


RAC Quality Guaranteed

Your vehicle is in safe hands



RAC have been serving motorists since 1897 and as
the motorist’s champion, we aim to provide you with
a network of repairers and garages you can trust.
We know that it's not easy to find a trustworthy repairer or service centre that

provides quality work. How can you be sure you've got a good deal, with quality work
at a fair price?

RAC Accredited Repairers and RAC Approved Garages are a national network of



Customer Code
of Conduct

The RAC Customer Code of Conduct covers the elements below:
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10.

11.

The repairer/garage will help explain
any offers in place and ensure you
understand any conditions that apply
to any offers or marketing.

1No customer details will be
shared or passed on to any third






Repairer/Garage Staff

1. All repairer/garage staff will be
trained in the RAC Customer Charter
and Code of Conduct.

2. All repairer/garage staff will make the
RAC Customer Charter and Code of
Conduct available to you at any time
you request this.

3. All repairer/garage staff are to treat
you and your vehicle with respect and
professionalism at all times.

4. All repairer/garage staff will
communicate free of jargon, and in a
way that is clear and non-technical.

5. All repairer/garage staff will be
competent to carry out the work
required or be supervised during
any training periods. They are
required to:

a. Have relevant motor mechanical
qualifications, such as City &
Guilds, NVQ; or

b. Have motor dealership training
with experience; or

c. Have at least 4 years mechanical
experience in general service and
repair garages;

d. The repairer/garage must be
able to demonstrate that the
mechanics have the relevant
capabilities.

e. Any new employees must be
assessed and signed—off as
competent, and until this is done
all work completed by a new
employee is to be signed-off by a
suitable person who represents
the repairer/garage.

Where apprentices are employed
they must be supervised by a suitably
qualified mechanic and all work
carried out must be checked and
signed-off by a suitable person who
represents the repairer/garage, prior
to the vehicle being released to the
customer. If repairer/garage staff
notice a problem when working on
your vehicle they will make you aware
as soon as possible.

Repairer/garage staff will not make
you feel obliged to agree to work
other than what was agreed at the
time of the booking. However, they
will point out any defects that could
compromise the safety to you or
anybody else, including advising you
not to drive the vehicle.

How to solve a problem

1.

If you believe that a service has

not been completed correctly or a
repair is faulty, you must contact the
repairer/garage in the first instance,
detailing your concerns.

The repairer/garage will ensure
that their customer facing staff

are given sufficient authority to
resolve any complaint promptly and
courteously before it escalates. If
the complaint cannot be resolved,
the repairer/garage is also obliged
to have someone suitable to act as a
customer service manager, who
will manage complaints that have
been escalated.

The repairer/garage will identify if you
can drive the vehicle safely to them, so
that they can investigate the problem.



If you are not local to the original
repairer/garage, they may ask you
to attend another RAC Accredited
Repairer/RAC Approved Garage

to support the rectification of

the problem. Your nearest RAC
Accredited Repairer/RAC Approved
Garage can be found on www.rac.
co.uk/garage—finder.

The original repairer/garage will
support the liaison between you and
the supporting repairer/garage.

If the initial repair or service is not
found to be at fault, the repairer/
garage will inform you if any
diagnosis time will be required and
whether this is chargeable.

The repairer/garage will not charge
you the diagnosis fee if a service or
repair is at fault.

If your problem is not with the
vehicle but you feel you have received
bad service, please contact the
repairer/garage and ask to speak

to the nominated customer

service manager.

If you request someone else to deal
with a complaint on your behalf, you
are required to give the repairer/
garage permission to liaise with your
nominated person; the repairer/
garage will treat this person in the
same way as they would deal with
you directly.

. If you feel your complaint and/or

issues have not been resolved then
RAC can offer an Alternative Dispute
Resolution (ADR) service.

How to solve a problem — put simply

Problem with the Repairer/Garage or any of the
products or services provided by them?
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Contact the Repairer/Garage in the
first instance

.

If you are not local to the Repairer/Garage contact a closer
one by searching www.rac.co.uk/garage—finder
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For any issues that cannot be resolved directly with the Repairer/Garage,
please visit the RAC website for details of our ADR







Maintaining Quality

We expect RAC Accredited Repairers and
RAC Approved Garages to maintain their
standards and to operate consistently

at all times. We monitor the quality of
our repairers/garages through initial
appraisal from RAC managers, annual
inspections, customer feedback and
reviews. If you do find our repairers/

11






