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PREFACE

This Standard was prepared by the Joint Standards Australia/Standards New Zealand
Committee QR/2, Quality of Service.
The Standard is the result of a consensus among Australian and New Zealand
representatives on the Joint Committee to produce it as an Australian Standard.
The objective of this Standard is to provide guidance to those involved in the motor
vehicle maintenance and repair industry on the application and implementation of
AS/NZS ISO 9002:1994, Quality systems—Model for quality assurance in production,
installation and servicing.

© Copyright STANDARDS AUSTRALIA
Users of Standards are reminded that copyright subsists in all Standards Australia publications and software. Except where the
Copyright Act allows and except where provided for below no publications or software produced by Standards Australia may be
reproduced, stored in a retrieval system in any form or transmitted by any means without prior permission in writing from
Standards Australia. Permission may be conditional on an appropriate royalty payment. Requests for permission and information
on commercial software royalties should be directed to the head office of Standards Australia.

Standards Australia will permit up to 10 percent of the technical content pages of a Standard to be copied for use
exclusively in-house by purchasers of the Standard without payment of a royalty or advice to Standards Australia.
Standards Australia will also permit the inclusion of its copyright material in computer software programs for no royalty
payment provided such programs are used exclusively in-house by the creators of the programs.

Care should be taken to ensure that material used is from the current edition of the Standard and that it is updated whenever the
Standard is amended or revised. The number and date of the Standard should therefore be clearly identified.
The use of material in print form or in computer software programs to be used commercially, with or without payment, or in
commercial contracts is subject to the payment of a royalty. This policy may be varied by Standards Australia at any time.
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FOREWORD

This Guide is intended for use by those in the motor vehicle maintenance and repair
industry who wish to implement a quality system based on AS/NZS ISO 9002:1994,
Quality systems—Model for quality assurance in production, installation and servicing.
Since, in this industry, little or no design is carried out (and what is carried out relates to
the service aspects rather than to vehicles), the Committee considered that
AS/NZS ISO 9002 was the appropriate quality system Standard.
This Guide is specifically written with small providers and their customers in mind and is
based on the work practices normally found in the industry.
Since AS/NZS ISO 9002 describes a number of good business practices, many operators
will find that they are carrying out many of the requirements specified but that these are
not being sufficiently documented or recorded. This quality system Standard does not
impose anything that is totally new to the industry.
In this Guide the business practices used in the industry are described and it is shown how
these practices relate to AS/NZS ISO 9002 in both the body of the Guide and in flowsheet
form in Appendix A.
By using this Guide, those in the industry should be able to see how their operations can
readily comply with the requirements of AS/NZS ISO 9002. To assist in the understanding
of the correlation, Appendix B provides a matrix linking the Clauses of this Guide to the
Clauses of AS/NZS ISO 9002.
In this Guide where applications or lists are given, they are not intended to cover every
situation but to provide typical examples commonly found in the industry.
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GENERAL
Most motor vehicle service shop operators see themselves as providing a service to a
customer, whether it be the repair and maintenance of motor vehicles or the repair of
damaged vehicles.
The work list could be broadly broken into four steps—

DEFINE
TASK

DO THE
JOB

RECORD
AND

RETURN

FOLLOW
UP

1 DEFINE THE
TASK

When a customer first contacts you about some work to be
carried out on a vehicle, you need to establish what is to be
done. There are a number of steps you might go through,
some of which are—

first contact;

establish the customer expectations, i.e. what the
customer sees the work to be;

initial inspection diagnosis;

review records (if the vehicle has been in
before);

agree on work to be done (including initial
estimate);

changes to the agreed work.

1.1 First contact The first contact with the customer about work on a vehicle
can occur in a number of ways and some examples are:

The customer may ring and book the vehicle in,
broadly indicating what work the customer
thinks need to be done.

The customer may drive in and ask for an
estimate for certain work.

The vehicle may be towed in after a breakdown
or crash. In this case, you may need to contact
the customer.
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The vehicle may be subject to repair under an
insurance or third party claim, where both the
vehicle owner and insurance company (or third
party) are both interested in the repair.

However the contact occurs, it is important that you find out
what the customer is really asking. There are a number of
related steps that need to be considered to fully establish the
nature of the work to be done and more importantly, what
the customer authorizes you to do.
You should have a method for recording the details as they
become available. Some examples are:

Job card system.

Work plan.

Computer printout.

Repair order.

1.2 Establish the
customer’s
expectations

These may be readily understandable or further discussion/
investigation/analysis may be necessary.
For example, if a customer asks for a routine service (say
50,000 km), further discussion may not be necessary if the
requirements for that service are listed in the relevant
manual for the vehicle. You can indicate the probable cost
fairly accurately and can also give a time for completion.
However, if the customer says ‘there is a squeak in the back
of the car that I want fixed’, you will need to try and
identify the cause and, at least, an initial inspection will be
required.

1.3 Initial inspection
diagnosis

You need be inspect the vehicle for two reasons—

to establish the work that needs to be done; and

to check on the condition of the vehicle as
received. (You should have a system of
recording the ‘as-received’ condition to cover
you against the possibility of claims of
additional damage, or similar, while in your
care.)

If the work that needs to be done is not immediately
obvious, you may have to take a test drive with the
customer.
At this stage you may be able to suggest some possible
actions/causes and likely costs and times involved.
However, it may also be necessary to advise that some
additional investigation and diagnosis, perhaps involving
some dismantling, may be required.
Final cost and time estimates cannot be made until the
diagnosis is complete and the action to be carried out is
identified.
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You need to have a clear policy on how you charge for
diagnostic time. You may waive costs as goodwill or you
may charge for the time and work. If you do charge, the
customer needs to be advised that diagnostic work and time
are chargeable.

1.4 Review previous
records

If you regularly service the vehicle for the customer, you
should check the records of previous work to find out if
there was any work recommended but not yet done. For
example, at the last service, the customer might have been
told that the brake linings will need to be replaced at the
next service.
If there is such work noted, you should draw it to the
customer’s attention and ask if that work is also to be
included.

1.5 Agree on work to
be done

If the customer requires an estimate or quote before agreeing
to a work list, it is a good idea to have some way of
detailing the work quoted. A preprinted form or a formal
quote book are two methods that you could use.

NOTE: You should be prepared to give a cost and time
estimate (to the extent possible) to your customer, even if
the customer did not ask for it.

At this stage you should be able to agree on the work to be
done with your customer. You may also need to establish
the types and sources of parts that are to be used e.g. are
‘genuine spare parts’ to be used or can ‘other sources’ be
used. This should also cover any parts that the customer
intends to supply.
You should also establish with your customer when the
vehicle will be available and whether there are any time
constraints on the availability of the vehicle.
If you intend to subcontract any of the work, you should
advise the customer. For example, your shop may not be
equipped to handle transmission repairs and may subcontract
such work to a transmission specialist.
You also need to reach agreement with your customer on
payment methods and the consequences of non-payment,
including the policy on storage and sale of goods left after
the due date for payment.
You should also explain to the customer the details of any
warranties and any factors which affect those warranties.
This includes advising the customer of the implications on
any warranties if parts, that the customer supplies, fail. For
example, if you are installing a motor provided by your
customer, you cannot provide any warranty on the motor
itself.
You will need to have some way of recording the work to be
done and how you record the customer’s (or the customer’s
agent’s) agreement or authorization to carry out the work.
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