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S T R AT EG I C  O B J EC T I V E

To  e v a l u a t e  t h e  c o n t i n u i n g  
i m p a c t  o f  t h e  C O V I D - 1 9  

p a n d e m i c  o n  t h e  A u s t r a l i a n  
a f t e r m a r k e t  w o r k s h o p  

s e c t o r  i n  J u l y,  i d e n t i f y i n g  
i n s i g h t s  t h a t  t h e  A A A A  c a n  

l e v e r a g e  t o  i n f o r m  a n d  
e d u c a t e  i n d u s t r y  o p e r a t o r s ,  
a n d  a l s o  a d v o c a t e  o n  b e h a l f  

o f  t h e  i n d u s t r y.

O B J E C T I V E S
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M E T H O D O L O G Y

This phase of COVID-19 tracking research will provide an updated view of Australian aftermarket automotive workshops, unpacking their experience as the 
industry continues to operate through the pandemic

R E S E A R C H  M E T H O D O L O G Y

S A M P L E

M A Y :  N = 3 1 7
J U L Y :  N = 2 1 6

A U T O M O T I V E  B U S I N E S S E S

Sample was sourced from the AAAA’s 
membership base, and associated networks

O R I G I N A L  W A V E :  
M A Y  2 0 2 0

• 10-minute online survey

• Fieldwork was conducted 
between 4th – 25th May 2020

T R A C K E R  W A V E :  
J U L Y  2 0 2 0

• 5-minute online survey of select 
questions from the original wave, 
with adjustments to reflect the 
changing climate

• Fieldwork was conducted between 
7th – 21st July 2020
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S A M P L E

Total Sample: May (n=317. Qualified Sample: n=283.) July (n=126. Qualified Sample: n=173) 
S1. Which of the following best describes your business? S2. What is the main focus of your business? S3. Where is your business located? S4. Including 
yourself, how many employees does your business currently employ? 

While independent workshops still make up the majority of our sample, chain workshops are more prominent in this wave – this will largely relate to the 
different approach being used to distribute the survey

W O R K S H O P  T Y P E

32%
(-25%)

32%
(+14%)

16%
(+2%)

20%
(+9%)

I N D E P E N D E N T  
W O R K S H O P

C H A I N
W O R K S H O P

F R A N C H I S E  
W O R K S H O P

O T H E R

NSW/ACT
21%
(-7%)

VIC/TAS
27%

(+2%)

QLD
33%

(+6%)
WA/SA/NT

19%
(-1%)

5 9 %  M E T R O 4 1 %  R E G I O N A L

L O C A T I O N

(+11%) (-11%)

N U M B E R  O F  E M P L O Y E E S

7% 24% 37% 32%

0 - 2  
E M P L O Y E E S

3 - 4  
E M P L O Y E E S

5 - 9
E M P L O Y E E S

1 0 +
E M P L O Y E E S

Note: After this slide, all analysis will be filtered to workshops only. 



IMPACT OF COVID-19
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C U R R E N T  B U S I N E S S  O U T L O O K

Base: May (Qualified n=283, NSW/ACT n=80, VIC/TAS n=71, QLD n=74, WA/SA/NT n=58). July (Qualified n=173, NSW/ACT n=39, VIC/TAS n=43, QLD n=61, 
WA/SA/NT = 30). 
Q1. To begin with, which of the following best describes your current business outlook?

The sector is clearly in a better place now than we saw in May, with most workshops back to (or even exceeding) their pre-COVID levels of activity; Victoria 
(and to a lesser extent NSW) are the outliers here, with the ongoing issues and lockdowns limiting the level of servicing activity

N S W / A C T V I C / T A S Q L DA U S W A / S A / N T

M A Y J U L Y M A Y J U L Y

23%
27%

38%

64%

36%

10%
3%

21%
28%

33%

65%

44%

8%
3%

12%
20%

30%

72%

53%

8% 5%

30%
34%

41%

58%

28%

8%
2%

27%24%

50%60%

20%
16%

3%

We are busier 
than we were 
prior to 
COVID-19

We are back to 
business as 
usual

We are still 
impacted in the 
short term, but 
we’ll get 
through it

We’re severely 
impacted over 
the long term

M A Y J U L Y M A Y J U L Y M A Y J U L Y

C U R R E N T  B U S I N E S S  O U T L O O K
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C H A N G E  I N  N U M B E R  O F  S TA F F

Base: May (Qualified n=283, NSW/ACT n=80, VIC/TAS n=71, QLD n=74, WA/SA/NT n=58). July (Qualified n=173, NSW/ACT n=39, VIC/TAS n=43, QLD n=61, 
WA/SA/NT = 30). 
Q3. When do you believe the number of staff in your workshop will return to pre COVID-19 levels?

Despite this, few have however re-employed members of staff they let go during the pandemic – this most likely signifies a level of caution remains around 
the future (in the case of further outbreaks), but some will have also introduced new, more efficient processes into their business

R E T U R N  T O  P R E - C O V I D - 1 9  S T A F F  L E V E L S

N S W / A C T V I C / T A S Q L DA U S W A / S A / N T

M A Y J U L Y M A Y J U L Y

3%
12%

69%

63%

28% 25%

3% 5%

71% 69%

27% 26%

3% 5%

70% 65%

28% 30%

6%

21%

69%

59%

25%
20%

2%
10%

64%

60%

34% 30%

More Staff 
than before 
COVID-19

No Change

Less Staff 
than before 
COVID-19

M A Y J U L Y M A Y J U L Y M A Y J U L Y
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T R A D I N G  H O U R S

Base: May (Qualified n=283, NSW/ACT n=80, VIC/TAS n=71, QLD n=74, WA/SA/NT n=58). July (Qualified n=173, NSW/ACT n=39, VIC/TAS n=43, QLD n=61, 
WA/SA/NT = 30). 
Are your opening hours back to what they were pre-COVID-19?

Reflecting the increased demand that we’re seeing, and the generally looser restrictions, workshops have largely returned to their ‘typical’ operating hours

C H A N G E S  I N  O P E N I N G  H O U R S

N S W / A C T V I C / T A S Q L DA U S W A / S A / N T

%  W H O  R E D U C E D
T H E I R  O P E R A T I N G  

H O U R S  I N  M A Y

%  W H O  S T I L L  H A V E  
R E D U C E D  O P E R A T I N G  

H O U R S  I N  J U L Y

2 2 % 2 0 % 3 2 % 1 2 % 2 6 %

9 % 0 % 1 6 % 7 % 1 3 %

- 1 3 % - 2 0 % - 1 6 % - 5 % - 1 3 %
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93%

80%

90%

77%

88%

74%

95%

89%

100%

77%

90%

73%

95%

64%

90%

75%

81%

77%

95%

79%

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

S E R V I C E S  O N  O F F E R

Base: May (Qualified n=283, NSW/ACT n=80, VIC/TAS n=71, QLD n=74, WA/SA/NT n=58). July (Qualified n=173, NSW/ACT n=39, VIC/TAS n=43, QLD n=61, 
WA/SA/NT = 30). 
Q8. Which of the following services has your business introduced, or is planning to introduce, to reduce the impact of the COVID-19 crisis? - INTRODUCED

Workshops are supporting this growth by maintaining their ‘COVID-safe’ servicing offer, giving customers confidence that it is safe to have their vehicle 
serviced

E N H A N C E D  S E R V I C E

N S W / A C T V I C / T A S Q L DA U S W A / S A / N T

Sanitising vehicle 
interiors

Non-contact vehicle 
pick-up and drop-off

MAY
JULY
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35%

25%

23%

21%

38%

28%

39%

26%

45%

28%

32%

33%

15%

28%

26%

28%

34%

36%

60%

40%

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

S E R V I C E S  O N  O F F E R

Base: May (Qualified n=283, NSW/ACT n=80, VIC/TAS n=71, QLD n=74, WA/SA/NT n=58). July (Qualified n=173, NSW/ACT n=39, VIC/TAS n=43, QLD n=61, 
WA/SA/NT = 30). 
Q8. Which of the following services has your business introduced, or is planning to introduce, to reduce the impact of the COVID-19 crisis? - INTRODUCED

Similarly, we’re seeing additional services being introduced in response to the current crisis – it’s particularly positive to see the level of support the 
industry is able to provide to essential workers in WA / SA / NT as they've brought the situation more under control

A D D I T I O N A L  S E R V I C E S  I N T R O D U C E D

N S W / A C T V I C / T A S Q L DA U S W A / S A / N T

Complimentary services 
for essential workers 

(e.g. medical staff)

Express services (e.g. 
shorter ‘essential’ 

safety checks)

MAY
JULY



GOVERNMENT SUPPORT
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G O V E R N M E N T  R E S P O N S E

Base: May (Qualified n=283, NSW/ACT n=80, VIC/TAS n=71, QLD n=74, WA/SA/NT n=58). July (Qualified n=173, NSW/ACT n=39, VIC/TAS n=43, QLD n=61, 
WA/SA/NT = 30). 
Q11. How satisfied are you with the way the Australian Federal Government has managed the COVID-19 crisis overall so far?

Support for the government’s response is unsurprisingly mixed across the country – with that said, while Victorians are the least satisfied, they are still 
largely positive about how the crisis has been managed

S A T I S F A C T I O N  W I T H  G O V E R N M E N T  R E S P O N S E

Extremely 
satisfied

Somewhat 
Satisfied

Neither

Somewhat 
Dissatisfied

Extremely 
Dissatisfied

N S W / A C T V I C / T A S Q L DA U S W A / S A / N T

2% 3%
7% 8%
6%

9%

49% 43%

36% 38%

3% 3%
8% 5%

4% 10%

50%
51%

36% 31%

4% 2%

6% 12%
7%

16%

51%
33%

32%
37%

5%9%
7%

5%
7%

50% 41%

35%
41%

3% 3%
7% 7%

7%

43%
50%

40% 40%

M A Y J U L Y M A Y J U L Y M A Y J U L Y M A Y J U L Y M A Y J U L Y

+75% +69% +76% +74% +73% +56% +76% +70% +72% +80%Net Difference 
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G O V E R N M E N T  R E S P O N S E

Base: AAAA Data: May Qualified n=283, July Qualified n=173. SME Tracker Data May n=1513, July n=654. 
Q11. How satisfied are you with the way the Australian Federal Government has managed the COVID-19 crisis overall so far?

These results are in stark contrast to the broader business community, with the overall numbers driven down by ‘non-essential’ sectors concerned about 
their ability to survive extended disruptions 

S A T I S F A C T I O N  W I T H  G O V E R N M E N T  R E S P O N S E

Extremely 
satisfied

Somewhat 
Satisfied

Neither

Somewhat 
Dissatisfied

Extremely 
Dissatisfied

B U S I N E S S  T R A C K E RW O R K S H O P S

M A Y J U L Y M A Y J U L Y

2% 3%
7% 8%
6%

9%

49% 43%

36% 38%

4% 3%

9% 9%

21% 22%

42% 47%

24% 20%

“We, ie: small business’ 
like to stand on our 

own, and are proud of 
it, but the government 
support has definitely 

been a big asset 
through this very tough 
time. We have kept our 
staff on throughout and 

are so thankful”
(QLD Workshop)

+75% +69% +53% +55%Net Difference 
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78%

52%

34%

48%

33%

66%

27%

49%

34%

43%

47%

74%

58%

65%

59%

59%

70%

60%

46%

66%

67%

77%

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

MAY

JULY

G O V E R N M E N T  S T I M U L U S  P A C K A G E S

Base: May (Qualified n=283, NSW/ACT n=80, VIC/TAS n=71, QLD n=74, WA/SA/NT n=58). July (Qualified n=173, NSW/ACT n=39, VIC/TAS n=43, QLD n=61, 
WA/SA/NT = 30). Has an apprentice and less than 20 employees: May n=136, July n=80. Q13. Which of the following Government stimulus and support measures 
will your business use to help you through the COVID-19 crisis?

Ultimately, satisfaction with the government’s response largely comes down to the sector’s ability to tap into the support packages on offer – key here will 
be the impact as JobKeeper access becomes more restricted in October, with workshops needing to ensure they are not relying on this to survive

G O V E R N M E N T  S T I M U L U S  P A C K A G E S  U S E D / W I L L  U S E

Wage subsidy of 50% of an apprentice’s or trainee’s wage *
for up to 9 months from 1 January 2020 to 30 September 

2020. Accessible to businesses with less than 20 employees
(*NB: data has been filtered only to workshops who have an 

apprentice, and have less than 20 employees.)

$1,500 JobKeeper payment.
A $1,500 (before tax) per fortnight per employee wage 

subsidy paid through employers to the employee and 
administered by the ATO.

Government Investment Incentives (e.g. Instant asset write 
off, and accelerated depreciation deductions)

N S W / A C T V I C / T A S Q L DA U S W A / S A / N T

MAY
JULY

JULY

S M A L L  B A S E  S I Z E S



WHERE TO FROM HERE
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Significantly 
Better

Slightly Better

No Change

Slightly Worse

Significantly 
Worse

Don’t Know/ 
too hard to 
predict

C O V I D - 1 9  I M P A C T  O N  R E V E N U E  B Y  R E G I O N

Base: May (Qualified n=283, NSW/ACT n=80, VIC/TAS n=71, QLD n=74, WA/SA/NT n=58). July (Qualified n=173, NSW/ACT n=39, VIC/TAS n=43, QLD n=61, 
WA/SA/NT = 30). 
Q2. Where do you expect your revenue to be in 4 weeks’ time, compared to today?

Looking to the future however, we can see that while WA / SA / NT have returned to parity, QLD and NSW are still recovering, and Victorian workshop 
operators feel that the worst is yet to come – they are likely to need substantial support to maintain viability through this challenging period

E X P E C T E D  R E V E N U E  I N  4  W E E K S

9% 6%

31%

20%

30%
49%

14%
11%

3%
6%

13% 8%

M A Y J U L Y

9% 5%

34%

21%

34%
62%

8%

3%
3%

3%
14%

8%

M A Y J U L Y

10%

32%

14%

31%

37%

15%

26%

3%

14%

8% 9%

M A Y J U L Y

8% 11%

27%
26%

31%

44%

18%

3%3%
5%

14% 10%

M A Y J U L Y

10% 7%

29%

13%

21% 60%

19%

17%

5%

16%

3%

M A Y J U L Y

N S W / A C T V I C / T A S Q L DA U S W A / S A / N T

+22% +9% +33% +21% +24% -26% +15% +30% +16% +3%Net Difference 
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Significantly 
Better

Slightly Better

No Change

Slightly Worse

Significantly 
Worse

Don’t Know/ 
too hard to 
predict

C O V I D - 1 9  I M P A C T  O N  R E V E N U E

Base: AAAA Data: May Qualified n=283, July Qualified n=173. SME Tracker Data May n=1513, July n=654. 
Q2. Where do you expect your revenue to be in 4 weeks’ time, compared to today?

Comparing our data to the SME tracker, we can see that the results have returned to be more in line with the overall business community – with that said, 
depending on where they are in the country, we know that 'no change' is more likely to be a positive result for workshops than many other businesses

E X P E C T E D  R E V E N U E  I N  4  W E E K S

Net Difference 

B U S I N E S S  T R A C K E RW O R K S H O P S

M A Y J U L Y M A Y J U L Y

9% 6%

31%

20%

30%
49%

14%
11%

3%
6%

13%
8%

4% 3%

23%
20%

49%
49%

11%
13%

6%
6%

7% 10%

+22% +9% +10% +4%

“Even though we are 
trading well at the 

moment, my feeling is 
at the end of Job 

Keeper/Job seeker 
business will slow 

dramatically”
(NSW Workshop)
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Base: May (Qualified n=283, NSW/ACT n=80, VIC/TAS n=71, QLD n=74, WA/SA/NT n=58). July (Qualified n=173, NSW/ACT n=39, VIC/TAS n=43, QLD n=61, 
WA/SA/NT = 30). 
Q14. What other help or support does your business need?

H E L P  A N D  S U P P O R T  N E E D S

This is driving a continued demand for external support (from any of the numerous industry stakeholders - government, peak bodies, franchisors, etc…)

O T H E R  H E L P  A N D  S U P P O R T  N E E D E D

20%

11%

8%

11%

3%
2%

18%

8%
7%

4%
2% 2%

Faster and more flexible
government help

More customers and easing of
lockdown measures

Industry Advertising More information/help around
entitlement/options

Rent-relief legislation Help from franchisor

M
A

Y

JU
LY

M
A

Y

JU
LY

M
A

Y

JU
LY

M
A

Y

JU
LY
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58%

51%

61% 62%
60%

77%

67%

77%
80%

83%

S E R V I C E S  O N  O F F E R

Base: May (Qualified n=283, NSW/ACT n=80, VIC/TAS n=71, QLD n=74, WA/SA/NT n=58). July (Qualified n=173, NSW/ACT n=39, VIC/TAS n=43, QLD n=61, 
WA/SA/NT = 30). 
Q8. Which of the following services has your business introduced, or is planning to introduce, to reduce the impact of the COVID-19 crisis? - INTRODUCED

Alongside the desire for external support, many workshops are actively promoting their services to existing customers – despite this the more co-
ordinated, industry-led efforts that we’re seeing will remain critical when it comes to reaching the broader community

M A R K E T I N G  I N T R O D U C E D

N S W / A C T V I C / T A S Q L DA U S W A / S A / N T

MAY
JULY

M
A

Y

JU
LY

M
A

Y

JU
LY

M
A

Y

JU
LY

M
A

Y

JU
LY

M
A

Y

JU
LY

SMS Messaging to 
customers informing them 

that you are open for 
business



SUMMARY
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S U M M A R Y

Our key themes can be summarised across these three topic areas

S U M M A R Y  T H E M E S

I M P A C T  O F  
C O V I D - 1 9

The industry is open, with many 
workshops recovering the business they 
lost during the lockdowns.

They are however having to do more 
with less, in many cases being back at 
'normal' opening hours, but having less 
staff available

Victoria is the most significant concern –
the ongoing impact of the pandemic is 
clearly visible, with workshop operators 
expecting it to get worse before it gets 
better. They will need a significant level 
of support to rebuild their businesses 
off the back of this.

G O V E R N M E N T
S U P P O R T

The aftermarket is generally positive 
when it comes to the role government 
has played in their recovery – this is 
underpinned by broad access to 
financial support across JobKeeper, 
wage support for apprentices, and 
investment incentives.

The main concern here though is the 
potential impact in late September (as 
eligibility criteria tighten, and dollar 
amounts fall) - a number of businesses 
will lose access to government support 
at that point in time.

W H E R E  T O
F R O M  H E R E

While the automotive aftermarket is 
generally positive, significant concerns 
remain about the potential impact in 
the case of further outbreaks / 
lockdowns – Victoria provides a clear 
view of how quickly this can flare up

Workshops are therefore looking for 
continued support from 
industry stakeholders – while they are 
effectively communicating with their 
base, the broader community must 
remain confident that their servicing and 
maintenance needs can be met
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