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Modification History

Release Comment
Release 1 New unit of competency.
Application

This unit describes the performance outcomes required to act within legal and ethical
boundaries of a service and repair contract when dealing with customers, implement measures
to avoid disputes, and resolve disputes that do occur.

It applies to those working in the automotive service and repair industry.

No licensing, legislative, regulatory or certification requirements apply to this unit at the time
of publication.

Competency Field

Common

Unit Sector
Regulatory or Legal

Elements and Performance Criteria

Elements Performance Criteria
Elements describe the Performance criteria describe the performance needed to demonstrate
essential outcomes. achievement of the element. Where bold and italicised text is used,
further information is detailed in the range of conditions section.
1. Interpret service and 1.1 Legal obligations of all parties involved in a valid service and
repair contract repair contract are identified

1.2 Legal liabilities of repairer performing work without a valid
service and repair contract are identified

1.3 Regulatory bodies with authority to inspect the workplace if the
customer takes legal action are identified
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Elements

Elements describe the
essential outcomes.

Performance Criteria

Performance criteria describe the performance needed to demonstrate
achievement of the element. Where bold and italicised text is used,
further information is detailed in the range of conditions section.

1.4 Workplace service and repair contract is analysed to determine
relevant legal compliance requirements

2. Comply with service
and repair contract
requirements

2.1 Procedures are implemented to advise customers of the terms of
contract into which they are entering

2.2 Procedures are implemented to ensure staff only use valid service
and repair contracts

2.3 Procedures are implemented to minimise liability or customer
claims in relation to bailment

3. Establish service and
repair warranty
requirements

3.1 Warranties document is developed detailing requirements

3.2 Procedures are implemented to ensure staff are aware of warranty
requirements

3.3 Warranty requirements are documented and stored according to
workplace procedures

4. Enforce service and
repair contract
requirements

4.1 Workplace policy on payment terms for services provided are
implemented according to workplace procedures

4.2 Workplace legal rights and obligations when selling or disposing
of uncollected vehicles or goods are identified and observed as
required

4.3 Legal procedures to recover payment when a customer defaults
are identified and implemented as required

5. Conduct dispute
resolution processes

5.1 Procedures to minimise disputes with customers are implemented

5.2 Workplace records are maintained to support outcomes in any
customer disputes

5.3 External sources of assistance in dispute resolution are identified

5.4 Outcomes of customer disputes and resolutions are analysed to
develop procedures to avoid future disputes

Foundation Skills

This section describes those language, literacy, numeracy and employment skills that are
essential to performance and are not explicit in the performance criteria.

Skills

Description

Learning skills to:

« identify sources of information, assistance and expert knowledge
to expand knowledge, skills and understanding relating to legal
and ethical business dealings.

Approved
© Commonwealth of Australia, 2023

Page 3 of5

Miningand Automoative Skills Alliance




AURALAO001 Comply with legal agpects of a service and repair contract in an automotive workplace Date thisdocument was generated: 19
December 2023

Skills Description

Reading skills to: «  Interpret:

. textual and numerical information in product or service
documentation relating to contractual agreements
 original equipment manufacturer (OEM) or authorised

agency’s service and repair agreements

. \ehicle specifications and job requirements.

legibly and accurately complete:

. dispute resolution forms and legal action plans outlining
customer’s statutory rights and settlement options

« Vvehicle warranty documents and reports.

Writing skills to:

Oral communication skills |+ communicate ideas and information to customers and supervisors

to: relating to legal and ethical business dealings

. participate in verbal exchanges using active listening and
questioning techniques to gather, clarify and confirm customer
information and feedback.

Numeracy skills to: « Uuse mathematical ideas and techniques to count and measure.

Range of Conditions

This section specifies work environments and conditions that may affect performance.
Essential operating conditions that may be present (depending on the work situation, needs of
the candidate, accessibility of the item, and local industry and regional contexts) are included.
Bold italicised wording, if used in the performance criteria, is detailed below.

Warranties document - meet legal requirements
must: « comply with workplace policies

« Not compromise customer consumer guarantees
« be written in plain language.

Unit Mapping Information

Equivalent to AURALA3001 Determine legal aspects of an automotive service and repair
contract

Links

Companion Volume implementation guides are found in VETNet -
https://vetnet.gov.au/Pages/ TrainingDocs.aspx?0=b4278d82-d487-4070-a8c4-78045ec695h1
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