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Ms Jessica Shaw MLA  
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Mr Stephen James Price MLA  
Hon. Donald Terrence (Terry) Redman MLA  
 

THE ECONOMICS & INDUSTRY STANDING COMMITIEE  

 

INQUIRY INTO WA'S AUTOMOTIVE SMASH REPAIR INDUSTRY  

 

Dear Ministers,  

We submit the following to inform the Committee as to our experience and knowledge pertaining to 

business practices associated with the Smash Repair Industry.  

Being a closely associated and integral part of the smash repair industry, we respectfully request that 

the Standing Committee expand the terms of reference of the inquiry to include the Towing and 

Recovery Industry, focusing on its practices, personnel and structure.  

As one of WA's longest standing towing companies, City Towing is a family owned and operated 

business, which has been operating for almost 3 decades. Specialising in accident and salvage towing, 

we provide such services to the likes of WA Local Government, Transport Industry operators, 

Insurance Companies, the Smash Repair Industry and to members of the general public. We pride 

ourselves on having the equipment and skills to provide the best possible service and outcomes for 

our customers. As such, we have built a reputation on reliability and safety, whilst ensuring we engage 

only experienced tow truck operators, who are trained and certified within the motor trade industry. 

As vehicle technology constantly changes, we continuously invest in newer and more modern 

equipment and machinery, to ensure that we maintain the most up to date fleet and continue to 

deliver a fast, reliable and safe towing service. 

Our reputation within the towing industry proceeds us, as we respectfully attend accidents and ensure 

that the upmost care is taken when interacting with all parties involved. Our drivers are certified in 

first aid and are always available to assist if necessary. We ensure that we clearly explain any details 

pertaining to towing a vehicle and then address any question or queries prior to engaging in any 

service. We are bound by the information that is provided by us and advise any clients that are unsure 

to first seek further advice, whether it be from family, friends, government agencies or their insurer, 

before engaging our services. In the event a client contacts their insurance company, we have never 

been declined by an insurer to provide our services to their policy holder.  
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Currently, Western Australia does not have gazetted towing rates in place. So the majority of 

independent towing companies currently charge in accordance to specifics of each job that they 

attend. However, the circumstances can vary greatly, as no two accidents are quite the same. So we 

must assess each one independently, considering each risk or operating factor and then price the work 

accordingly. When doing so, there are various factors that determine the cost of towing fees and we 

would like this to be considered if or when a structure is considered for the industry. These factors 

can include: 

• Time of the day (the effect of lighting, operational costs for penalty rates) 
• The location of the job (as some areas are a higher risk for tow truck operators than others, 

especially when you include freeway/highway speeds)  
• The impact of distracted drivers at the scene (commonly referred to as ‘rubber necking’) 
• The weather conditions (the impact of wet weather or hot conditions) 
• Circumstances relating to the accident (for example salvage, waiting time, machinery that may 

be required) 
• Damage to vehicles and the hazards from leaks and spills (additional clean up required) 
• Injury or health issues, where we may come in to contact with contaminated sites (but also 

delays or additional work where a passenger or driver is injured) 

The cost of towing a vehicle is also impacted by many other aspects, one of the most important of 

which is the human element. The work undertaken can always be made safer and more efficient 

through the use of technology, but in the end still requires a real person to operate a tow truck. With 

that comes a unique skill set, safety issues, liability risks and the associated insurance costs that go 

along with it.   

Ultimately, we believe that safety is the most important aspect to our work and this covers many 

aspects of what we do. There are four major functions relating to safety in the industry, which fall 

under: 

• The safety of our business operations (licences relating to operating a tow truck) 

• The safety of our equipment (roadworthiness of our vehicles) 

• The safety of our employees (workplace health and safety) 

• The safety of those engaging our services (duty of care to others) 

In order that these are given the focus and attention that they deserve, we have summarised the 

following suggestions in order to rectify any current shortfall that may exist within the industry for 

these important aspects of safety: 

• Consideration of the implementation of Laws and/or Regulations for the vetting of individual 

and company operators, together with their drivers, via the use of compulsory criminal 

background checks utilising both WA and Federal Police checks. 

• Consideration of the implementation of Laws and/or Regulations for the vetting of those who 

wish to operate a towing business as a ‘fit and proper person’, via the use of compulsory 

background checks utilising ASIC registers. 

• Consideration of the implementation of Laws and/or Regulations for the licensing and/or 

certification of both individual and company operators, together with their drivers 

• Consideration of the implementation of Laws and/or Regulations relating to the conduct and 

safety of operators and their employees whilst engaging with the public and/or attending 

accident scene and/or roadside recoveries 
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• Consideration of the implementation of Annual or Biennial vehicle inspections and lifting 

equipment engineering certification 

 

In reviewing the submissions relating to this inquiry, we have been both frustrated and disappointed 

that all operators within our Industry are being unfairly judged for not operating in a professional and 

ethical manner, when their reputations are being tarnished by a minority of operators who do not do 

the right thing.  

Unfortunately, we have seen firsthand, examples where pricing discrepancies can be attributed purely 

to misleading and deceptive conduct, overstated work, predatory behaviour and, in some instances, 

intimidation and standover tactics. However, this is not the industry norm and we can attest that the 

majority of those in the industry are being unfairly impacted by those who do not focus on the safety 

and interests of others as their number one priority. 

As a business, we do not engage in any form of coercion or on-scene soliciting, and nor will we ever. 

However, we would like to address the issue regarding what some term as spotter’s fees. As is the 

case in a multitude of industries and business sectors, where a form of incentive is offered for sales, 

fees are paid to parties that refer business or customers to us. These fees are not secret commissions, 

as we do not enter in to any formal ongoing written agreements in regards to this process. It is also 

publicly advertised in an open manner, such as via the use of social media. Unfortunately, the name 

used to frame this process is one that is from another time and era, when it held a different meaning 

and business was sought via the use of very different methods. In modern business language, this 

really should be described as a referral fee, as that is exactly what it is. So by providing the above, we 

hope to assist in clarifying this practice and explain the structure of this process. 

In closing, we wish to stress that as independent towing operators, we have a very important part to 

play when it comes to the protection of consumer choice. Australia has a long standing problem where 

there is a lack of competition in particular industry segments, as has previously been the case with 

Supermarkets, Banks, Airlines etc…  So we believe that in order to protect consumers and the choices 

that they have, it is paramount that independent operators like ourselves, form an integral part of a 

well-managed and regulated industry. That way, there is always a choice for those that seek to engage 

the services of their preferred provider, whilst ensuring that they can be assured of being provided 

with the upmost professionalism and safety at all times. Especially when they are often in their most 

time of need, following a motor vehicle accident. 

We trust that the information we have provided is informative and we are available to present 

evidence specific to the above, either directly to the Committee or individually to the relevant 

Minister.  

We can be contacted at any time and look forward to your response.  

 

Sincerely,  

 
 
Claudio Federico                 Lisa Davies 
Director                 Managing Director 
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