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RAC Used Vehicle Code of Practice 
 

Approved Consumer Code 
 

Desktop Audit – 3 October 2022 
 
 
Background information 
 
The RAC Used Vehicle Code of Practice has 306 members.  The code is underpinned 

by the RAC 82-point pre-sale vehicle check.  A minimum three-month warranty and 12 

months RAC Breakdown (including home start) and 12 months Accident Care cover is 

included free with every vehicle sold by a member. 

 

Audit Process 
 
The desktop audit was carried out on behalf of the Chartered Trading Standards 

Institute by a Chartered Trading Standards Practitioner on 3 October 2022. 

 

The audit focused on the following areas: 

1. Member application process, including checks carried out on prospective 

members 

2. Member auditing-content and process, including general compliance with the 

code, staff training and dealing with consumer complaints 

3. Sanctions for non-compliant members 

4. Marketing and advertising by member businesses - terms and conditions and 

pre-contractual information, including cancellation rights, deposits, delivery 

times and guarantees and warranties 

5. Customer service provisions, including support for vulnerable consumers 

6. Consumer complaints process, including ADR 

7. Customer satisfaction, information/complaints from enforcement agencies, 

and how this information is used to develop and improve the code 

 

Audit Summary 

 

The audit examined: 

¶ The application process for new members 

¶ The records of audit of existing members 

¶ Complaint procedure including Alternative Dispute Resolution (ADR) 

¶ Process for unauthorised use of the RAC logo/membership 
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MEMBER APPLICATION PROCESS 
 
RAC has a comprehensive member database with all records kept electronically. 
 
New Members 
 
A total of 32 RAC Approved Dealers have joined the network within the last 12 

months. 

 

The member application process has not changed since the last audit.  An RAC 

Sales Agent meets with a new applicant business on site to complete an initial 

assessment.  If the dealer is assessed as being suitable, they complete a full 

application form.  RAC then completes a range of due diligence checks, including a 

check on Exiger Insight and then uses the company number to complete a 

Companies House search, which validates if the company is active and that the 

registered name and address are correct. 

 

RAC use an online e-sign contract to sign-up garages on the RAC Portal.  In 

addition, the RAC take the company registration number and the driving licence 

details of the dealer principle.  A check on dowjones.com is completed for the 

company name/dealer principle and a Companies House check is completed, which 

validates the company is active and the registered name and address is correct. 

 

All new applicants must pass a full site audit within two months of being admitted to 

the scheme. 

 

Two member applications and their websites were reviewed.  One of the applications 

reviewed joined in mid-August 2022, so their first audit will be mid-October 2022.  

Upon review of their website, it is only minimally displaying the RAC logo.  The other 

new member joined in October 2021 and the website features their RAC 

membership, including detailing the advantages of the RAC Warranty with 

prominence. 

 

 

Good Practice: 

New members should be encouraged to ensure that the RAC logo is displayed 

prominently.  The lack of visibility of RAC membership undermines consumer 

protection afforded by membership of the scheme. 
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Existing Members Inspections/Audit 
 
The RAC aim to audit all members six times each year.  These are on-site 

inspections carried out by an RAC Engineer to ensure the correct checks are being 

completed and the correct processes are being adhered to.  Feedback is provided by 
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Customer Satisfaction and Feedback 
 

RAC measures consumer feedback through its review function.  Every consumer 

who purchases a vehicle from an RAC Approved Dealer is sent an email review 

invitation to measure customer satisfaction and provide feedback regarding their 

experience.  The approved dealer will have obtained permission from the customer 

for RAC to make contact regarding a review.  1660 reviews have been posted on the 

RAC review website in the last 12 months. 

 

RAC use Net Promoter (NPS) to measure customer satisfaction and asks a series of 

supplementary questions to gain more insight into their experience of the RAC 

Approved Dealer.  Customers also have a free text field where they can leave 

specific feedback.  Any low scores are reviewed directly by Assurant and RAC. 

 

The RAC Used Vehicle NPS score for the last 12 months is 60.2%.  The NPS has 

dropped from 61.8% at the last audit and 73.9% in 2020.  This is a worrying decline.  

The dealer network has been impacted severely by the lockdowns and then the 

subsequent high demand for used vehicles.  This has resulted in a shortage of 

vehicles and, therefore, a drop in customer satisfaction.  The RAC previously 

confirmed that they will be monitoring, however, no plan of action has been 

developed. 

 

 

Customers can also find the approved dealer on the RAC website and leave 
feedback in relation to the service received. 
https://www.rac.co.uk/buying-a-car/rac-approved-dealers/find-an-approved-dealer 
 

Potential customers can find a dealer on the RAC website and view reviews that 

have been left by other customers. 

 

Recommendation: 

The NPS has dropped to 60.2% from 61.8% at the last audit and 73.9% in 2020.  

This is a worrying decline.  Development of a plan of action should be considered. 

 

https://www.rac.co.uk/buying-a-car/rac-approved-dealers/find-an-approved-dealer
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CONCLUSIONS 
 
RAC is fulfilling its obligations as a code sponsor and it goes to some l


