
VACC Roadside Assist - Terms and
Conditions
VACC Roadside Assist (Roadside Assist) is a dedicated light vehicle roadside assistance service for
those times Your vehicle has mechanical, electrical or other issues that results in a Breakdown.

Roadside Assist is available 24 hours a day, 365 days a year, right across Australia.

You must read these terms and conditions carefully as Roadside Assist will only be provided on these
Terms and Conditions (which contain certain exclusions and limitations).

The only terms which are binding are those set out in these Terms and Conditions or otherwise
agreed to in writing by Us and those, if any, which are imposed by law which cannot be excluded.

These Terms and Conditions are current as of 7 October, 2019 but may be different when You buy or
renew Roadside Assist.

Registration and Payment
Roadside Assist is available for purchase from VACC Members or directly from the VACC Roadside
Assist website. Your details and those of Your Vehicle must be registered at
vaccroadsideassist.com.au.

Once registration and payment have been finalised, Your Roadside Assist information will be
transferred and uploaded to the Breakdown Service Provider systems. The transfer and upload
process can take up to 7 Days.

You will be notified by email when Your Roadside Assist is ready to use.

Please note: VACC Roadside Assist will not be available for use until Your details and Your vehicle
details have been successfully uploaded onto the provider's system and You have received an email
confirming this.

What to do if you need help
Contact the 1300 phone number listed on the Roadside Assist card, have Your Roadside Assist
number (it's also on the card), Your Vehicle's registration details and Your contact details ready.
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Our friendly Roadside Assist Operations Co-Ordinator will, confirm your details, ask what the issue is,
where You are and check if You are safe. They will then co-ordinate assistance in line with these
terms and conditions.

Important Information:

VACC Roadside Assist cannot be purchased and used as an emergency Breakdown service for a
Vehicle that has a Pre-existing Condition.

If at the time, or prior to the purchase of Roadside Assist, Your Vehicle is experiencing a Breakdown
situation that requires roadside assistance, it is recommended that You do not purchase Roadside
Assist as an intended solution. In these cases service will be refused or at Your discretion supplied at
Your cost.

Your Safety
Once you have called for assistance, it is important that You remain with Your Vehicle if it is safe to do
so. Do not stand on the roadway or in traffic and turn the hazard lights on if possible. Should
Roadside Assist arrive at the scene of the Breakdown and the Vehicle is unattended, We will be
unable to a carry out any work and payment may be required for any subsequent request for
assistance with the same incident. If You require assistance but have left Your Vehicle for safety (or
any) reasons, You must advise the Roadside Assist Operations Co-Ordinator at the time of the initial
call.

How Roadside Assist will assist you
Technical Advice

Roadside Assist Operations Co-Ordinators may provide general technical advice, over the phone,
about the operation of your vehicle that may assist you to mobilise your vehicle. Such advice may
include but is not limited to any safety warnings or lights that may appear, or technical and
mechanical information regarding the Vehicle.

Roadside Assistance

If Our Operations Co-Ordinator is unable to assist You over the telephone, Roadside Assist will
dispatch a Service Provider who may carry out minor roadside repairs on Your Vehicle to facilitate the
immediate mobilisation of the Vehicle.

Roadside Assist will rectify, where it is possible and safe to do so at the roadside, common
Breakdown related problems such as inflation of a flat tyre, replacement of a flat tyre with the
Vehicle's Serviceable Spare and jump-starting of a flat battery.

However, if major parts or factory diagnostic equipment are required, the Vehicle will be transported to
the nearest Nominated Repairer. If Your Vehicle is transported, Roadside Assist is not responsible for
any costs for work carried out by a Nominated Repairer and all repairs and costs are Your Copyright 2021 by VACC | Terms of Use (http://vacc.com.au/Terms-of-Use/) | Privacy
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responsibility.

Parts Replacement

Roadside Assist may arrange for the supply and fitment of emergency parts to effect mobilisation of a
Vehicle. You will be responsible for all costs of all parts used, such as, hoses, fluids, lubricants, nuts,
bolts, electrical components, etc.

Flat Batteries

Roadside Assist will provide a "jump start" and any other practical assistance at the roadside to start
the Vehicle. Where the Vehicle cannot be made mobile at the roadside and where a new battery is
required, the mobile delivery of a replacement battery will be arranged at Your expense or the Vehicle
will be towed to a Nominated Repairer.

Flat Tyre

If Your Vehicle has a flat tyre, We will change it with Your Serviceable Spare tyre, or if necessary
transport the Vehicle to the Nominated Repairer. Should additional services be required beyond this
due to multiple flat tyres, the spare tyre being unserviceable, replacement wheel studs/nuts not being
available or locking wheel nut key not available, towing will be provided up to the towing limits
specified below.

Emergency Fuel

Roadside Assist will arrange for either the delivery of an emergency supply of fuel where able to, and
where government regulations permit, or transport the Vehicle to the nearest refuelling station. You
will be responsible for the cost of fuel supplied.

Lost or Locked Keys

Where the key has been lost or stolen, or has been locked inside the Vehicle, subject to proof of
ownership, Roadside Assist will either arrange for the spare key to be delivered to You or arrange for
a locksmith to attend. 
 
In the event You insist the Vehicle be broken into to recover keys locked inside the Vehicle, neither
Roadside Assist nor the Service Provider will, under any circumstances, be responsible for any loss
or damage that occurs to the Vehicle as a result. Due to Service Provider limitations, this service may
not be available in all cases. 
 
You will be responsible for any costs in excess of $150 incl GST incurred in the provision of this
additional service. If the cost of the service is in excess of $150 incl GST, You will be required to pay
in full at time of this additional service and will then be paid up to $150 incl GST by reimbursement.

Towing
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In the event the Your Vehicle is immobilised or is not safe to drive, Roadside Assist will transport the
Vehicle to the nearest Nominated Repairer. The included towing allowance will be up to twenty five
(25) kilometres in metropolitan areas, and up to one hundred (100) kilometres all other areas. You will
be responsible for all towing costs in excess of the included towing allowance distance entitlement in
line with the attending Service Provider rate.

If You choose an alternate destination than the nearest Nominated Repairer, this may be provided at
Your discretion and at Your cost.

You must inform Us at the time of the original Breakdown call that You are towing a trailer or caravan,
as You may be liable, at the time of service, for any additional specialist activities required in the act of
transporting any towed trailer, caravan or vehicle that is not covered by Roadside Assist.

If the Vehicle is towed and stored after hours at a secure facility, You will be liable for cost of any
applicable storage charges and the subsequent second tow.

Exclusions and Limitations
Only one Vehicle can be registered per each Roadside Assist registration on the Roadside Assist
website.

This Roadside Assist is not an insurance contract, vehicle extended warranty or personal injury
contract but rather an agreement to provide limited services in certain circumstances. Those
circumstances are as set out above.

Any attempt to bundle Roadside Assist with any form of Insurance will be null and void.

Roadside Assist Operations Co-Ordinator will be available by telephone in English only.

To the extent permitted by law, Roadside Assist will not be liable to any person for any indirect,
special or consequential loss or damage in connection with the Roadside Assist whether in contract,
tort (including negligence), statute or otherwise.

Roadside Assist does not cover vehicles that are:
a) a) Modified for racing, trials, or rallying or any Accident or any claim for Service has arisen in
respect of such races, trails, rallies or participation in such activities;

b) b) Carrying more passengers or towing a greater weight than that for which it was designed
as stated in the manufacturers specifications or arising from or connection with the improper,
unauthorised, reckless or negligent operation of the Vehicle or misuse of the Vehicle;

c) Not regularly serviced in accordance with the manufacturer’s instructions;

d) Not being registered on the Roadside Assist system where Customer data is stored;
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f) Outside the Service Area;

g) Is unattended;

h) h) Bogged, except where access is available and is trafficable by a two-wheel drive recovery
vehicle and no other specialist equipment is necessary. Should specialist equipment and/or
towing become necessary You shall be responsible for all costs. Drivers will be advised of this
condition before the service is provided and provision of this service is at Our discretion.

i) (i) are rented or hired; (ii) are taxis or limousines (iii) are over 3.0 tonnes;

j) Containing animals or livestock;

k) Carrying dangerous goods as defined under the Dangerous Goods Act 1985 (Vic) including
explosive, flammable, combustible, toxic, radioactive, corrosive or other dangerous goods.

l) Vehicles driven by a person who does not hold a valid licence issued by a competent
authority.

Roadside Assist does not cover calls, or is not
responsible for costs, resulting from:

a) Mechanical Breakdown due driver negligence (including but not limited to filling the fuel
system with the incorrect fuel type), deliberate mis-use or failure to repair known Vehicle faults.
In such cases, assistance will still be provided however the Customer shall be responsible for
all costs;

b) Connections with a Vehicle manufacturer's recall;

c) Unauthorised repairs or from faulty workmanship;

d) The fitting of accessories to the Vehicle which are not genuine or are not from the original
manufacturer or which are not approved by the manufacturer;

e) The Vehicle being involved in an accident with another vehicle or object or an attempted
break in or theft of the Vehicle;

f) Where the Vehicle is immobile in a workshop undergoing repairs or undergoing mechanical
or electrical repairs at the Customers' premises.

Roadside Assist is not responsible for:

g) Loss or damage directly or indirectly occasioned by or happening or in consequence of war,
invasion, act of God, act of foreign enemies, hostilities whether war be declared or not, civil
war, rebellion, insurrection, terrorism, military and usurped power, riot, or civil commotion or
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sabotage or any other events (whether falling into the same genus, species, class or category
as the foregoing or not) beyond the control of the Customer or the person operating or having
control of the Vehicle at the time of the Accident.

h) Any damage to or theft of objects and accessories which are left in or outside the Vehicle.

i) Any costs and expenses (or any increased costs or expenses) incurred in connection with or
as a result of:

I.The Vehicle not being registered on the Roadside Assist system where Customer data
is stored;

II.The Vehicle being unregistered;

III.The Vehicle being outside the Service Area;

IV.The Vehicle being unattended;

j) Any costs associated with work carried out by a Nominated Repairer. All repairs and costs
for repairs undertaken by the repairer are the Customers’ responsibility.

Fair Use
Provision of service can be denied where the Customer has requested Services in respect of a
Vehicle more frequently than is reasonable as determined by Us.

There is no set limit to the number of requests for assistance per Vehicle that You may make.
However, if We consider that that You have requested Roadside Assist in respect of a Vehicle more
frequently than is reasonable, or if We determine that the Breakdown is due to a Pre-existing
condition with the Vehicle, or the Vehicle is not in a sound mechanical and Roadworthy condition, any
further requests for assistance may be refused or provided for an additional fee.

You may also be requested to ensure that the Vehicle is placed in a sound mechanical and
Roadworthy condition (including obtaining a certificate demonstrating roadworthiness from a licensed
tester) if deemed necessary in Our absolute discretion.

Cooling-off Period
If You have purchased Roadside assist directly from the Roadside Assist website and You are not
satisfied with Your purchase, You can contact the VACC and get a full refund within twenty-one (21)
days from the date You purchased Roadside Assist.

No refunds can be provided once a Breakdown call has been made or more than twenty-one (21)
days has passed since the date You purchased Roadside Assist.
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These benefits are not transferable to another person. You may transfer the membership to another
vehicle You own, however You must provide 7 days' notice prior to receiving roadside assistance.

You may choose to cancel Your Roadside Assist at any time; however no refund will be given to You
because You decide You do not want Roadside Assist.

You may not assign, delegate or transfer any of Your rights or obligations under these Terms and
Conditions without the prior written consent of VACC.

Period of Roadside Service
Your Roadside Assist commences upon receipt of a confirmation email from Us that Your Roadside
Assist is ready to use. Please allow 7 days from registration on the VACC Roadside Assist website.

Roadside Assist cover will end on the earlier of 12 months from the date of You receive email
confirmation that Your Roadside Assist is ready to use, or the date You inform VACC that You wish to
cancel Your Roadside Assist, or the date You notify VACC that You no longer own the Vehicle.

You may renew, Your Roadside Assist online, at any time prior to the expiry of the 12 month period.
The price of renewal will be based on the prevailing price at the time of renewal as published on the
VACC Roadside Assist website.

Australian Consumer Law
Despite anything contained in these Terms and Conditions, the Australian Consumer Law (ACL) gives
the Customer statutory rights including guarantees and remedies that cannot be excluded or modified
by these Terms and Conditions. The ACL guarantees, and remedies include (depending on the type
of failure, fault, or defect) repair or replacement, a refund, compensation for reasonably foreseeable
loss or damage, or a resupply of services if the goods or services do not meet the standards required
by the ACL.

Privacy
Your privacy is important to Us. Any personal information You provide is used by Us and Our agents
to arrange and provide Roadside Assistance (including renewals) and to administer Your and Our
rights and obligations arising from or in connection with Roadside Assist, including any disputes.

Your personal information may be disclosed to third parties involved in the above processes and for
related purposes, such as Roadside Assist Service Providers, VACC Members participating in
Roadside Assist, the Customer's agents and representatives and Our related companies. 
 
Our privacy policy is available at www.vaccroadsideassist.com.au and contains information about how
You can gain access to or seek correction of personal information that We hold about You. It also
contains information about how You can make a privacy complaint and how We will deal with it.
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Governing Law
These Terms and Conditions shall be governed by and construed in accordance with the laws of
Victoria, Australia

Entire Agreement
These Terms and Conditions constitutes the entire agreement between You and VACC Roadside
Assist and supersedes all prior or contemporaneous communications, agreements or undertakings
regarding the subject matter hereof.  
 
These Terms and Conditions may not be amended or terminated, nor may any right be waived except
in writing signed by a duly authorized representative of the party against whom enforcement of such
amendment, termination or waiver is sought.

Definitions
In these terms and conditions, the following words have the following meanings.

Accident or Accidental Damage:

A collision or accident of any kind between the Customer's Vehicle and another vehicle or object, or
by attempted or successful theft or break in to the Vehicle or vandalism to the Vehicle.

Nominated Repairer:

A repairer which has been authorised by VACC or Digicall Assist to receive a Vehicle with the purpose
of performing repairs to the Vehicle after a Breakdown.

Breakdown:

A mechanical or electrical failure, which causes the Vehicle to be immobilised or renders it unsafe to
drive provided this is not occasioned by Accident related damage. A Breakdown can also include a
deflated tyre, locked or lost keys, insufficient fuel or flat battery.

Pre-existing Condition;

A mechanical or electrical failure, or other issue with a vehicle that has contributed to a breakdown,
that has occurred prior to the purchase of Roadside Assist and has not been fully rectified prior to the
purchase of Roadside Assist.

Roadworthy; Well, Maintained Vehicle:

A Vehicle that is mechanically sound and otherwise fit to be operated and driven on Australian roads.
The Vehicle will comply with the minimum safety and other standards required by Australian Road
Transport and Safety laws and regulations and also be maintained and serviced by qualified Copyright 2021 by VACC | Terms of Use (http://vacc.com.au/Terms-of-Use/) | Privacy
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personnel to the Vehicle manufacturer's recommended standards and specifications set out in the
Vehicle service booklet and instruction manual.

Service Area:

An area in mainland Australia, Tasmania, Philip Island and any other area that is trafficable by a two-
wheel drive recovery vehicle or an island that is accessible by a two-wheel drive vehicular bridge
(excluding ferries)

Service Provider:

A mobile mechanic, tow truck operator or other roadside assistance provider nominated by Roadside
Assist. This may include contractors or subcontractors of Digicall Assist.

Serviceable Spare:

A wheel and tyre that is ready and able to be fitted to the Customer's Vehicle to mobilise the Vehicle
where applicable.

Vehicle:

The motor vehicle registered to receive the Roadside Assist services (subject to any exclusions or
limitations) 

We, Our and Us:

VACC, VACC Roadside Assist, Digicall Assist Pty Ltd, our employees, agents, contractors, and
related companies.

You, Your and Customer:

A person who has purchased and activated Roadside Assist.

 

This document is current as at October 7, 2019 but is subject to change at any time without
notification.
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