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Foreword

This Malaysian Standard was developed by the Working Group on Motor Vehicle Aftermarket
— Service, Spare Parts, Sales & Smash Repair (354S) (NSC L/ TC 4/ WG 6) which reports to
the Technical Committee on Sustainable and Environmental Protection (NSC L/ TC 4) under
the authority of the National Standards Committee on Transport (NSC L).

Compliance with a Malaysian Standard does not of itself confer immunity from legal obligations.
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Introduction

The National Automotive Policy (NAP) 2020 will focus on ensuring that the domestic industry
continues to be competitive by enhancing current policy measures and introducing new
advance technology elements namely Next Generation Motor vehicle (NxGV), Mobility as a
Service (MaaS) and Industrial Revolution 4.0 (IR 4.0) and in other areas.

The NAP 2020 will continue to promote participation of local companies in the domestic and
global supply chain, encourage research and development (R&D) and engineering activities,
build capabilities and capacity of local workforce, support national car projects as well as
enhancing exports, investments and local production volume.

This Malaysian Standard complements the Service, Spare Parts and Smash Repair series of
standards and provides greater flexibility and adaptability for the automotive sales and
aftermarket industry stakeholders to ensure safe and proper motor vehicle sales activities
through best industry practices. The implementation of the standard will benefit the automotive
industry, consumers as well as the government. It is crucial for the automotive industry to
ensure that the practice of providing sales of new and used motor vehicle initiatives is
appropriate. This Malaysian Standard will address the consumer’s rights while adhering to the
Government’s initiatives and policies in making Malaysian roads safer for road users.

iv © STANDARDS MALAYSIA 2021 - All rights reserved
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Motor vehicle — Sales — Requirements

1 Scope
This Malaysian Standard specifies requirements for motor vehicle sales including the
responsibility with regards to the management system requirements of 4M - Man, Machine,

Material and Method. It applies to sale of motor vehicles categories (L, M and N) as classified
in accordance with MS 1822.

2 Normative references

The following normative references are indispensable for the application of this standard. For
dated references, only the edition cited applies. For undated references, the latest edition of
the normative references (including any amendments) applies.

MS 1822, Classification and definition of power-driven motor vehicles and trailers

Electronic Commerce Act 2006 (Act 658)

Land Public Transport Act 2010 (Act 715)

National Skills Development Act 2006 (Act 652)

Road Transport Act 1987 (Act 333)

Occupational Safety and Health Act 1994 (Act 514)

3 Terms and definitions

For the purposes of this standard, the following terms and definitions apply. For terminology
related to motor vehicle parts and components, see Annex A.

3.1 assembler

Entity that performs a specific function to a number of parts or child parts to assemble the
final/finished product.

3.2 dealer

Entity appointed by the original equipment manufacturer (OEM) or manufacturer or assembler
or distributor for wholesale and/or retail reselling purpose of new and used motor vehicle.

3.3 distributor
Entity that supplies motor vehicle to dealer.
3.4 electronic commerce (ecommerce)

Commercial transaction as stipulated in the Electronic Commerce Act 2006 (Act 658).

© STANDARDS MALAYSIA 2021 - All rights reserved 1
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3.5 manufacturer

Entity that produces motor vehicle and parts and components through a process involving
research and development (R&D), raw materials or assemblies.

3.6  motor vehicle

A vehicle of any description, propelled by means of mechanism contained within itself and
constructed or adapted so as to be capable of being used on roads and includes a trailer, which
as stipulated in the Road Transport Act 1987 (Act 333).

3.6.1 new motor vehicle

A motor vehicle produced or imported by the OEM or manufacturer or assembler or distributor
in its original condition and is unregistered.

3.6.2 used motor vehicle

A motor vehicle that has previously been registered locally or in country of origin.
3.7 organisation

A motor vehicle showroom provider responsible for providing motor vehicle sales.
3.8 original equipment manufacturer (OEM)

Manufacturer that produces parts for original equipment installation.

3.9 sales

Activity of selling new and/or used motor vehicle to a potential customer either through physical
showroom or ecommerce.

3.10 sales order

Order received by a dealer or seller from a customer, or an order created internally within the
organisation based on requirements as stipulated by the relevant regulatory agency.

3.11  sales personnel

Personnel who facilitate sales transactions by advising customers on suitable motor vehicles
that best meet their needs and encourage purchases.

3.12  sales supervisor
Personnel responsible for leading and guiding a team of sales personnel in an organisation.
3.13 showroom/designated area

A space used to display motor vehicles for sale in a space created by their brand or company.
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3.14 road

Public road and any other road to which the public has access to and includes bridges, tunnels,
lay-bys, ferry facilities, interchanges, roundabouts, traffic islands, road dividers, all traffic lanes,
acceleration lanes, deceleration lanes, side-tables, median strips, overpasses, underpasses,
approaches, entrance and exit ramps, toll plazas, service areas, and other structures and
fixtures to fully effect its use.

NOTE. It includes road under construction as specified in sections 70 and 85 (of section 2
(interpretation), Road Transport Act 1987) and parking lot as specified in Sections 41, 42, 43, 44, 45 and
45A (of Section 2 (Interpretation), Road Transport Act 1987).

3.15 vehicle accessory

Additional part installed or affixed to standard vehicle. The function is to add value, additional
cosmetics elements, enhance comfort, provide driving assistance and enhance vehicle
handling while driving.

3.16  warranty

A written document issued to purchaser of an article by its dealer promising to repair or replace
it if necessary within a specific period of time.

4 Code of ethics requirements

The organisation shall abide by the following code of ethics:

a) to act honestly and fairly in all dealings with the public and conduct business with strict
professional courtesy and integrity;

b)  to have a sense of personal obligation to each customer;

C) to recommend use of motor vehicle in a safe working order to the customer;

d) to use only products which are safe and comply with the relevant Malaysian Standards
or United Nations (UN) Regulations under the World Forum for Harmonization of Vehicle

Regulations (WP.29), where parts are regulated by the relevant regulatory agency;

e) to sell motor vehicles in a timely manner and to keep the customer informed of all
changes, if any, including completion times;

f) to advise recommended services in the case of any dispute, to provide a prompt and
amicable solution;

g) to ensure that the entire staff conduct themselves in a professional manner in keeping
with the high standards of the automotive industry;

h)  to advise customers of their rights in accordance with related act or regulation imposed
by the relevant regulatory agency;

i) to ensure a fair, healthy and open competition for a harmonious environment;
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)] to perform motor vehicle sales according to this standard;

k) to ensure vehicle accessory sold and provided are based on authority requirements and
regulations; and

) to provide good sales service and maintenance information that fulfill customer
satisfaction needs.

5 Structural requirements
5.1 Administrative requirements

511 The organisation shall have proper licenses or permits from the state and federal
governing bodies.

5.1.2 The organisation shall have appropriate insurance coverage such as public liability
insurance.

5.2  Organisation and management

5.2.1 The organisation shall have one or more person(s) available as sales supervisor with
overall responsibility to ensure that the motor vehicle sales operation is carried out in
accordance with this standard.

5.2.2  The organisation shall organise and manage the workplace in compliance with the
Occupational Safety and Health Act 1994 (Act 514) or any relevant safety, health and
environmental regulations.

5.3 Management system documentation

5.3.1 The organisation shall establish, document and maintain policies and objectives for
fulfilment of this standard and shall ensure the policies and objectives are acknowledged and
implemented at all levels of the organisation.

5.3.2 The management shall provide evidence of its commitment to the development and
implementation of the management system and its effectiveness in achieving consistent
fulfilment of this standard.

5.3.3 The organisation shall report to the management on the performance of the
management system and any need for improvement.

5.3.4  All qualified sales personnel and supervisor involved in motor vehicle sales shall have
access to the management system documentation and related information that are applicable
to their responsibilities.

5.4 Control of documents

5.4.1 The organisation shall establish procedures to control the documents (internal and
external) that relate to the fulfilment of this standard.

5.4.2  The procedures shall define the controls needed to:
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a) approve documents for adequacy prior to issue;

b) review and update (as necessary) and re-approve documents;

c) ensure that changes and the current revision status of documents are identified;

d) ensure that relevant versions of applicable documents are available at points of use;

e) ensure that documents remain in safe keeping, legible and readily identifiable to enable
traceability of the documents;

f)  ensure that documents of external origin are identified, and their distribution is controlled;
and

g) prevent the unintended use of obsolete documents and apply suitable identification to
them if they are retained for any purpose.

5.5 Internal audit

5.5.1 The organisation shall conduct internal audits at planned intervals to provide
information on whether the motor vehicle sales management system:

a) conforms to the organisation’s own requirements for its motor vehicle sales management
system as well as the requirements of this standard; and

b) is effectively implemented and maintained.

5.5.2 The organisation shall:

a) plan, establish, implement and maintain an audit programme(s) including the frequency,
methods, responsibilities, planning requirements and reporting, which shall take into
consideration the importance of the processes concerned, changes affecting the
organisation, and the results of previous audits;

b) define the audit criteria and scope for each audit;

C) select auditors and conduct audits to ensure objectivity and the impartiality of the audit
process. Minimum of one (1) trained internal auditor shall be able to manage and conduct
the audit as planned;

d) ensure that the results of the audits are reported to relevant management; and

e) retain documented information as evidence of the implementation of the audit
programme and the audit results.

5.6 Management review

5.6.1 The organisation shall review its motor vehicle sales management system at least
once a year, in order to ensure its continuing suitability, adequacy and effectiveness, including
the stated policies and objectives related to the fulfiiment of this standard.

5.6.2 Management review shall consist of the information on the performance and
effectiveness of the motor vehicle sales management system, including;

© STANDARDS MALAYSIA 2021 - All rights reserved 5
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a) customer satisfaction and feedback;

b) nonconformities and corrective actions;

C) adequacy of resources;

d) performance of supplier and external providers;

e) internal audit result and findings;

f) opportunities for improvement;

g)  the status of actions from previous management reviews;

h)  the extent to which quality objectives have been met; and

i) process performance and conformity of product and services.

5.6.3  The organisation shall retain documented information as evidence of the results of
management reviews.

6 Resource requirements
6.1 Personnel

6.1.1 The organisation shall define and document the competence requirements for all sales
personnel and supervisor involved in motor vehicle sales, including requirements for education,
training, technical knowledge, skills and experience.

6.1.2  The organisation shall employ or have contracts with a sufficient number of persons
with the required competencies, including, where needed, the ability to make expert
judgements, to perform the type, range and volume of motor vehicle sales.

6.1.3  The sales personnel shall have minimum level 1 relevant competencies in accordance
with National Occupational Skills Standards (NOSS) established under the National Skills
Development Act 2006 or equivalent to this standard.

6.1.4 The sales supervisor shall have minimum level 3 relevant competencies in
accordance with National Occupational Skills Standards (NOSS) established under the
National Skills Development Act 2006 or equivalent to this standard.

6.1.5  The sales personnel and sales supervisor responsible for motor vehicle sales shall
have certified qualifications, training, experience and a satisfactory knowledge of the
requirements of the motor vehicle sales according to 6.1.3 and 6.1.4 respectively. They shall
also have relevant knowledge on the following:

a) the current motor vehicle technology used for the motor vehicle sales, the booking
processing and the delivery of motor vehicle;

b)  the way in which the motor vehicle or systems are used, processes operated and services
delivered; and
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C) any defects which may occur during the use of the motor vehicle or systems, any failures
in the operation of the processes and any deficiencies in the delivery of services. They
should understand the significance of deviations found with regard to the normal use of
the motor vehicle or systems, the operation of the processes and the delivery of services.

6.1.6 The organisation shall make clear to each sales personnel/supervisor of their duties,
responsibilities and authorities.

6.1.7  The organisation shall have documented procedures for recruiting, training and
supervising all personnel involved in motor vehicle sales.

6.1.8 The documented procedures for training (see 6.1.5) shall address the following
stages:

a) an induction period;

b) a mentored working/probation period with experienced sales personnel and sales
supervisor; and

C) continual training to keep pace with current technology and process methods.

6.1.9  The sales supervisor shall monitor all sales personnel and other personnel involved
in motor vehicle sales for satisfactory performance. Results of monitoring shall be used as a
means of identifying training needs (see 6.1.8).

6.1.10 The training required shall depend upon the competency, qualifications and
experience of each sales personnel and other personnel involved in motor vehicle sales, and
upon the results of monitoring (see 6.1.9).

6.1.11 Each sales personnel shall be observed on-site, unless there is sufficient supporting
evidence that the sales personnel are continuing to perform competently.

6.1.12 The organisation shall maintain records of monitoring, education, training, technical
knowledge, skills, experience and confirmation of each member of their sales personnel
involved in motor vehicle sales.

6.1.13 The sales personnel involved in motor vehicle sales shall not be remunerated in a
way that influences the report results of motor vehicle sales.

6.1.14 All sales personnel shall keep confidential all information obtained or created during
the performance of the motor vehicle sales, except as required by law.

6.2  Facilities and equipment

6.2.1 The facilities of the showroom or designated area shall be located at specific areas
according to state or federal regulatory requirement.

6.2.2  The organisation shall have available and adequate facilities and equipment to ensure
that all activities associated with the motor vehicle sales are carried out in a proper, safe and
environmental friendly manner where applicable. The facilities and equipment include, but are
not limited to:

a) strong building structure with proper foundation;
© STANDARDS MALAYSIA 2021 - All rights reserved 7
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b) adequate lighting and ventilation system;
c) appropriate authorised power source;

d) regulated waste handling procedures; and
e) point of sale (POS) system and equipment.

6.2.3 The organisation shall ensure the continued suitability of the facilities and equipment
mentioned in 6.2.2 for their intended use.

6.2.4  All electronic devices having a significant influence on the results of the motor vehicle
sales shall be defined and, where appropriate, uniquely identified.

6.2.5 All electronic devices which support sales operation shall be maintained and recorded
in accordance with documented procedures and instructions.

7 Process requirements

71 Pre — delivery inspection methods and procedures

711 The organisation shall conduct pre-delivery inspection on the arriving motor vehicle.
Result of inspection record shall be maintained and verified by authorised personnel upon
entering showroom or designated area.

7.2  Operation methods and procedures

7.241 The organisation shall abide by the methods and procedures for motor vehicle sales
which are defined in this standard and practices by which a motor vehicle is to be sold. All
determination of acceptance or rejection shall be performed in an objective manner.

7.2.2  All instructions, standards or written procedures, worksheets, checklists, manuals,
catalogues and reference data relevant to the work of the organisation shall be maintained up-
to-date and be readily available to the sales personnel and supervisor.

7.2.3  The organisation shall have a sales order control system which ensures that:

a) sales to be undertaken are within its expertise and that the organisation has adequate
resources to meet the requirements;

b)  the requirements of those seeking the organisation’s services are adequately defined
and that special conditions are understood, so that unambiguous instructions will not be
issued to sales personnel/supervisor performing the required duties;

c) sales services being undertaken are controlled by regular review and appropriate
corrective action; and

d) the requirements of the sales order are met.

7.2.4  Observation and data recording shall be subjected to appropriate checks.

8 STANDARDS MALAYSIA 2021 - All rights reserved
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7.2.5 The organisation shall have documented instructions for carrying out motor vehicle
sales in a safe manner.

7.2.6 The movement of an unregistered motor vehicle shall have a trade plate and the
authorised person shall be appointed by the organisation. This motor vehicle movement should
be recorded and controlled.

7.3  Handling motor vehicle sales

7.3.1 The organisation shall present at the very least the following areas to the prospective
customer (see Table 1):

Table 1. Vehicle view and features

L-category M-category N-Category
a) Front view; a) Front view; a) Front view;
b) Rear view; b) Side view; b) Side view;
c) Seat; ) Rear view; c) Rear view;
d) Engine capacity/ d) Engine capacity/ d) Engine capacity/
performance; and performance; performance;
e) Extra features for e) Interior; and e) Interior;

specific application.
f) Extra features for f) Cabin design;

specific application.
9) Loading capacity; and

h) Extra features for
specific application.

7.3.2 The organisation should offer test drive for the prospective customer to experience
the actual driving condition of the motor vehicle.

7.3.3  The organisation shall register the motor vehicle according to the Road Transport Act
1987 for the purpose of test drive.

7.3.4 The sales personnel and prospective customer shall have valid driving licenses
according to the motor vehicle classification (e.g.. B, B2, D and E) for test drive.

7.3.5 The prospective customer should fill up the standard form from the organisation.

7.3.6 The sales personnel shall ensure the motor vehicle to be sold is a correctly specified
variant as selected by the customer.

7.3.7  The motor vehicle order form stating the motor vehicle variant shall be confirmed by
the customer and duly signed and recorded by both parties.

© STANDARDS MALAYSIA 2021 - All rights reserved 9
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7.3.8  The sales personnel shall review the pre-delivery inspection form for deterioration or
damage before the motor vehicle can be delivered. Any defects and incomplete parts supply
shall be resolved and recorded.

7.3.9 The organisation shall ensure proper storage area and security of motor vehicles.
7.4  Sales records

7.41 The organisation shall maintain a record system to define the controls needed for the
identification, storage, protection, retrieval, retention time and disposal of its records. This is to
demonstrate the effective fulfilment of the sales procedures and to enable an evaluation of the
motor vehicle sales.

7.4.2 Access to these records shall be consistent with the confidentiality arrangements. The
sales records shall be internally traceable to the sales personnel who has performed the motor
vehicle sales.

7.5 Motor vehicle sales transactional documents and warranty

7.5.1 The organisation shall provide a sales estimate to the customer which contains but is
not limited to the following information:

a) motor vehicle cost and type of motor vehicle to be sold;
b) motor vehicle cost and type of additional charges;
c) duration of motor vehicle delivery;
d) motor insurance and road tax;
e) estimation of motor vehicle maintenance cost; and
f) types and duration of warranty which shall be provided as follows:
i) new motor vehicle:
- L-category: up to two (2) years and/or 20,000 km from the date of purchase.
- M-category: up to two (2) years and/or 60,000 km from the date of purchase.
- N-category: up to three (3) years and/or 100,000 km from the date of purchase.
i) used motor vehicle:
- L-category: up to one (1) month and/or 3,000 km from the date of purchase.
- M-category: up to three (3) months and/or 15,000 km from the date of purchase.

- N-category: up to three (3) months and/or 15,000 km from the date of purchase.

NOTE. Warranty for the vehicle accessory shall be provided by the organisation subject to
recommendation by related party.

10 STANDARDS MALAYSIA 2021 - All rights reserved
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7.5.2  The organisation shall obtain written consent from the customer for all information to
be requested and also authorisation from the customer for additional package and its related
costs to be charged.

7.5.3 The organisation shall provide the customer with a retrievable motor vehicle
transactional document for the conducted motor vehicle sale which shall contain but is not
limited to the following information:

a) details of customer;

b) additional vehicle accessory and related charges;

C) motor vehicle registered by motor vehicle name, model and variant;

d) motor vehicle price list; and

e) motor vehicle condition such as new and used.

7.5.4  The sales personnel and customer shall inspect the motor vehicle and sign the motor
vehicle acceptance form.

7.5.5 The customer shall collect the motor vehicle from the showroom or designated area
once the vehicle is ready to be delivered. The sales personnel shall also explain and verify any
gifts or package offered during the promotional period of the motor vehicle sale as provided by
the organisation.

NOTE. Any special request delivery of vehicle by sales personnel to customer shall be agreed with
documented proof by both parties.

7.6  Complaints management

7.6.1 The organisation shall have a documented process to receive, evaluate and make
decisions on complaints.

7.6.2 A description of the handling process for complaints shall be made available to any
interested party upon request.

7.6.3 Upon receipt of a complaint, the organisation shall confirm whether the complaint
relates to a motor vehicle for which it is responsible and, if so, shall deal with it.

7.6.4 The handling process for complaints shall include but is not limited to the following
elements and methods:

a) a description of the process for receiving, validating, investigating the complaint, and
deciding what actions are to be taken in response to it;

b) tracking and recording complaints, including corrective actions undertaken to resolve
them; and

C) ensuring that appropriate action is taken.

7.6.5 The organisation shall be responsible for gathering and verifying all necessary
information to validate the complaint.

© STANDARDS MALAYSIA 2021 - All rights reserved 11
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7.6.6  Whenever possible, the organisation shall acknowledge receipt of the complaint and
shall provide the complainant with progress reports and the outcome according to the
organisation’s standard operating procedure (SOP).

12 STANDARDS MALAYSIA 2021 - All rights reserved
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Annex A
(informative)

Terminology related to motor vehicle parts and components

A1 Original equipment parts (OE parts)

Original equipment parts, also known as genuine parts, are the parts a motor vehicle was fitted
with on the production line when it was made.

A.2 Replacement equipment parts (RE parts)

Replacement equipment parts, also known as aftermarket parts or non-original equipment
parts, are copies of the OE part that carry their own brand.

A.3 Franchise parts

Original equipment parts (OE parts) sold by the local franchisee appointed by the vehicle
manufacturer usually carry the official trademark logo of the franchise and are normally
packaged with the automaker’s name with part number code and franchiser’s warranty.

A.4 Non-franchise parts

Original equipment parts (OE parts) or non-original equipment parts sold by the organisation

and which usually carry the official trademark logo of the franchise and are normally packaged
with the automakers name with part number code and warranty by the organisation.

© STANDARDS MALAYSIA 2021 - All rights reserved 13
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