
 REPAIR GUIDE  
 

 
WARNING TO CHECK YOUR INSURANCE POLICY 
Some insurance companies like the NRMA have changed the terms and conditions of their policies to remove the right to choose 
your own repairer unless you pay an additional surcharge. In many cases, this has been done without the express consent of the 
policy holder. As a consequence, these consumers have taken their vehicle to a repairer they know and trust only to have their 
claim denied unless they use the repairer nominated by the insurer. To avoid this situation, Panel One strongly recommends that 
you check the fine print of your car insurance policy regardless of whether the policy is new, existing or recently renewed. 

 
Getting a car repaired can be a stressful and frustrating experience and being without a car is not only 
disruptive, it can be costly as well. At Panel One, we strive to minimise the inconvenience and deliver a 
smooth and efficient repair process. We produced this guide to help clients understand the steps to they 
need to follow. 
 
 
1. CALL PANEL ONE 
Regardless of who is at fault, before you raise a claim call Panel One first. We have a long-standing relationship with 
the major insurers and can advise you of things you can do to fast-track the repair and return of your vehicle. 

• Many insurers today have pre-negotiated arrangements with specific panel shops and will refer you to them. 
Regardless of this, Panel One can still be appointed by you to repair your car. 

• It is common for tow trucking companies to have similar arrangements. Just because your car has been towed 
to a panel shop does not mean it must be repaired there, even if it’s also accredited.   

 
2. SUBMIT YOUR CLAIM 
Your insurer will require you to submit a claim. This can usually be done over the phone or on-line and contact details 
for most insurance companies can be found on the Panel One website. 
Visit - www.panelone.com.au/contact-insurer 
 
3. A QUOTE FOR REPAIR 
When you submit your claim, your insurer will provide you with a unique a claim number and request an official quote 
for the repair. To arrange a quote, either call Panel One or log onto our website to submit the Arrange a Quote Form. 
It is important to advise Panel One of your claim number as this will help fast track approval for the repair. 
Visit - http://www.panelone.com.au/arrange-a-quote 
 

4. INSURANCE ASSESSMENT                                          
Before work can commence on your car, an Insurance Assessor must inspect the vehicle first. This will be arranged 
by Panel One and your vehicle is required by 9am on the agreed date. If you choose to leave the vehicle with Panel 
One, then work can commence immediately after the assessment. Alternatively, you can book the repair for a future 
date, in which case your vehicle can be collected from Panel One after 1pm. 
 
 



 
5. BOOKING YOUR REPAIR 
If you have chosen to collect your vehicle after 1pm on the day of the assessment, you will then need to book a date 
for its repair. This can be arranged when you collect your car, over the phone or by using the Book a Repair Form on 
the Panel One website. 
Visit - http://www.panelone.com.au/book-your-repair 
 
6. COMPLIMENTARY AIRPORT DROP OFF 
If you have travel plans and won’t need daily use of your car, then this is an ideal time to have your vehicle repaired. 
To make this easier, Panel One offers a complimentary drop off service to either the domestic or the international 
terminal for clients. For more information please visit our website. 
 
7. OPERATING HOURS 
Other than public holidays, Panel One is open Monday to Friday from 7:30 am until 5:00 pm and Saturday from 7:30 
am to 12:00 midday. 
 
8. DROPPING OFF 
Your car can be dropped off at any time during the operating hours detailed above. While in our care, your vehicle 
will be kept safe and secure. It’s easy to forget favourite CDs, spare keys, remote controls or an E Tag. So, please 
check your vehicle and remove all valuables and anything you might need.  
 
9. TARGET COMPLETION DATE  
We understand you want your car repaired and returned as quickly as possible. To calculate the target completion, 
date his need must be balance against the expected delivery date for parts and the time needed to achieve the 
highest quality repair. This estimate is based on the information available at the time and will be given prior to the 
repair booking and confirmed when the vehicle is dropped off for repair. You will then be contacted by Panel One two 
days prior to completion to confirm the date for collection.  
 

• The availability of parts can cause delays.  

• Should this occur Panel One will contact you and keep you well informed. 
 

10. ARRANGING THE TIME TO COLLECT 
As well as the 2 days’ notice, clients are the contacted on the day of collection to confirm an agreed time to collect 
the vehicle. In the unlikely event of a last-minute problem, you will be notified immediately, and an alternative 
arrangement made. 
 
11. INSURANCE POLICY EXCESS 
Most insurance companies require payment of an excess for ‘at fault claims’. If this applies, your insurance company 
will confirm this to you in writing and advise that the amount concerned it is payable to the repairer (Panel One Pty 
Ltd). It is a condition that payment of the excess must be received before a vehicle can be released. To avoid 
unnecessary delays please be prepared to make this payment in cash, bank cheque or by credit card when you arrive 
to collect your vehicle from Panel One. 
 
12. RETURN REPAIR 
In the event of a lengthy delay with the supply of parts, to minimise inconvenience your vehicle may be made available 
for you to drive temporarily. This arrangement for it to be returned to Panel One for repairs to be finalised when the 
parts issue is resolved.  
 
13. REPLACEMENT VEHICLE 
Not all insurance policies include a free replacement vehicle while yours is being repaired. But, depending on who is 
liable for the damage, you may be entitled to this benefit. Panel One can provide the contact information to have your 
case assessed.  
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