





A3.1 Service and Repair Code
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The Motor Industry Code of Practice for Service and Repair, introduced in 2008, ensures that consumers receive a transparent and
professional service when visiting an accredited business’ premises for servicing, maintenance or repairs to their vehicle. Businesses accredited
to the Service and Repair Code can be found on The Motor Ombudsman’s Garage Finder. ©

The Service and Repair Code covers the following principal areas:

M Advertising; M Pricing; M The standard of work; and
M The booking in of work; M Staff competency; M The handling of complaints.

No changes were made to the content of the Service and Repair Code in 2018.

A3.1.1 Service and Repair Code performance data

Accredited businesses ‘ 2017 ‘ 2018 ‘ Trend vs 2017
Consumer Contacts 10,863 13,859 a
Early Resolutions 7 4 v
Adjudication Cases 566 1,098 -
Ombudsman Final Decisions 59 89 -
Escalation Rate 5% 8% -
Garage Finder Searches 420,905 377,767 v
Consumer Survey Volume 168,523 200,356 a“

A3.1.2 Service and Repair Code performance analysis

The growth in the volume of enquiries relating to the Service and Repair Code has remained steady, with contacts rising by around 27% in 2018
compared to that seen in 2017. Encouragingly, the number of contacts escalating into a full case has remained low at 8%, and of those, only 89
cases went to an ombudsman, which highlights the effectiveness of The Motor Ombudsman’s adjudication process.

The consumer complaints relating to the Service and Repair Code that were seen during 2018 can be divided into three main categories.
They are as follows:

1. The standard of work: 2. Staff competency: 3. Thebooking-in of work:
M The repair didn’t cure the fault; M The vehicle was damaged whilst at M Consumers had to wait too long for
M e st e the garage or dealership; their car to be seen;
M The consumer was unha M Communication between the M The dealership or garage wasn’t clear
T —— PPy business and customer was poor; or about the work or price; or
M Staff were insufficiently trained M Replacement parts were not made
or monitored. available to the consumer for inspection.
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A3.2 New Car Code
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Launched in 2004, the Motor Industry Code of Practice for New Cars ensures that vehicle manufacturers supply new cars and warranties to
consumers responsibly. The Code helps to safeguard new car buyers from misleading adverts, that documentation supplied with the vehicle is
easy to understand, that the terms of the warranty will be respected and that any complaints will be handled swiftly.

38 vehicle manufacturers are accredited to the New Car Code, meaning that around 99% of all new vehicles sold across the UK are covered by
this comprehensive guide of best practice.

The New Car Code covers the following principal areas:

M Advertising; M Manufacturer new car warranties; M Complaints handling.
M New car provisions; M Replacement parts and accessories; and
No changes were made to the New Car Code in 2018. Going forwards, The Motor Ombudsman will be looking at refreshing the Code in line with

the emergence of alternatively fuelled vehicles (AFVs), so that it includes a greater level of guidance on technology and software. Similarly, issues
around software updates have also been a more prevalent issue and this will be taken into account within future revisions to the Code.

A3.2.1 New Car Code performance data

Accredited businesses 2017 2018 Trend vs 2017
Consumer Contacts 9,806 11,335

Early Resolutions 112 35 v
Adjudication Cases 514 1,206

Ombudsman Final Decisions 61 101

Escalation Rate 7% 11%

A3.2.2 New Car Code performance analysis

The number of New Car Code contacts has remained fairly constant, with a 16% rise in 2018 compared to a 41% rise across all four Codes. Increased
consumer awareness of The Motor Ombudsman and effective manufacturer complaints processes are likely to have driven this increase.

Consumer complaints relating to the New Car Code in 2018 can be divided into three main categories:

1. Warranty: © 2. Advertising: © 3. New car provisions:
M The consumer has tried to claim under M The brochure says a feature is included A M The consumer has not been aware
an anti-perforation warranty, and the which isn’t; of the relevant aftersales provisions;
manufacturer has said this doesn’tapply; - M The brochure is vague; or 5 M The consumer was not provided with
M The component, such as a clutch, M The literature is otherwise misleading or a copy of their handbook; or
has failed due to wear and tear and the capable of being misunderstood. M The handbook was not considered to be

manufacturer has refused the claim; or
M The consumer has failed to service

the vehicle in accordance with the

manufacturer’s specifications and a

claim has been invalidated.

written in plain language.
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A3.3 Vehicle Warranty Products Code
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Unveiled in 2009, the Motor Industry Code of Practice for Vehicle Warranty Products aims to drive up standards across a wide range of
automotive warranties, including coverage of both insured and non-insured products, by committing accredited businesses to higher standards
than those required by law. The Code currently represents about 70% of the industry’s major providers that administer over three million
products and is fully approved under the Chartered Trading Standards Institute (CTSI)’s Consumer Codes Approval Scheme (CCAS).

The Vehicle Warranty Products Code:

M Advertising; M The handling of claims; M Insured products; and
M Point of sale obligations; M Service contracts, guarantees M Complaints handling.

. . . . and non-insured products;
M The clarity of information provided insured produ
to customers;

No changes were made to the content of the Vehicle Warranty Products Code in 2018.

A3.3.1Vehicle Warranty Products Code performance data

Accredited businesses ‘ 2017 ‘ 2018 ‘ Trend vs 2017
Consumer Contacts 1,294 1,502

Early Resolutions 1 0 v
Adjudication Cases 70 162

Ombudsman Final Decisions 4 16

Escalation Rate 6% 11%

A3.3.2 Vehicle Warranty Products Code performance analysis

The Vehicle Warranty Products Code has performed similarly in 2018 compared to 2017, with a 16% rise in consumer contacts.
The number of cases considered in 2018 was more than double than the volume investigated in 2017.

The consumer complaints relating to the Vehicle Warranty Products Code in 2018 can be divided into three main categories:

1. Pointofsale: i 2. Claims handling: : 3. Clarity of information

M The consumer was given incorrect ; M The warranty provider refused the claim; ; M Warranty terms were ambiguous
inf i h : . iffi :
information about the product; M T preteers e s or difficult to understand

M The consumer was given insufficient : accept the claim because the vehicle : M The consumer was not fully informed
information to enable them to decide had not been serviced within the about which components were and
whether to buy a product; or manufacturer’s specifications; or were not covered; or

M The consumer was not properly ! M The warranty provider took too long ! M Significant exclusions were not sufficiently
informed about their cancellation rights. to make a decision on the claim. brought to the consumer’s attention.
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A3.4 Vehicle Sales Code
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The Motor Industry Code of Practice for Vehicle Sales provides guidelines on the sale of both new and used cars, as well as the supply of
finance and warranties. Businesses accredited to the Vehicle Sales Code can be found on The Motor Ombudsman’s Garage Finder'.

The Vehicle Sales Code covers the following principal areas:

M Advertising; M The vehicle sales process; M Aftersales support; and
M The presentation of used cars for sale; M The provision of warranty products; M Complaints handling.
M The presentation of new cars for sale; M The provision of finance products;

A3.4.1Vehicle Sales Code performance data

Accredited businesses Trend vs 2017
Consumer Contacts 16,780 27,977 a
Early Resolutions 12 4 v
Adjudication Cases 944 1,993 -
Ombudsman Final Decisions 97 161 -
Escalation Rate 6% 7% -

A3.4.2 Vehicle Sales Code analysis

The Vehicle Sales Code continues to drive a significant amount of consumer contacts and cases, with 51% of all consumer contacts relating to
the purchase of a new or used vehicle. Awareness of the Code, as well as the number of businesses accredited to it, continues to grow, and this
will naturally increase the number of enquiries received.

The consumer complaints relating to the Vehicle Sales Code in 2018 can be split into three main categories:

1. Vehicle purchase quality: 2. Aftersales: 3. Thesales process:
M The vehicle developed a significant fault M The accredited business did not meet its M The accredited business withheld
shortly after purchase; legal obligations to the consumer; information which would have
M The vehicle failed to meet the M The consumer was not made aware of mljlrtéingnd tg:ccisoir;?mer s
consumer’s expectations; or the aftersales support available; or P & ’
M The vehicle was deemed unfit M The accredited business did not handle M I:siiloenss;g]:,felt pressuredinto the
for purpose. an issue effectively which occurred after ’
the purchase of a vehicle. M The consumer left a deposit, but was not
made aware of terms and conditions.
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A4. Case studies - adjudication outcomes and final decisions

For all case studies relating to The Motor Ombudsman’s Codes of
Practice in 2018, please refer to the 2018 ICAP Report, which can be
found at:

www.themotorombudsman.org/useful-information/
media-publications/reports/independent-compliance-
assessment-panel-reports
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Contact

Find us:

Web: www.TheMotorOmbudsman.org

Follow and Like us:

, @Motor_Ombudsman

n www.facebook.com/TheMotorOmbudsman

Linked m https://uk.linkedin.com/company/the-motor-ombudsman
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