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ABOUT THE BVRLA

The British Vehicle Rental and Leasing Association is the trade body for companies engaged in the leasing,
rental and fleet management of cars and commercial vehicles for both corporate and consumer users.

BVRLA membership assures the customer that they should expect the highest levels of professionalism and
integrity when renting or leasing vehicles from a BVRLA member. The BVRLA promotes ethical trading, clear
pricing, transparent terms and conditions and high-quality vehicles and customer service standards through the
auditing of its members.

The association also operates a conciliation service for its members and their customers to help resolve disputes.
For more details, go to www.bvrla.co.uk

COPYRIGHT : BVRLA FEBRUARY 2012
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The aim of this guide

This fair wear and tear guide for the vehicle leasing industry is
produced by the British Vehicle Rental and Leasing Association with
the assistance of a specialist working group drawn from BVRLA
members and independent market experts. The BVRLA particularly
wishes to acknowledge the contribution of the Vehicle Remarketing
Association (VRA) for its input to this latest edition.

The aim of the BVRLA Fair Wear and Tear Guide is to provide an
industry-wide, accepted standard that defines fair wear and tear on
passenger cars when they are returned to a BVRLA member at the end of a
lease or finance agreement. This guide covers passenger vehicles with up
to eight seats.

Fair wear and tear occurs when normal usage causes acceptable
deterioration to a vehicle. It is not to be confused with damage, which
occurs as a result of a specific event or series of events such as impact,
inappropriate stowing of items, harsh treatment, negligent acts or omissions.

The Fair Wear and Tear Standard

This guide defines the industry standard at return for every aspect of the
vehicle’s condition. For ease of reference, the condition of the vehicle is
considered under the following headings:

General appearance, road safety, documentation, keys
Paintwork, vehicle body, bumpers and trim
Windows, glass, door mirrors and lamps

Mechanical condition

»

?

?

» Tyres and wheels
}

» Vehicle interior

}

Equipment and controls



— BVRLA Fair Wear and Tear Standard —

Lt

Customers: advice and information” 7

The vehicle must be used, maintained and looked after according to the
vehicle manufacturer’s guidelines.

If a company car, your employer may outline preventative vehicle
maintenance and road safety measures that you need to undertake on a daily
or weekly basis. If you are personally leasing the vehicle, you should consult
the leasing company or your service provider. Following that advice will keep
the vehicle in good condition and minimise any charges at end of lease.

Customers should also follow the vehicle manufacturer’'s recommendations
regarding fuel and fuel blends, lubricants and battery recharging (if an electric
or hybrid vehicle), because the vehicle’s warranty may be invalidated and
long-term damage caused through inappropriate fuels, lubricants and usage.

If you discover what you believe to be a manufacturer’s fault on the vehicle,
you should alert the leasing company/service provider/dealership as soon as
possible to get the issue resolved.

Personal numberplates

You should liaise with your leasing company/service provider/dealership
10 to 12 weeks before the end of lease to ensure your personal numberplate
is transferred from your current vehicle to your new one.
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End-of-lease charges

Why do we have end-of-lease charges?

All leasing companies in membership are obliged under the BVRLA Code of
Conduct to trade fairly and responsibly in all dealings with their customers. End-
of-lease charges reflect the loss of value in the vehicle to the leasing company
when it is returned in a poorer condition than originally contracted and/or
achieves a decrease in value as a result of a failure to use, maintain and look
after the vehicle and its equipment. The leasing company will not necessarily
carry out any damage repair or refurbishment prior to selling the vehicle.

What BVRLA members must do

Before the end of the lease, BVRLA members must explain clearly to
customers their policy on the end-of-lease return standard that they expect,
detailing vehicle condition, service and maintenance, vehicle accessories

and MOT (if appropriate). They must also clearly explain the vehicle collection
process, inspection procedure and your customer rights relating to any dispute.

What customers should expect at vehicle return

At the end of the lease, when the vehicle is to be collected, the customer
and the representative from the leasing company must check and agree on
the vehicle’s condition. All readily apparent damage to the vehicle will be
noted on the vehicle collection sheet or hand-held device. In the event that
an inspection cannot take place, the customer will be informed of the reason.
Possible reasons include the customer’s inability to attend, poor weather

or a dirty vehicle. If the vehicle is not sufficiently clean to allow a detailed
inspection, the collection process may need to be abandoned and a charge
may be applied. Customers should be advised that the vehicle will also
undergo a full inspection at the leasing company’s nominated site in line with
the agreed fair wear and tear policy.

In the event of a dispute about the condition or damage to the vehicle,
customers have the right to pay for an examination of the evidence by an
independent qualified engineer, eg an engineer who is unrelated to the original
inspection and agreed by both parties. The engineer’s decision will be binding
on both the customer and the BVRLA member. If the engineer finds in the
customer’s favour, the BVRLA member will refund the reasonable cost of the
examination to the customer.
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The BVRLA Fair Wear and Tear Standard

General appearance, road safety, documentation, keys

All electronic safety features and devices to help the driver, eg parking
sensors, adaptive cruise controls, etc, must be in working order.

There should be no rust or corrosion on any part of the bodywork or
trim of the vehicle.

The vehicle must be roadworthy and no warning lights should be
illuminated.

There should be sufficient fuel (or residual charge in the battery if an
electric vehicle) to effect the vehicle collection.

Maintenance, servicing and repairs

The vehicle must have been inspected and serviced according to the
manufacturer’s servicing/maintenance schedule. The service book supplied with
the vehicle must be present and date-stamped by the service agent/repairer
approved by the leasing company as evidence that the service has taken place.

All necessary maintenance and repairs must be carried out by a service
agent/repairer approved by the leasing company. If the leasing company is
not responsible for service, maintenance and repairs, a proper record must be
kept and be available for inspection on the vehicle’s return.

If the service record is kept electronically, drivers should ensure the service
agent/repairer approved by the leasing company has re-set the service
interval display in the vehicle’s on-board service history unit.

Any repairs made to the vehicle before its return must be to a professional
standard by repairers who can provide full transferable warranty on their work.

Unauthorised odometer changes are not acceptable. Any odometer alterations
must have been reported to, and approved by, the leasing company.




Documentation

All vehicle documentation, including the V5C vehicle registration document
(where appropriate), MOT receipt, operation manual, service book and any
other documents relating to vehicle equipment, must be intact and available.
All documents must be in the vehicle on its return — including details of all
audio equipment security codes.

Appearance

The vehicle’s exterior should be sufficiently clean to allow a detailed
inspection. The inside should have been valeted, cleared of rubbish and the
ashtrays emptied.

Vehicle keys
A full set of keys, including the master key, spares
and locking wheel-nut keys, should be returned
if originally supplied. If a remote locking system
is fitted, the appropriate remote controls should be
available and functioning.



