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Need for clear rules

WE write in response Lo the letler

from C.M.5.0. (*“Who looks out for

us?" —NST, Sepl 6).

As & bﬂd}r which represenis
more than 2,700 workshops
thronghout the eountry, the Fed-
eration of Automotive Workshop
Owners' Association of Malaysia
{Fawoam) would like to address
some of the points raised hy the
wriler,

Although we empathise-with his
plight, it is important for vehicle

_ owners toundersiand that in most
cases, workshops have no say
when it comes to determining
whether a vehicle that has been
invilved in an accident should be
rapgh’ad or declared a "lotal
nss”,

This diseretion liss solely in (he
hands of the insurance adjuster
and insuranee companies,

There have been many cases
whers workshops feel that a car is
50 hudlﬁlwre::ked that it is beyond
repair but some adjusiers and in-
surance companies insistitshould
be repaired.

In such circumstances, the cost
of repairs would be extremely
high. Yet, seme insurers slash
prives quoted by workshops.

* [Lis important for car owners to
know that:

* When a car is involved in a
collision and is sent to a workshop,
the choice ofworkshop is based on
the insurer's panel. Often, a cus-
tomar has little say on the mmlar.

* In cases of repairs involving
collision and insurance claims,
workshops are “contractors™ or
service providers Lo insurance
companies, as payment comes
from them, Hence, we are an-
swerable o insurers and have 1o
follow their instructions. There-
fore, we may not be able to fulfil
car owners' roquests, if these go
against the insurers',

Workshops may recommend that badly-damaged parts be replaced
but insurance companies may insist that they be repaired instead.

= Workshops provide a compre-
hemsive: quote for repairs. Quotes
are based on prices for parls listed
on the Motordata Research Con-
sortinm (MRC) and the e-claims
system. These quotes are then
sent to the insurer. In most cases,
these are ignored. "Price slash-
ing", which may be arbitrary, can
knock off 30 per cent from the
ies. When clalms are exces-
sively discounted, the workshop
sulfers and, ultimately, the con-

sumer sulfers, too,
= Thers have I:lnnn ﬂ]lpgﬂ.ﬁuns of
workshops ch exorhitant

-ramsforcurmp rs n the case of

collision re miost workshops
will prmldf::ﬂmam based on
current part prices and labour re-
pair time following the standards
sel by the MRC and the Thatcham
It is'at the insurer's discretion Lo
approve the ameunt or lower the

amount, Henee, some insurers
apply discounts, making it scam
like workshops are inflaling
prices. Many do not realise thess
excessive "discounts™ mean that
the workshops would be unable o
afford original parts,

* There are also cases where
certain parts have been badly
damaged and workshops recom-
mend their replacement. Howey-
AT, SoTe iNSUrance companies igs
nore such advice and instruct
workshops to repair the parts
concerned, This may put a car
owner at risk as repair work may
be superficial. It also does not
ﬁ;}muﬂtﬂu safety of drivers should

car be fivolved in ancther ac-
cident.

* Workshops are often accused
of teking too long to repair col-
lision-damaged vehicles. Aceord-
ing to regulations set by Bank Ne-
gara, insurers have to approve

claims within 14 days of receipt of
claims, completa with all neces-
sary documentation and support-

mﬂmdama.

nfortunately, some insurance
companies take a long time o pro-
cess the claims. Workshops are
unahle Lo start work without final
approval from them, This is one of
the causes of delays.

In the past, we have had com-
plaints about our services and
many allegations of cheat and
fraud. While we canuot deny there
are a few black sheep in the in-
dustry, it is unfair to tar all work-
shops and mechanics with tha
sama brush,

There is, at present, a void in
laws poverning practices and
Eri::es in the industry. Fawoam

s initiated steps to help address
this void.

T this end, Fawoam, together
with other industry players, has
spearheaded meetings with Bank
Negara and other relevant gov-
ornment agencies. [t is hopad that
a clear sel of regulations will be in
place so that consumers' rights
and those of workshop operators
are protectad,

We hope the public will vnder-
stand that as service providers,
the hands of workshop owners
are often tied by circumstances.

Workshop owners sirive to do
their best to ensure that vehicle
owners are satisfied with their
work.

We recognise thal customer
salislaction equals more business,
T this end, we will support an{
move: by the authorities to loo
into regulations 1o sel standards
for the industry that will ultimate-
ly benefit consumers.
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for Fawoam
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