44.1		36.3		11.1		8.5		25.3		44.2		23.1		7.4		14.7		44.2		23.1		17.9		23.9		49.7		19.8		6.6		18.2		49.9		25.8		6.1		14.2		51.6		23.9		10.3		12.5		27.6		29.4		30.4		37.5		24.5		21.5		16.5		9.4		34.1		38.1		18.4		24.3		55.2		13.9		6.7		5.9		49.1		26.2		18.8		6.1		34.8		34.7		24.4		25.8		45.8		16.7		11.7		27.2		43.3		15.7		13.9		29.0		41.5		18.5		11.0		20.0		46.7		17.3		16.0		9.7		69.2		15.4		5.7		11.6		53.4		29.5		5.5		14.2		46.5		29.1		10.2
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Other explantions
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Payment distribution for Zurich



		AAMI (0-21)		44.0588235294

		AAMI (22-40)		36.3235294118

		AAMI (41-60)		11.1470588235

		AAMI (60 plus)		8.4705882353

		Sunroyal (0-21)		25.2826086957

		Sunroyal (22-40)		44.2391304348

		Sunroyal (41-60)		23.0869565217

		Sunroyal (60 plus)		7.3913043478

		Allianz (0-21)		14.7413793103

		Allianz (22-40)		44.224137931

		Allianz (41-60)		23.1034482759

		Allianz (60 plus)		17.9310344828

		AMP (0-21)		23.9166666667

		AMP (22-40)		49.6759259259

		AMP (41-60)		19.7592592593

		AMP (60 plus)		6.6481481481

		Ansvar (0-21)		18.1935483871

		Ansvar (22-40)		49.8709677419

		Ansvar (41-60)		25.8064516129

		Ansvar (60 plus)		6.1290322581

		Catholic (0-21)		14.2105263158

		Catholic (22-40)		51.5789473684

		Catholic (41-60)		23.9473684211

		Catholic (60 plus)		10.2631578947

		CGU (0-21)		12.5333333333

		CGU (22-40)		27.6166666667

		CGU (41-60)		29.4333333333

		CGU (60 plus)		30.4166666667

		Swann (0-21)		37.5

		Swann (22-40)		24.5

		Swann (41-60)		21.5

		Swann (60 plus)		16.5

		HBA (0-21)		9.3703703704

		HBA (22-40)		34.0740740741

		HBA (41-60)		38.1111111111

		HBA (60 plus)		18.4444444444

		Elders (0-21)		24.2592592593

		Elders (22-40)		55.1851851852

		Elders (41-60)		13.8888888889

		Elders (60 plus)		6.6666666667

		Guild (0-21)		5.8823529412

		Guild (22-40)		49.1176470588

		Guild (41-60)		26.1764705882

		Guild (60 plus)		18.8235294118

		Lumley (0-21)		6.0930232558

		Lumley (22-40)		34.7674418605

		Lumley (41-60)		34.7441860465

		Lumley (60 plus)		24.3953488372

		QBE (0-21)		25.8301886792

		QBE (22-40)		45.7924528302

		QBE (41-60)		16.679245283

		QBE (60 plus)		11.6981132075

		RACV (0-21)		27.2109375

		RACV (22-40)		43.25

		RACV (41-60)		15.6875

		RACV (60 plus)		13.8515625

		Ready (0-21)		29

		Ready (22-40)		41.5

		Ready (41-60)		18.5

		Ready (60 plus)		11

		Transport (0-21)		20

		Transport(22-40)		46.6666666667

		Transport (41-60)		17.3333333333

		Transport (60 plus)		16

		Wesfarm (0-21)		9.6925925926

		Wesfarm (22-40)		69.1962962963

		Wesfarm  (41-60)		15.3703703704

		Wesfarm (60 plus)		5.7407407407

		Western (0-21)		11.6129032258

		Western (22-40)		53.3870967742

		Western  (41-60)		29.5161290323

		Western (60 plus)		5.4838709677

		Zurich (0-21)		14.1860465116

		Zurich (22-40)		46.511627907

		Zurich  (41-60)		29.0697674419

		Zurich (60 plus)		10.2325581395
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Payment distribution



		Insurer		0-21 days

		AAMI		44.1

		Swann		37.5

		Ready		29.0

		RACV		27.2

		QBE		25.8

		Sunroyal		25.3

		Elders		24.3

		AMP		23.9

		Transport		20.0

		Ansvar		18.2

		Allianz		14.7

		Catholic		14.2

		Zurich		14.2

		CGU		12.5

		Western		11.6

		Wesfarm		9.7

		HBA		9.4

		Lumley		6.1

		Guild		5.9
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0-21 days

percentage

Payment distribution by insurers (0-21 days)



		Insurer		22-40 days

		Wesfarm		69.2

		Elders		55.2

		Western		53.4

		Catholic		51.6

		Ansvar		49.9

		AMP		49.7

		Guild		49.1

		Transport		46.7

		Zurich		46.5

		QBE		45.8

		Sunroyal		44.2

		Allianz		44.2

		RACV		43.3

		Ready		41.5

		AAMI		36.3

		Lumley		34.8

		HBA		34.1

		CGU		27.6

		Swann		24.5
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22-40 days

percentage

Payment distribution by insurers (22-40 days)



		Insurer		41-60 days

		HBA		38.1

		Lumley		34.7

		Western		29.5

		CGU		29.4

		Zurich		29.1

		Guild		26.2

		Ansvar		25.8

		Catholic		23.9

		Allianz		23.1

		Sunroyal		23.1

		Swann		21.5

		AMP		19.8

		Ready		18.5

		Transport		17.3

		QBE		16.7

		RACV		15.7

		Wesfarm		15.4

		Elders		13.9

		AAMI		11.1
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41-60 days

percentage

Payment distribution by insurers (41-60 days)



		Insurer		60 plus days

		CGU		30.4

		Lumley		24.4

		Guild		18.8

		HBA		18.4

		Allianz		17.9

		Swann		16.5

		Transport		16.0

		RACV		13.9

		QBE		11.7

		Ready		11.0

		Catholic		10.3

		Zurich		10.2

		AAMI		8.5

		Sunroyal		7.4

		Elders		6.7

		AMP		6.6

		Ansvar		6.1

		Wesfarm		5.7

		Western		5.5
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60 plus days

percentage

Payment distribution by insurers (60 plus days)



		

				Timeframe		Percentage

				Up to 7 days		4.8

				Up to 14 days		28.6

				Up to 21 days		31.7

				Up to 30 days		31.7

				Up to 60 days		1.6

				Up to 90 days		1.6
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Percentage

percentage

Realistic Timeframe for Payments



		Back to assesor & ports for approval Different claim officers handling file

		Waiting on excess to be paid, Cannot determine who is at fault, Person dealing with claim has left, Has not received the invoice.

		Invoice gone back to assesor, these things happen, Cheque ready but system will not release it until specific date, this file is handled by our interstate branch, just need autorisation but said person is backlogged.

		Factors all invoices

		Havent received invoices

		Ill get the person looking after the claim to ring you back

		Assessor SAPP report not on file

		All of above

		Cheque is issued but not due for release until the due date

		CGU twice - file in "to do" file, not sure when "someone will get to it"

		CGU file lost. GIO file lost. Allianz/fai/cic always claim they never received invoice

		Has been approved and sent to accounts for payments

		Most common is the file is with the assesor to authorise extras

		Independent assesors don’t complete the paperwork.

		Cheque is being processed (somewhere)

		Sometimes no explanation given just say they will send payment out within the week

		All of the above

		Invoice missing inspite of being faxed numerous times and being posted in

		File gone to assesor for ok on sublet etc file gone to payments for something else

		Claims officer on holidays, in meetings etc.

		Have lost or not received invoice

		didn’t receive invoice

		I usually follow up and the cheque is paid soon after

		Problems with computer system. File is with another department

		Any combination of the above

		Claims closed invoices out looked

		File being used by or handled by another person who is unavailable.

		File at assessors however supps have been authorised. Invoice never received

		File is on someones desk cannot locate it. This happened for three weeks with one file before I spoke to a supervisor.

		In most cases I find that staff cannot be bothered checking information. Promises for returned phone calls are often made but not followed through.

		File closed but claim not paid (reson not knowing

		No paper work received

		They usually say the file has been put away

		Back log, Paper work not received from the assesor, Claim is with parts

		No invoice on file

		Invoice not received

		computers are down, Waiting on the assesor, Not yet received invoice, Holding period for cheques

		Waitingon assesor

		File with assesor

		Sometyhing wrong with the invoices

		Invoice not received or put away with file whilst still unpaid

		Its with parts

		Awaiting assessors ok

		Pearson dealing with claim always unavailable

		with parts or file lost





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

		5		49		23		8		19		31		43		36

		6.2%		60.5%		28.4%		9.9%		23.5%		38.3%		53.1%		44.4%

		Don't usually follow up with insurers		5		6.2%

		Claim not registered		8		9.9%

		Staff shortages		19		23.5%

		Paperwork incomplete		23		28.4%

		Recent merger caused delays		31		38.3%

		Other reasons		36		44.4%

		File lost		43		53.1%

		File not at hand		49		60.5%
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		General comments

		Generally most insurance companies are good payers, problems arise when files go back to ports or the assesors for approval they seen to never be approved quickly. That is where the delays in payment occur.

		Does not affect us we factor all invoices

		Very dificult to get through by phone to CGU and RACV

		21 day accounts should be acceptable across the board

		Insurance companies deliberately throw obstacles in the way of panel repair shops who do third party recovery work against the insurer. The way they do this is by delaying payment. Slowing down claims. Claiming the paper work in incomplete, when it is cle

		Companys finding paper work not correct and not contracting repairer to fix properly just leaving it to the repairer & most of the time it is the assesor not completing the paper work properly

		Insurance companies push us to update & install computers and software to make their lives easier, but at the end of the day we don’t benefit greatly. We bend to their wants when in fact we should be operating within our own means not theirs if they are s

		All the insurers know exactly what they have to pay ( with some minor changes occasionally) so why is there such a delay in payment?

		Generally of late, RACV & VACC are good prompy payers odd ones go astray generally take up to 30 days

		If certain insurers can pay within 7 days then why is it reasonable for others to take 8 weeks or more??

		Due to increase in business running costs (workcare, superannuation, wages) the current labour rates allowed by insurance companies are unacceptable.

		Insurers to pay a realistic price for work carried out, otherwise more panel shops will close before then

		All bad payers they want to send us broke

		The insurers authorise repairs so the payment should be made almost imediately. The excuse that the payment hasn’t been made because of incomplete authorisation is ridiculous  if the assessor has told us to go ahead.

		Cannot see why they delay payment. They have authorised repairs for a specific amount with technology ie, direct credit EFT it is not inconcievable that they should pay up front as a shop you enter a contract to complete repairs as outlined, and proper le

		Insurers should supply hard copy of authorities to repair detailed listing of each component

		It is getting better do your paperwork right and you are half way there

		Recoveries should be settled with repairer

		AGC Finance Factoring is only 1.6%

		Payment should not exceed 21 days repairers are underpaid as it is and should not have to wait as long as it takes. It is totally unreasonable.

		In relation to Q4 Lengthy delays are expreienced when contacting some insurers for payment particularly CGU

		Claims department have been trained by their company to delay or sometimes lie to the repair shop

		The time spent on the phone to most insurance companies is excessive to get any answers 25 minutes on hold not uncommon

		The insurance company needs to understand that the repairer has to pay for the parts out of their own pocket until they receive payment

		If we are suppose to give respect to insurance companies customers we also except the same form of respect from insurance companies

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.

		Due to payments being a prob from ins cowe now factor just about everything. I wonder how long it takes them to pay the factoring companies or do the large companies stick together.

		As the only repairer in town I do not have any problems with any ins company at this stage

		CGU Staff advise they see no lights at the end of the tunnel. They state the system of the merged companies don’t mesh & they don’t have sufficient staff to provide an acceptable service.
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