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The quality-of-work obligation has no technical content 

Paragraph 83 makes the insurer responsible for the quality of work and materials where it has 

selected and directly authorised a repairer, and routes complaints about workmanship through the 

complaints process. This is a liability-allocation and conduct provision. It does not require the physical 

work (e.g. in restoration, the drying, the decontamination, the remediation) to meet any recognised 

technical standard. A consumer is therefore protected as to who bears responsibility, but not as to the 

standard the work itself must achieve. 

Across the redrafted Code, the Comparison Table and the Vulnerability Guidance, there is no 

reference to any Australian Standard, building code or industry workmanship standard for restoration 

or remediation. Every use of the word “standard” refers either to the Code's own conduct obligations 

or to general competency and licensing. The quality of the actual work is left unanchored. 

Recognised Australian Standards now exist and should be referenced 

The redrafted Code requires that work be performed to a standard of “quality” but does not define that 

standard by reference to any recognised technical benchmark. An undefined quality obligation is 

difficult for a consumer to enforce and difficult for a provider to demonstrate compliance against. The 

Code should close this gap by requiring, at a minimum, that all works be completed in accordance 

with the relevant Australian Standards, and with recognised international standards where no 

applicable Australian Standard exists. This approach is technology-neutral and applies across the 

entire claims supply chain: building and related trades already work to the National Construction Code 

and their own Australian Standards, and restoration and remediation are now covered by AS-IICRC 

S500 and AS-IICRC S520. Because these are Australian Standards adopted through Standards 

Australia, referencing them is consistent with how the Code already treats other regulated work, 

rather than the adoption of any single provider’s proprietary benchmark. The same approach can 

extend to applicable industry codes of practice, which put these standards into day-to-day operation: 

RIA’s own Code of Practice (RICOP), for example, already binds its subscribers to work in 

accordance with the relevant Australian and ANSI/IICRC Standards, to hold professional certification, 

and to flow those obligations down to any subcontractors they engage. RICOP is offered not as a 

benchmark the Code should adopt, but as evidence that an industry code can carry precisely the 

technical content the redrafted Code presently leaves unstated. 

This gap can now be closed. Two Australian Standards, adopted by Standards Australia and 

developed with the IICRC and RIA, provide evidence-based, nationally recognised benchmarks 

squarely relevant to insured property claims: 

• AS-IICRC S500:2025 (water damage restoration) sets out procedures for categorising water 

intrusion, identifying microbial and health risks, applying drying science, and documenting, 

monitoring and validating the work. 

• AS-IICRC S520:2025 (mould remediation) sets out procedures and precautions for assessment, 

containment, engineering controls, contamination management and validation in residential, 

commercial and institutional buildings. 

These Standards were adopted precisely because Australia previously lacked nationally recognised 

benchmarks, which led to inconsistent practice, scope disputes, health risks and incomplete drying or 

remediation, often resulting in significant rework. They are already being adopted by the market: 

leading insurers began referencing them from 2025, and they are increasingly relied upon by the 

parties when scoping work and, where disputes arise, are commonly cited. It is incongruous for the 

Code to hold restorers to conduct obligations while remaining silent on the recognised technical 

standards that the parties to a claim increasingly apply in practice. 












