


 

 

 
Annexure A 

Table 1: Examples where the independent repair and service sector claim it has been unable to access repair and service information 
from car manufacturers 

 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

1.1 Audi A1 2012 Mechatronic unit 
required 
replacement due to 
failure of the old 
unit. 

Unknown. Software required 
for coding the 
security module for 
it to work in the 
car. 

Car taken to an 
Audi dealer with 
access to the 
codes. 

Refer Attachment 1 

2.2 Holden Barina 2011 Car presented with 
engine warning 
light on and not 
running as well as 
usual. 

 

 

 

Mechanic used a 
diagnostic tool to 

Manufacturer’s 
specifications on the two 
emissions control 
sensors were not 
available direct from the 
manufacturer or from 
sources other than the 
dealer. 

 

Two new sensors were 
installed to provide a 
known good comparison.  

Output range of 
the two emission 
control sensors. 

 

Software update 
for the ECU. 

ECU software 
update was not 
available to the 
mechanic; the 
car had to be 
taken to a 
dealer, who had 
the ECU 
software 
update, to 
complete the 
repairs. 

Refer Attachment 2 

                                                
1
 Ultra Tune, supplementary submission, p. 9. 

2
 Kmart Tyre & Auto Services, supplementary submission, p. 1. 



 

 2 

 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

scan the OBD and 
ECUs of the car.  

 

An ECU had 
logged a fault with 
the catalytic 
converter. 
Relevant 
components were 
free of physical 
damage. Live test 
with all sensor 
inputs were 
recorded as the 
car was driven. 
Output range from 
two emission 
control sensors 
appeared to be 
wrong. 

 

New sensors showed 
outputs were the same 
as with the old sensors. 

 

Mechanic contacted a 
former colleague who 
shared the problem 
required an update of 
the ECU software. 

 

Customer was 
left without the 
car for an 
additional day. 
Additional costs 
for taking the 
car to dealer for 
software 
update. 
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 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

3.3 Mazda CX-5 2013 Malfunctioning 
radio system. 

Contacted VACC, no 
information available 
online, checked online 
for OEM websites, 
blocked from accessing 
US and EU technical 
information. 

Radio and 
infotainment wiring 
diagram 

Unknown. Refer Attachment 3 

Headlight problem. Contacted VACC, no 
information available 
online, checked online 
for OEM websites, 
blocked from accessing 
US and EU technical 
information. 

HID headlight 
wiring diagram. 

Unknown.  

Oil light needs to 
be reset. 

Contacted Mazda, who 
did not release the 
information. 

Oil light reset 
information. 

Car taken to 
dealer to be 
reset, cost was 
$110. 

 

4.4 Hyundai i30 2015 Headlight issue. Contacted VACC, no 
information available 
online, checked online 

Headlight wiring 
diagram. 

Unknown. Refer Attachment 4 

                                                
3
 VACC, supplementary submission, Attachment A, pp. 1 (radio system issue) and 7 (headlight issue); and Ultra Tune, supplementary submission, p. 21 (oil light issue). 

4
 VACC, supplementary submission, Attachment A, p. 4. 
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 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

for OEM websites, 
blocked from accessing 
US and EU technical 
information. 

5.5 Nissan X-Trail 2016 Collision repair. Contacted VACC, no 
information available 
online, checked online 
for OEM websites, 
blocked from accessing 
US and EU technical 
information. 

Body dimension 
specifications. 

Unknown. Refer Attachment 5 

Battery 
replacement. 
Replacing the 
battery, however, 
causes the car’s 
accelerator and 
other systems to 
require 
recalibration (idle 
recalibration 
procedure). 

Contacted Nissan and 
sought information from 
other official sources. 
Limited information from 
Nissan Australia’s 
website or email contact. 
Unable to access EU or 
US technical sites. 

Idle recalibration 
procedure. 

Found 
information on 
a website on 
the internet — 
not officially 
from Nissan. 

 

6.6 Mitsubishi Triton 2014 Heating system Contacted VACC, no Heater core and Unknown. Refer Attachment 6 

                                                
5
 VACC, supplementary submission, Attachment A, p. 11 and ACCC site visit to Kmart Tyre & Auto, 22 March 2017. 
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 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

problems. information available 
online, checked online 
for OEM websites, 
blocked from accessing 
US and EU technical 
information. 

dash removal 
procedure. 

7.7 Chery J1 2013 Antilock braking 
system issues. 

Contacted VACC, no 
information available, 
checked online for OEM 
website — no website 
available. Contacted 
dealer who had no listing 
for workshop manuals. 

ABS fault codes, 
diagnostic 
information and 
wiring diagram. 

Unknown. Refer Attachment 7 

8.8 Kia Rio 2014 Issues with power 
distribution circuit. 

Contacted VACC, no 
information available 
online, checked online 
for OEM websites, 
blocked from accessing 
US and EU technical 
information. 

Power distribution 
wiring diagram. 

Unknown. Refer Attachment 8  

9.9 Volkswagen Golf 2015 Cluster failure in Contacted Volkswagen, Tools and New cluster Refer Attachment 9 

                                                                                                                                                                                                                                 
6
 VACC, supplementary submission, Attachment A, p. 13. 

7
 VACC, supplementary submission, Attachment A, p. 15. 

8
 VACC, supplementary submission, Attachment A, p. 17. 
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 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

vehicle. not given access to the 
tools and information 
needed to code the new 
cluster into the car 
(through a connection to 
Volkswagen Germany) 
and to update the 
odometer reading to be 
correct for the car. 

information needed 
to code the new 
cluster and to 
update the 
odometer reading 
by connection to 
Volkswagen’s 
server. 

was installed. 
Car was towed 
to a 
Volkswagen 
dealer for 
coding of the 
cluster. 

10.10 Honda Odyssey 2015 Wiring fault. Contacted VACC, no 
information available 
online, checked online 
for OEM websites, 
blocked from accessing 
US and EU technical 
information. 

Vehicle wiring 
diagram and 
testing procedures. 

Unknown. Refer Attachment 10 

11.11 Ford Ranger 2012 Timing chain 
required 
replacement. 

 

Timing kit purchased 
from Ford, but additional 
information not provided. 

 

Timing parameters 
need to be reset 
via the ECU. 

Additional 
labour costs 
incurred by the 
mechanic and 
time costs by 
the consumer. 

Refer Attachment 11 

                                                                                                                                                                                                                                 
9
 Ultra Tune, supplementary submission, p. 26. 

10
 VACC, supplementary submission, Attachment A, p. 24. 

11
 Ultra Tune, supplementary submission, p. 2. 
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 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

Replacing the 
timing chain 
caused a warning 
light to appear. 

Rechecked the 
installation of the timing 
chain to ensure warning 
light was not triggered by 
incorrect fitment. 

12.12 Volkswagen Tiguan 2014 Fan control module 
issue. Part was 
replaced. Weeks 
later the car 
returned with the 
same fault code. 

Mechanics sought 
information on fixing the 
cause of the fault code, 
but were unable to 
determine how to do so. 

Part replacement 
process and 
associated 
changes to 
computer 
parameters 
required. 

Customer took 
car to a 
Volkswagen 
dealer, who 
also replaced 
the part and 
then reloaded 
the parameters 
in the car’s 
computer so 
the fault code 
did not 
reappear. 

Refer Attachment 12 

13.13 Ford Fiesta 2012 Car towed to 
mechanic with a no 
drive fault. No 
communication 

Attempted to access 
programming data. 

Software/diagnosti
c tool required to 
access the ECU 
and to reprogram 

Car was towed 
to a Ford dealer 
to install and 
reprogram the 

Refer Attachment 13 

                                                
12

 Ultra Tune, supplementary submission, p. 19. 
13

 Ultra Tune, supplementary submission, p. 20. 
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 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

with the car’s 
automatic 
transmission ECU. 
Automatic 
transmission ECU 
replaced, but had 
no software access 
to reprogram the 
ECU. 

it. new ECU. 

14.14 Mazda Mazda6 2015 Automatic 
transmission 
lubricant required 
replacement during 
a service. 

Mechanics contacted 
Mazda and oil suppliers 
to try to determine the 
lubricant needed. Oil 
suppliers could not 
confidently state what 
lubricant was needed. 
Mazda was of no 
assistance. 

Automatic 
transmission 
lubricant 
specifications. 

Able to get 
lubricant after 
contacting 
multiple 
sources. Could 
not charge the 
additional time 
taken to the 
customer. 

Refer Attachment 14 

15.15 Holden Cruze 2011 Car presented with 
dash cluster not 
working.  

Mechanics conducted 
research to determine 
process and issues with 
replacing the dash 
cluster. 

Cluster 
recalibration and 
programming 
information. 
Software access. 

Car was towed 
to the nearest 
Holden 
dealership 
(35km away) 

Refer Attachment 15 

                                                
14

 Ultra Tune, supplementary submission, p. 37. 
15

 Emma Harper (Auto Care Ocean Grove), supplementary submission facilitated by Repco. 
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 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

 

Mechanics determined 
that the new cluster 
would require 
programming, for which 
they were unable to 
obtain the software 
needed to complete the 
task. 

for repairs. 

 

Customer 
experienced 
inconvenience 
and costs in 
doing so. 

16.16 Subaru Impreza 2012 During a repair, it 
was necessary to 
disconnect the 
battery. Once the 
battery was 
reconnected, a 
code was required 
to be entered into 
the immobiliser to 
start the car. 

Immobiliser system 
codes were not provided 
by the car manufacturer 
or a local dealer. 

Immobiliser system 
code. 

Code was 
obtained from a 
Subaru 
specialist 
150km from the 
original repairer 
who could 
obtain the code 
from Subaru 
International, 
but not Subaru 
Australia. 
Workshop 
absorbed 
labour costs 

Refer Attachment 16 

                                                
16

 GPC Asia Pacific, supplementary submission (April 2017), row 2. 
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 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

and costs of 
towing the 
vehicle 150km. 

17.17 Holden Commodore 
VE 

2012 Faulty engine 
control module 
(ECM), required 
replacement but 
the scan tool did 
not have the 
necessary 
software to 
activate codes for 
the ECM to 
communicate with 
other components. 

Software and information 
for the scan tool were 
not released by the car 
manufacturer or a 
dealer. 

Software to 
activate codes in 
ECM to handshake 
with other car 
components. 

Work around 
would have 
been to send 
the ECM, Body 
Control Module 
and Security 
Module to a 
repairer in 
Melbourne from 
Maryland 
(150km north of 
Sydney) for 
reprogramming.  

Advised 
customer to go 
to a dealer for 
completion of 
the repair. 

Refer Attachment 17 

18.18 Ford Fairlane 2012 Faulty Customer advised to go Handshake Customer Refer Attachment 18 

                                                
17

 GPC Asia Pacific, supplementary submission (April 2017), row 9. 
18

 GPC Asia Pacific, supplementary submission (April 2017), row 24. 
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 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

transmission 
required 
replacement. 
Unable to re-
establish 
“handshake” from 
transmission 
control unit (TCM) 
in new 
transmission to 
engine control unit 
(ECU). Multiple 
scan tools used, 
but none could 
handshake 
between the ECU 
and TCM. 

Determined 
handshake could 
only be done by a 
scan tool from 
Ford. 

to a Ford dealer. needed between 
the TCM and ECU. 

experienced 
inconvenience, 
two days of 
delays. 

19.19 Nissan Navara 
(Diesel) 

2012 Faulty fuel pump, 
replacement 

Contacted Nissan dealer 
for the special tool — 

Special tool to 
replace the fuel 

No work around 
was available. 

Refer Attachment 19 

                                                
19

 GPC Asia Pacific, supplementary submission (April 2017), row 27. 
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 Make Model Model 
Year 

Problem(s) the 
car presented 
with and further 
problems during 
diagnosis/repair 

Action taken to obtain 
information 

Information 
required to 
conduct 
diagnosis and 
service/repairs 

Outcome FCAI response  

 

required. Special 
tool needed to 
replace the pump. 

told it is made 
exclusively by Bosch for 
Nissan. Neither Nissan 
nor Bosch would sell it to 
the independent 
repairer. 

pump. Time spent 
looking for the 
tool could not 
be recovered. 
Car had to be 
towed to a 
Nissan dealer. 

 







Attachment 2 - Holden Response 

Overall, we have made service repair information and diagnostics available by subscription since 

2009 and we update the information as we release new models in the Australian market.  Regarding 

the 3 vehicles cited in the letter from the ACCC, we can confirm that repair and diagnostic 

information is available by subscription and can be accessed online as shown in the attachment and 

current costs are also shown.  We can also confirm that independent repairers are able to buy the 

tools which our Dealer network use from the supplier Bosch and in particular this includes the 

Diagnostic Interface Module (MDI).  The costs can be obtained direct from the supplier. 

We ultimately want the owners of our vehicles to be able to enjoy their Holden ownership 

experience and be able to maintain their car no matter where they choose to service. For this reason 

we certainly are more than willing to assist independent repairers seeking information.  In 2012, as a 

result of industry feedback and in addition to making a subscription service available, we put in place 

a dedicated resource and email address to help repairers with questions about our procedures or 

troubleshoot specific issues through our engineering teams.  The email address is 

holden.repairinfo@gm.com.  We continue to improve what we offer in this area and welcome 

feedback from the industry on how we can improve. 

Holden Service Information and Diagnostics 

All Special Service Tools are available from the GM tool supplier: Bosch Automotive Service 

Solutions.  

Prices are available on request. 

All Service Information and diagnostic applications are available from the following site: 

https://www.acdelcotds.com 

mailto:holden.repairinfo@gm.com
https://www.acdelcotds.com/


 



Service Information and Diagnostic applications and pricing.

 



There are concerns lodged by independent repairers regarding access to 

diagnostic and repair information for 2011 Barina, 2011 Cruze and 2012 

VE.  This information is available in the applications listed above and screen 

dumps are provide below.  

2011 Holden Barina Service Information 

 

2011 Holden Cruze Service Information 

 



2012 Holden VE Service Information

 

Service Diagnostics 

 

Global Diagnostic System 2 (GDS2) 

 

 

 

 

 

 

 

 

 



2011 Cruze Global Diagnostic System 2 (GDS2) 

 

 

Tech 2 / Tech2WIN 

2011 Barina  

 

 



 

2012 VE and WM Series 

 

Service Programming System (SPS) 

2011 Holden Barina SPS 

 

 

 

 

 



 

2011 Holden Cruze SPS 

 

2012 Holden VE Commodore 

 

 

 

 



Make Model Model Year
Problem(s) the car presented with 

and further problems during 

diagnosis/repair

Action taken to obtain information

Information required to 

conduct diagnosis and 

service/repairs

Outcome FCAI response Supporting Information Direct Links to public information (Requires Subscription to Mazda Portal)

Mazda CX-5 2013 Malfunctioning radio system

Contacted VACC, no information 

available online, checked online for 

OEM websites, blocked from 

accessing US and EU technical 

information.

Radio and infotainment 

wiring diagram
Unknown.

1. Unsure of date of occurrence as no information provided. Complete Wiring Diagram provided within Mazda 

Workshop manual since model launch. 

2. Prior to November 2nd, 2016 - no record of request for information received to 

customersupportadmin@mazda.com.au (FCAI official link)

3. November 2nd 2016 (onwards) - www.mazdamanuals.com.au launched providing this information through 

direct user link access to full workshop manual

ATTACHMENT 1 - Relevant Workshop Manual 

screenshot

https://mazdamanuals.com.au/wsm-secure/WSM/D9F2-1A-

16D_Ver13/esicont/srvc/html/CX5UKS0920_2a.html

Mazda CX-5 2013 Headlight problem.

Contacted VACC, no information 

available online, checked online for 

OEM websites, blocked from 

accessing US and EU technical 

information.

HID headlight wiring diagram. Unknown.

1. Unsure of date of occurrence as no information provided. Complete Wiring Diagram provided within Mazda 

Workshop manual since model launch. 

2. Prior to November 2nd, 2016 - no record of request for information received to 

customersupportadmin@mazda.com.au (FCAI official link)

3. November 2nd 2016 (onwards) - www.mazdamanuals.com.au launched providing this information through 

direct user link access to full workshop manual

ATTACHMENT 2 - Relevant Workshop Manual 

screenshot

https://mazdamanuals.com.au/wsm-secure/WSM/D9F2-1A-

16D_Ver13/esicont/srvc/html/CX5UKS0918_2a.html

Mazda CX-5 2013 Oil light needs to be reset
Contacted Mazda, who did not 

release the information.
Oil light reset information.

Car taken to dealer to 

be reset, cost was $110.

1. Unsure of date of occurrence as no information provided. This information reference is provided in the glovebox 

of every vehicle within the Owner's Manual, with the 2 Complete Repair Procedures provided within Mazda 

Workshop manual since model launch. Further, both procedures are detailed within the Workshop Manual for 

those with and without a Mazda Modular Diagnostic System (M-MDS). 

2. Prior to November 2nd, 2016 - no record of request for information received to 

customersupportadmin@mazda.com.au (FCAI official link)

3. November 2nd 2016 (onwards) - www.mazdamanuals.com.au launched providing this information through 

direct user link access to full workshop manual

ATTACHMENT 3 - Relevant Owner's Manual referring 

repairers to Workshop Manual for correct procedure

ATTACHMENT 4 - Relevant Workshop Manual 

screenshot

https://mazdamanuals.com.au/wsm-secure/WSM/D9F2-1A-

16D_Ver13/esicont/srvc/html/id0140z7444700.html

Attachment 3 - Mazda Response

https://mazdamanuals.com.au/wsm-secure/WSM/D9F2-1A-16D_Ver13/esicont/srvc/html/CX5UKS0918_2a.html
https://mazdamanuals.com.au/wsm-secure/WSM/D9F2-1A-16D_Ver13/esicont/srvc/html/CX5UKS0918_2a.html
https://mazdamanuals.com.au/wsm-secure/WSM/D9F2-1A-16D_Ver13/esicont/srvc/html/id0140z7444700.html
https://mazdamanuals.com.au/wsm-secure/WSM/D9F2-1A-16D_Ver13/esicont/srvc/html/id0140z7444700.html


Attachment 3a 

 

Screenshot for Mazda example (malfunctioning radio system) 

 

 

Screenshot for Mazda example (headlight problem) 

 

 

  



Screenshot for Mazda example (oil light needs to be reset) 

 

 



 



Attachment 4 - Hyundai Motor Company Australia Pty Limited (HMCA) 

Response to ACCC letter dated 12 April 2017 – Reply to supplementary submissions and request for further information 

Example 4: where the independent repair and service sector has been unable to access repair and service information from car manufacturers. 

No. Make Model Model 
Year 

Problem 
presented 
with and 
further 
problems 
during 
diagnosis / 
repair 

Action taken to obtain 
information 

Information 
required to 
conduct diagnosis 
and service / 
repairs 

Outcome Response 

4 Hyundai i30 2015 Headlight issue Contacted VACC, no 
information available 
online, checked online for 
OEM websites, blocked 
from accessing US and EU 
technical information 

Headlight wiring 
diagram 

Unknown Based on the 
component 
identified, no 
diagnostic unit is 
required for the 
service. HMCA 
provides access to 
repair and service 
information via its 
website or FCAI 
website. Further 
details below. 

 

From VACC, supplementary submission, Attachment A, p. 4. 

 

ACCC Question HMCA response  

Whether an independent repairer in 2017, who sought access to address the An independent repairer in 2017, who sought access to address the 



reported issues with the car make/models in Annexure A, could or could not 
currently access the relevant repair and service information from the car 
manufacturer in Australia; and 

reported issues with the Hyundai i30 2015 model would be able to access 
the relevant repair and service information from the manufacturer. 

Hyundai Motor Europe administers an online system called HERIOS which is 
the Hyundai Global Service Way Repair Information Online System for 
independent repairers, and other interested professional repairers wishing 
to repair and maintain Hyundai Models. All of the online information 
provided is up-to-date and displayed in a manner that will allow an 
independent repairer to quickly find the relevant information required such 
as vehicle specifications, electrical wiring diagrams, component and system 
repair information, maintenance information, and body repair information. 

Hyundai Motor Company Australia (HMCA) has a link from its corporate 
website for independent repairers to access the site:  
 
http://www.hyundai.com.au/owning/parts-and-servicing 
 
The site requires the user to register their details (name, email, country) and 
is a “pay per use” system requiring a credit card to access information. The 
following periods of use may be selected - 1 hour, 24 hours, 7 days, 30 days 
or 365 days. The costs are: 
 
One day.- AU $ 16.50 
One week : AU $ 60.50 
30 Days :  AU $ 192.50 
365 Days : AU $ 1870 

From the FCAI website (https://www.fcai.com.au/service-repair/member-
service-repair) an email can be sent directly to HMCA Technical Department 
where HMCA may offer information free of charge (depending on the nature 
of the enquiry) or direct the repairer to the HERIOS site. 

Whether a car manufacturer supplied tool (including diagnostic tools) is Based on the component identified (headlight), the diagnostic unit is not 

http://www.hyundai.com.au/owning/parts-and-servicing
https://www.fcai.com.au/service-repair/member-service-repair
https://www.fcai.com.au/service-repair/member-service-repair


required to complete the repair or service. required to service this component 

If the repair and service information required in the example is currently 
made available by the car manufacturer to independent repairers, the FCAI 
should: 

 

 Specify whether this information must be obtained by phone or 
email, as well as an indicative timeframe for how long it would take 
the car manufacturer to respond to the query; 

If the information is obtained via the HERIOS site, information is obtained 
instantaneously. If information is requested via FCAI website - which directs 
an email to HMCA technical department - the email is answered within 2 
hours of receipt within standard business operating hours.  

 

 Provide screenshots of the relevant information if it is available on 
the car manufacturer’s technical website; 
 

 
See below.  

 Specify the monetary cost of obtaining the required information. Refer above. 

If the repair and service information required in the example is not, in 2017, 
made available by the car manufacturer to independent repairers, the FCAI 
should outline: 

Not applicable 

 On what basis is access restricted or limited (e.g. security, 
intellectual property or other grounds); 

 

 Which provision in the Industry Agreement on Access to Service and 
Repair Information, 2014, and/or the FCAI Voluntary Code of 
Practice for Access to Service and Repair Information for Motor 
Vehicles allows for this information to be restricted or limited; 

 

 Whether this information would be available for the same or 
equivalent model of car from the car manufacturer’s US or EU 
websites or operations, and if so why this information is not made 
available in Australia. 

 

If a car manufacturer supplied tool (including diagnostic tools) is required in 
2017 to complete the repair or service, the FCAI should: 

Not applicable 

 State whether it is available to purchase by independent repairers 
from the car manufacturer (and if not, detail why not); 

 

 If available, specify how it could be obtained and the cost of the 
tool. 

 

 



 

 



Item 

number
Make

Year / 

Model

Problem(s) the car 

presented with and 

presented with and 

further problems

during diagnosis/repair

Action taken to obtain 

information

Information 

required to conduct 

diagnosis and 

service / repair

Outcome Nissan Response

5 Nissan
X-Trail 

2016
Collision repair.

Contacted VACC, no 

information available 

online, checked online for 

OEM websites, blocked 

from accessing US and EU 

technical information.

Body dimension 

specifications
Unknown

Nissan Australia has reviewed its records and 

confirmed that it has not received any requests for 

the information listed. If the ACCC is able to 

provide further details, Nissan would be happy to 

make further enquiries in this regard.  Nissan is 

able to provide the requested data through the 

email link on the FCAI website. Cost of a body 

repair manual (which contains the relevant 

information) is dependant on the data volume and 

can range between $70 to $140. Provision can take 

between 3 - 5 days.

Attachment 5 - Nissan 



5 Nissan
X-Trail 

2017

Battery replacement / 

Replacing the battery 

however causes the 

car's accelerator and 

other systems to 

require calibration

Contacted Nissan and 

sought information from 

other official sources. 

Limited information from 

Nissan Australia's website or 

email contact. Unable to 

access EU or US Technical 

sites

Idle calibration 

procedure

Found information 

on a website on the 

internet not 

officially from 

Nissan 

Nissan Australia has reviewed its records and 

confirmed that it has not received any requests for 

this information.  If the ACCC is able to provide 

further details, Nissan would be happy to make 

further enquiries in this regard.The "procedure" 

specified here is not complex - it simply requires 

following the prompts through an appropriate 

diagnostic tool.  Although the workshop manual 

lists the use of the Nissan Diagostic tool (Consult 

3+), it may be possible to complete this task using 

generic scan tools.  The Consult 3+ is not available 

for purchase outside the Nissan dealer network, as 

this tool controls all security functions within the 

Nissan Anti-Theft System (NATS), including 

programming components responsible for both 

access and drive authorisation functions.  This can 

include functions such as erasing or programming 

keys, as well as others.



Attachment 6 – Mitsubishi 
 
The only item on the list relevant to Mitsubishi Motors is a matter of Heater core and dash removal 
procedure for Mitsubishi Triton. The information required to perform this repair is contained in the 
workshop manual for this model which is freely available for purchase at an authorised Mitsubishi 
Motors dealer. We do not publish such information on-line. Reference to on-line information in the 
US and EU are not relevant as both are LHD markets (Triton not sold in the USA regardless). 
 
There is no need for any special tools to perform this repair. 
 
Please let me know if there is anything else you require from me on this matter. 
 
Regards,  
Ashley Sanders 
 
. 

 
 



Attachment 7 - Chery 
 
If customers contact our dealers they will be assisted by the dealers or the dealer will seek 
information from Ateco as required to suit the customer needs. 
 
Regards 
 
 
 
Michael James 
 
National Service Manager 
 
Ph:    +61 02 8577 8084 
Mob: +61 418 164 983  
Ateco Automotive   
862-874 Elizabeth St, Waterloo  
NSW 2017 
 



Attachment 8 – Kia 
 
We would like to advise that we are currently working with our Headquarters in relation to the 
development & implementation of this site.  At this point in time, we anticipate that it will launched 
during the 3rd quarter.  With respect to the actual inquiry relating to the 2014 Rio (power 
distribution circuit) we require further specific information so we can assist with a response. 
 
Should you have any further questions in relation to this, please don’t hesitate to contact me. 
 
Regards 
 
 

  

 

Stephen Beatie  National Service Manager 

 

Kia Motors Australia Pty Ltd 

 

T +61 2 9701 1774 F +61 2 9701 

1777  E  sbeatie@kia.com.au 

 

   
 Please consider the environment before printing this 

email message. 
 

Disclaimer: This message contains confidential information and is 

intended only for . If you are not  you should not disseminate, 

distribute or copy this e-mail. Please notify  immediately by e-mail if 

you have received this e-mail by mistake and delete this e-mail from 

your system. E-mail transmission cannot be guaranteed to be secure 

or error-free as information could be intercepted, corrupted, lost, 
destroyed, arrive late or incomplete, or contain viruses. therefore 

does not accept liability for any errors or omissions in the contents 

of this message, which arise as a result of e-mail transmission. If 

verification is required please request a hard-copy version. 
 

mailto:sbeatie@kia.com.au
http://www.kia.com.au/
http://www.kia.com/au/cars/rio.html








Attachment 10 – Honda Response 

 

 

Honda Australia does not restrict access to service or body repair information to third parties 

(independent repairers or consumers). The information is available free of charge through the 

Honda dealer network. The third party can contact any dealer directly by phone or in person to 

request the information. They should expect to receive a response from the dealer within 

approximately 48 hours.  

 

The information available to third parties includes:   

 DTC information  

 Repair procedures  

 Body repair information  

Key and immobiliser code information is not available through this process as the vehicle must be 

connected to dealer specific equipment and be connectable to Honda Japan to code keys and 

immobilisers. The Honda specific diagnostic tool is not available for purchase outside Honda dealer 

network.  

 

Specifically for the Honda Odyssey (2015) example provided in Annexure A of the letter, a third party 

could contact the local Honda dealer and request the information (wiring diagram and testing 

procedure) or alternatively contact Honda Australia who could also provide the information through 

its customer relations department.  

 



Attachment 11 - Ford 

Q11 

Ford Ranger 2012 Timing chain required replacement. 

Replacing the timing chain caused a warning light to appear.  Timing kit purchased from Ford, but 

additional information not provided.  Rechecked the installation of the timing chain to ensure 

warning light was not triggered by incorrect fitment.  Timing parameters need to be reset via the 

ECU.  Additional labour costs incurred by the mechanic and time costs by the consumer. 

 Answer Q11 - Applying item vii, x, xi, xii of the FCAI Code - we do not share diagnostic software or 

hardware with Independent Repairers. 

1. Access to repair information is available through our after-market website 

Motorcraftservice.com 

2. Diagnostic software contains emission and security access that needs to be restricted to 

ensure correct vehicle operation and customer protection from vehicle theft. 

 

Regards, 

Mark Cruse 

Service engineering Manager 

Ford Motor Company 

Australia and NZ 

mcruse@ford.com 

+613 8301 2910 









Attachment 13 - Ford 

Q13 

Ford Fiesta 2012 Car towed to mechanic with a no drive fault. No communication with the car’s 

automatic transmission ECU. 

Automatic transmission ECU replaced, but had no software access to reprogram the ECU. Attempted 

to access programming data.  Software/diagnostic tool required to access the ECU and to reprogram 

it. Car was towed to a Ford dealer to install and reprogram the new ECU.  

Answer Q13 - Applying item vii, x, xi, xii of the FCAI Code - we do not share diagnostic software or 

hardware with Independent Repairers. 

1. Access to repair information is available through our after-market website 

Motorcraftservice.com 

2. Diagnostic software contains emission and security access that needs to be restricted to 

ensure correct vehicle operation and customer protection from vehicle theft. 

 

Regards, 

Mark Cruse 

Service engineering Manager 

Ford Motor Company 

Australia and NZ 

mcruse@ford.com 

+613 8301 2910 



Make Model Model Year
Problem(s) the car presented 

with and further problems 

during diagnosis/repair

Action taken to obtain 

information

Information required to 

conduct diagnosis and 

service/repairs

Outcome FCAI response Supporting Information
Direct Links to public information (Requires Subscription to Mazda 

Portal)

Mazda Mazda6 2015

Automatic transmission lubricant 

required replacement during a 

service.

Mechanics contacted Mazda and 

oil suppliers to try to determine 

the lubricant needed. Oil 

suppliers could not confidently 

state what lubricant was needed. 

Mazda was of no assistance.

Automatic transmission 

lubricant specifications.

Able to get lubricant 

after contacting 

multiple sources. 

Could not charge the 

additional time taken 

to the customer.

1. Unsure of date of occurrence as no information provided. This information is provided in the glovebox 

of every vehicle within the Owner's Manual.

Part number K020-W0-052E available to purchase from any Mazda Dealership in Australia and multiple 

major Oil Companies reference "Refer to Dealer" freely on their websites.

2. Prior to November 2nd, 2016 - no record of request for information received to 

customersupportadmin@mazda.com.au (FCAI official link)

3. November 2nd 2016 (onwards) - www.mazdamanuals.com.au launched providing this information 

through direct user link access to full workshop manual (in addition to existing Owner Manual 

information)

ATTACHMENT 5 - Relevant Owner's Manual 

reference showing correct Mazda fluid

ATTACHMENT 6 - Relevant Workshop Manual 

screenshot showing same recommendation as 

Owner Manual

Mazda - https://mazdamanuals.com.au/wsm-secure/WSM/D9H4-1A-

16H_Ver7/esicont/srvc/html/id0517h1118600.html

Castrol - http://www.datateck.com.au/lube/castr_au/#idNote12

Valvoline - http://www.datateck.com.au/lube/valv_auMS/

Shell - http://www.shell.com.au/motorists/oils-

lubricants/lubematch.html#iframe=L2F1L2VuX0dCL2VxdWlwbWVudC9jYXJzL21

hemRhLzZfZ2pfMl81aV9za3lhY3Rpdl9nXzI1XzZfMmY2Z3kzWnlwOA==

Attachment 14 - Mazda Response



Attachment 15 - Holden Response 

Overall, we have made service repair information and diagnostics available by subscription since 

2009 and we update the information as we release new models in the Australian market.  Regarding 

the 3 vehicles cited in the letter from the ACCC, we can confirm that repair and diagnostic 

information is available by subscription and can be accessed online as shown in the attachment and 

current costs are also shown.  We can also confirm that independent repairers are able to buy the 

tools which our Dealer network use from the supplier Bosch and in particular this includes the 

Diagnostic Interface Module (MDI).  The costs can be obtained direct from the supplier. 

We ultimately want the owners of our vehicles to be able to enjoy their Holden ownership 

experience and be able to maintain their car no matter where they choose to service. For this reason 

we certainly are more than willing to assist independent repairers seeking information.  In 2012, as a 

result of industry feedback and in addition to making a subscription service available, we put in place 

a dedicated resource and email address to help repairers with questions about our procedures or 

troubleshoot specific issues through our engineering teams.  The email address is 

holden.repairinfo@gm.com.  We continue to improve what we offer in this area and welcome 

feedback from the industry on how we can improve. 

Holden Service Information and Diagnostics 

All Special Service Tools are available from the GM tool supplier: Bosch Automotive Service 

Solutions.  

Prices are available on request. 

All Service Information and diagnostic applications are available from the following site: 

https://www.acdelcotds.com 

mailto:holden.repairinfo@gm.com
https://www.acdelcotds.com/


 



Service Information and Diagnostic applications and pricing.

 



There are concerns lodged by independent repairers regarding access to 

diagnostic and repair information for 2011 Barina, 2011 Cruze and 2012 

VE.  This information is available in the applications listed above and screen 

dumps are provide below.  

2011 Holden Barina Service Information 

 

2011 Holden Cruze Service Information 

 



2012 Holden VE Service Information

 

Service Diagnostics 

 

Global Diagnostic System 2 (GDS2) 

 

 

 

 

 

 

 

 

 



2011 Cruze Global Diagnostic System 2 (GDS2) 

 

 

Tech 2 / Tech2WIN 

2011 Barina  

 

 



 

2012 VE and WM Series 

 

Service Programming System (SPS) 

2011 Holden Barina SPS 

 

 

 

 

 



 

2011 Holden Cruze SPS 

 

2012 Holden VE Commodore 

 

 

 

 



Attachment 16 – Subaru Response 
 
As a quick overview however, based on the submission contained within 17GPC Asia Pacific, 
supplementary submission (April 2017), row 2:  
 
There is no practical or technical requirement for any immobiliser reprogramming to be conducted 
when the battery is disconnected on this model vehicle. 
 
Should there be any requirement for immobiliser reprogramming, the correct method is by Subaru 
immobiliser reprogramming software, which is contained within the Subaru diagnostic tool. 
 
Manufacturer Diagnostic tooling and security related information is excluded from the scope of the 
voluntary code of practice on access to service and repair information.  
 
Reference:  
B. Terms applying to access to repair information and special tool. 
2. Definitions 
(h) Repair information 
(x) Diagnostic service and repair information necessary to reset an immobiliser system or security 
related electronic modules. 
 
If you have any additional queries, please don’t hesitate to contact me directly. 
 
Sam 
 

Sam Hill 

 
Service & Parts Operations Manager 
 

Subaru (Aust) Pty Limited 
4 Burbank Place Baulkham Hills NSW 2153 
 

T +61 2 8892 9241 
M +61 434 656 440 
E sam.hill@subaru.com.au 
 

subaru.com.au 

 
 
 

mailto:sam.hill@subaru.com.au


Attachment 17 - Holden Response 

Overall, we have made service repair information and diagnostics available by subscription since 

2009 and we update the information as we release new models in the Australian market.  Regarding 

the 3 vehicles cited in the letter from the ACCC, we can confirm that repair and diagnostic 

information is available by subscription and can be accessed online as shown in the attachment and 

current costs are also shown.  We can also confirm that independent repairers are able to buy the 

tools which our Dealer network use from the supplier Bosch and in particular this includes the 

Diagnostic Interface Module (MDI).  The costs can be obtained direct from the supplier. 

We ultimately want the owners of our vehicles to be able to enjoy their Holden ownership 

experience and be able to maintain their car no matter where they choose to service. For this reason 

we certainly are more than willing to assist independent repairers seeking information.  In 2012, as a 

result of industry feedback and in addition to making a subscription service available, we put in place 

a dedicated resource and email address to help repairers with questions about our procedures or 

troubleshoot specific issues through our engineering teams.  The email address is 

holden.repairinfo@gm.com.  We continue to improve what we offer in this area and welcome 

feedback from the industry on how we can improve. 

Holden Service Information and Diagnostics 

All Special Service Tools are available from the GM tool supplier: Bosch Automotive Service 

Solutions.  

Prices are available on request. 

All Service Information and diagnostic applications are available from the following site: 

https://www.acdelcotds.com 

mailto:holden.repairinfo@gm.com
https://www.acdelcotds.com/


 



Service Information and Diagnostic applications and pricing.

 



There are concerns lodged by independent repairers regarding access to 

diagnostic and repair information for 2011 Barina, 2011 Cruze and 2012 

VE.  This information is available in the applications listed above and screen 

dumps are provide below.  

2011 Holden Barina Service Information 

 

2011 Holden Cruze Service Information 

 



2012 Holden VE Service Information

 

Service Diagnostics 

 

Global Diagnostic System 2 (GDS2) 

 

 

 

 

 

 

 

 

 



2011 Cruze Global Diagnostic System 2 (GDS2) 

 

 

Tech 2 / Tech2WIN 

2011 Barina  

 

 



 

2012 VE and WM Series 

 

Service Programming System (SPS) 

2011 Holden Barina SPS 

 

 

 

 

 



 

2011 Holden Cruze SPS 

 

2012 Holden VE Commodore 

 

 

 

 



Attachment 18 – Ford Response 

Q 2012 – Fairlane Transmission Replacement. 

1. The ZF Transmission comes pre calibrated from ZF and does not need calibration using Ford 
Tools 

2. If the owners transmission was overhauled then the TCM calibration is carry over and again 
no calibration would be needed. 

3. Separately if this is an immobilisation issue (reference “handshake”);  a transmission 
replacement does not require a ”Parameter Reset” which is for the immobilisation system to 
allow the car to start. 

 

In summary the IDS does not need to be used in a replacement of the ZF transmission fitted to this 

vehicle. 

 

 
Regards, 
Mark Cruse 
Service Engineering Manager 
Ford Motor Company 
Australia and NZ 
mcruse@ford.com 
+613 8301 2910 

 

mailto:mcruse@ford.com


Item 

number
Make Year / Model

Problem(s) the car 

presented with and 

presented with and 

further problems

during 

diagnosis/repair

Action taken to obtain 

information

Information 

required to 

conduct diagnosis 

and service / 

repair

Outcome Nissan Response

19 Nissan
Navara 

(diesel) 2012

Faulty fuel pump, 

replacement 

required. Special 

tool needed to 

replace the pump

Contacted Nissan dealer 

for the special tool - told 

it is made by exclusively 

by Bosch for Nissan. 

Neither Nissan nor Bosch 

would sell it to an 

independent repairer

Special tool to 

replace fuel pump

No work around was 

available. Time spent 

looking for the tool 

could not be 

recovered. Car had to 

be towed to a Nissan 

Dealer

Nissan Special tools are sourced and sold to Nissan 

Dealers by Bosch Australia. Each dealer has an 

account with Bosch and is free to purchase special 

tools as they require. Nissan Australia do not 

monitor or restrict the purchase of tools to its 

dealers, and does not restrict a dealer selling such a 

tool to an independent repairer  Nissan Australia is 

unable to provide a price for the tool, as there is, to 

our knowledge, no retail market for this tool, and 

as such no RRP.  The tool in question here is a 

simple device, and a brief internet seach using the 

key words "D40 fuel pump lock ring remover" 

resulted in many locally based suppliers that have a 

generic device available to perform this function.

Attachment 19 - Nissan Response 


	170510 FCAI Response to ACCC
	ACCC - Annexure A to FCAI information request April 2017
	Attachment 1 - Audi Australia Response to ACCC Letter
	Attachment 2 - Holden Response
	Attachment 3 - Mazda Response to April 2017 ACCC Query
	Attachment 3a - Mazda response
	Attachment 4 - Hyundai Response to April 2017 ACCC Query
	Attachment 5 - Nissan Response to April 2017 ACCC Query
	Attachment 6 - Mitsubishi Response to April 2017 ACCC Query
	Attachment 7 - Ateco Chery Response to April 2017 ACCC Query
	Attachment 8 - Kia Response to April 2017 ACCC Query
	Attachment 9 - Volkswagen Response April 2017 ACCC Query
	Attachment 10 - Honda Response to April 2017 ACCC Query
	Attachment 11 - Ford Response to April 2017 ACCC Query
	Attachment 12 - Volkswagen Response April 2017 ACCC Query
	Attachment 13 - Ford Response to April 2017 ACCC Query
	Attachment 14 - Mazda Response to April 2017 ACCC Query
	Attachment 15 - Holden Response
	Attachment 16 - Subaru response to April 2017 ACCC Query
	Attachment 17 - Holden Response
	Attachment 18 - Ford Response to April 2017 ACCC Query
	Attachment 19 - Nissan Response to April 2017 ACCC Query

