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Aim of this session

� Insights into updating the BVRLA Fair Wear & Standard                
and BVRLA Fair Wear & Tear Guidelines

� Share principles, process and procedure at end of contract: 
why customers complain and how the industry can improve 
its communication to customers – how our remarketing 
partners can help

� A look at what’s changing and why
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BVRLA Fair Wear & Tear Standard and 
Guidelines
Industry-wide accepted standard and best practice guidelines

� BVRLA’s Code of Conduct states members must provide pre- and post 

information about liabilities and charges, the vehicle collection process and 

inspection process and notify the customer’s rights if there is a dispute

� An industry benchmark, BVRLA can only recommend members adopt it – many 

members base their in-house version on it

� Customer-facing document which is referenced in customer contracts “as 

published from time to time”

� Reputation: BVRLA’s Fair Wear & Tear standard and guidelines are FAIR. 
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BVRLA Dispute Resolution Service: Leasing Sector –

Reasons customers complain
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Total Fleet Size by Service Type 2019
CARS LCV HGV TOTAL

RENTAL
281,920 168,970 23,747 474,637

CONTRACT HIRE
1,600,779 373,311 55,045 2,029,135

CONTRACT PURCHASE
12,876 14,273 2,638 29,787

FLEET MANAGEMENT
288,711 153,410 38,566 480,687

FINANCE LEASE
31,891 78,931 3,295 114,117

PERSONAL LEASING
1,844,312 51,585 1,549 1,897,446

4,060,489 840,480 124,840 5,025,809
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Any Questions?


