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The repair planning process has evolved considerably 
from the days of writing visual estimates in the parking 
lot and then writing multiple supplements as the repair 
technician uncovers additional damage. The next phase 
of evolution was to perform disassembly or damaged 
parts prior to writing a Complete Damage Report to 
reduce the need for additional supplements.

Repairers must identify customer needs and affirm 
them. They also must discover needed repairs and document them in a way that enables them to achieve 
the highest repair standards while gaining the approval and trust of both customers and insurers. 

The following outline of today’s repair planning process is written in the context of explaining it to a 
customer.

Our Vehicle Repair Process

continued

Initial Evaluation
Step 1: Evaluate Your Needs
• Understand your wishes for the repair 
• Assure your satisfaction 
• Obtain insurance information
• Determine rental coverage/transportation needs
• Assess whether the vehicle is safe to drive
• Discuss the claims process 
• Review our repair process  
• Discuss payment of deductible or other costs

Step 2: Evaluate the Vehicle 
• Obtain VIN. Paint Code, ADAS info
• Confirm the insurance coverage 
• Obtain your authorization to proceed 
• Remove personal items
• Schedule drop-off, or 
• Accept vehicle for disassembly
• Order parts as appropriate

Plan Your Repair
Step 3: Blueprint the Repair
• Clean the vehicle 
• Scan electronic systems 
• Pre-measure unibody
• Assure vehicle is mobile
• Disassemble damaged parts
• Research OE repair procedures
• Make repair/replace decision for damaged parts
• Check parts availability
• Store parts to be replaced or reinstalled
• Cover car

Document Repairs
• Itemize all repair / refinish operations
• List all new, used, or aftermarket parts
•  Support with photos, ADAS scans, structural 

measurements, OE guidelines
• Obtain your / insurer’s approval
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Repair Your Vehicle
Step 4: Obtain Your Parts
• Order parts
• Log in as received
• Verify order accuracy
• “Mirror match” parts
• Dispatch parts to be edged or painted 
• Mix and match color for parts and vehicle

Step 5: Repair Unibody
• Repair unibody structure as needed
• Re-measure to assure factory specs 
• Re-apply corrosion protection 
• Perform 4-wheel alignment

Step 6: Repair the Vehicle 
• Perform any additional disassembly required 
• Perform repairs to vehicle body
• Weld or bond new parts 
• Sand and prime components
• Reinstall old parts
• Inspect body work 

Step 7: Prep and Paint
• Clean, sand, and mask vehicle
• Verify that paint been expertly matched
•  Apply multiple coats of sealer, basecoat, and 

clearcoat
•  Blend paint into adjacent panels to assure a 

seamless match
• Inspect color, texture, and gloss

Step 8: Final Vehicle Assembly and Delivery
• Complete final parts assembly
• Clean vehicle 
• Inspected repairs
• Calibrate ADAS and test drive
• Notify customer when complete
• Schedule delivery
•  Review repairs, present warranty, assure your 

complete satisfaction

A Tip to Consider
Collision repair customers generally have two fundamental needs: To know the repairer 
feels empathy for their situation; and, to one degree or another, to better understand 
the claims and repair process.

The collision repair process is more complicated than ever, but if you can express your empathy or 
understanding of how they feel about the collision and repair, and to tell them in a straightforward manner 
what to expect, it will make them much more comfortable with the process, and you will earn their trust.

While every customer’s needs are unique, they all desire to have them acknowledged, feel that the 
process is as predictable as possible, and to be assured that they will be completely satisfied when the 
vehicle is returned to them. 


