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THE AIRBAGS
ARE FAKE,
BUT THE 
PROBLEM 
IS REAL.
Counterfeit airbags are a growing
and critical concern.

Genuine Honda Airbags come
from Genuine Honda Dealers,
and the quality body shops that
get their airbags from them.

    
AirbagAware.Honda.com

SEE THE DIFFERENCE »

HONDA COUNTERFEIT

HONDA COUNTERFEITHONDA COUNTERFEIT

For a free consumer 
information kit (#CPHABK12),
call 440-572-7266.*

HONDA COUNTERFEIT
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ANALYSIS

FRAME REPAIR DIFFICULTIES 
BY BRUCE ADAMS | CONTRIBUTING EDITOR

Replacing or repairing a frame on a modern-day vehicle has 
never been more diffi cult, according to SCRS member and 
industry trainer Toby Chess.

EXPERT OPINION, INPUT FROM THE FIELD, FORUM COMMENTS & SOCIAL MEDIA

FEATURED COLUMNS

THE SHOP OWNER
BY CAMILLE EBER

KEEPING HACKERS AT BAY

14 Your shop's data 
is among its most 
valuable assets, so take 
steps to protect it.

THE CONSULTANT
BY TONY PASSWATER

ASKING THE RIGHT QUESTIONS

16 The industry needs 
to focus on the root 
causes of effi ciency 
losses.

THE LAST DETAIL
BY MIKE ANDERSON

WELL DESERVED KUDOS

54 If we criticize insurers 
and vendors, then we 
should also speak 
up when they do 
something right.

LEGISLATIVE ISSUES

VERMONT BILL 
INCLUDES AFTERMARKET 
RESTRICTIONS

8 State Rep. Bill Botzow 
(D-1) introduced 
House Bill 362, which 
regulates the use of 
aftermarket parts in 
auto repairs covered by 
insurance.

INSURANCE MATTERS

ALLSTATE VP JOINS CREF 
BOARD OF TRUSTEES

8 Claims Vice President 
Pam Overton of Allstate 
Insurance has joined 
the Collision Repair 
Education Foundation 
Board of Trustees.

WHAT IS ABRN COMMUNITY? The ABRN community is an online NETWORK for your business. It's a place to go to post articles , blogs, videos, photos and audio clips to share 
ideas with other collision repairers. Community content is used in ABRN's twice weekly e-newsletters. Check it out at http://workshop.search-autoparts.com

READ IT ON

��
ASA HIRES RISLEY AS NEW 
EXECUTIVE VICE PRESIDENT

The Automotive Service Association 
(ASA) has hired industry veteran Dan 
Risley to be the organization's new 
executive vice president. 

[KEY: ASA hires]

��
MITCHELL FORECASTS 
LOWER PARTS PRICES, 
HIGHER REPAIR COSTS

Mitchell released predictions for 
trends related to cloud computing and 
big data analytics that could affect 
the insurance industry in 2013. 

[KEY: Mitchell forecast]

��
NABC NAMES 3M'S 
RICCIOTTI TO BOARD

The National Auto Body Council 
named Renee Ricciotti, national key 
account sales manager with 3M, to its 
2013 national board.

[KEY: Ricciotti]

READ IT ON

��
ASA WASHINGTON HOSTS 
TRAINING EVENT

Nearly 1,000 technicians, shop 
owners and educators converged 
in SeaTac, Wash., the site of ASA 
Washington's Automotive Training 
Expo.  

[KEY: Peter]

�
PARTS AND THE VALUE OF 
QUALITY

If parts suppliers are not selling 
quality and value, they will never 
deliver it. Don't settle for anything 
less than excellence.

[KEY: brimarc]

��
REMOVING LABELS ON 
PARTS IN CCC

Some replacement parts have an 
identifying manufacturer or vendor 
label that must be removed before 
the part can be refi nished or installed. 
Can this be included in the refi nish 
time?  

[KEY: degart

8
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FEATURE

LKQ QUARTER REPLACEMENT — 
IS IT COST EFFECTIVE?
BY ART HARRIS | ABRN BLOGGER

I challenge that if you look at the necessary steps needed to replace 
a quarter panel with a used part, it could not be cost effective.

SEARCH THOUSANDS OF ARTICLES 
ON THESE AND OTHER TOPICS

VISIT ABRN.COM
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PLANNING FOR 
EMERGENCIES

READ IT ON    

�
EFFECTIVE SPRAY MASKING 
CAN SAVE TIME 

[KEY: Spray masking]

�
FIVE STEPS TO A MORE 
EFFECTIVE QUALITY 
ASSURANCE SYSTEM

[KEY: Quality Assurance]

�
HONDA DEVELOPS NEW 
TECHNOLOGY TO JOIN 
STEEL, ALUMINUM

[KEY: Honda technology]

TECHNICAL FOCUS

CABIN FEVER
BY TIM SRAMCIK | CONTRIBUTING EDITOR

44 Vehicle interiors become the next great 
frontier in automotive design.

BY AL THOMAS | CONTRIBUTING EDITOR

With careful planning, training and proper protective devices, most workplace 
hazards can be eliminated.

30

THE VOICE OF THE COLLISION REPAIR INDUSTRY    abrn.com

MINDING YOUR BUSINESS

FRONT-OFFICE STANDARDIZATION
BY KEVIN MEHOK | CONTRIBUTING EDITOR

Standardizing offi ce processes and procedures will gain effi ciency 
up front, and help with workfl ow and CSI. 

FEATURES

THE SHOP PROFILE 
A CASE STUDY IN SUCCESS

JAMES E. GUYETTE / 
CONTRIBUTING EDITOR

SLAMMED TO THE GILLS: 
QUALITY AUTO PAINT & BODY 
ROANOKE, VA

22  This busy shop 
preaches lean while 
also rallying kids to 
cease being mean.

THE PROFIT MOTIVE 
JOHN SHOEMAKER/
CONTRIBUTING EDITOR

NUMBERS OF PROFITABILITY

28 Make needed changes 
to attain your total 
gross profi t goals.

18

BUSINESS MANAGEMENT INSIGHTS, BEST PRACTICES & IMPLEMENTATION 

READ IT ON   

��
 2016 CAFE STANDARDS 
WILL CHALLENGE OEMS, 
REPAIRERS

[KEY: 2016 CAFE]

�
 CRISWELL COLLISION AIMS 
FOR CONSISTENT GROWTH 
AFTER ACHIEVING AUDI 
CERTIFICATION

[KEY: Criswell Collision]

��
 WOMEN'S INDUSTRY 
NETWORK CONFERENCE TO 
FOCUS ON TALENT 

[KEY: Women's Industry Network]

abrn

OPERATIONS

abrn

TECHNOLOGY

IN THE NEXT ISSUE OF ABRN
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ake enough time to analyze damage and blueprint 

correctly

TECHNICAL TRAINING

COVER FEATURE

DUE: AUGUST 24

SUBMISSIONS

TO ENTER 
DOWNLOAD THE OFF IC IAL  ENTRY FORM @

ABRN.COM/TOPSHOPS

FROM ABRN CONTRIBUTING EDITOR 
AL THOMAS .

GET A FREE SCAN APP 
WWW.SCANLIFE.COM

MORE TECH COVERAGE

WITH YOUR 
SMART PHONE’S 
CAMERA

HOW2 KNOW-HOW  T IPS & TECHNIQUES FROM THOSE IN THE KNOW

abrn.com

REPRINTS
877-652-5295 ext .  121/ 
bkolb@wrightsmedia.com
(Outside US, UK, direct dial :   

g

281-419-5725. Ext .  121

ADVANSTAR 
COMMUNICATIONS
JOE LOGGIA
Chief Executive Officer
TOM FLORIO
Chief Executive Officer Fashion Group,
Executive Vice-President
TOM EHARDT
Executive Vice-President, Chief 
Administrative Officer & Chief
Financial Officer
STEVE STURM
Executive Vice-President, Chief Marketing
Officer
GEORGIANN DECENZO
Executive Vice-President
CHRIS DEMOULIN
Executive Vice-President
RON WALL
Executive Vice-President
REBECCA EVANGELOU
Executive Vice-President, Business 
Systems
TRACY HARRIS
Sr Vice-President
FRANCIS HEID
Vice-President, Media Operations
MICHAEL BERNSTEIN
Vice-President, Legal
NANCY NUGENT
Vice-President, Human Resources
J VAUGHN
Vice-President, Electronic Information 
Technology

ABRN (USPS 437970) (Print ISSN: 
2166-0751, Digital ISSN: 2166-
2533) is published monthly, 12 
times per year by Advanstar 
Communications Inc., 131 West 1st 
St., Duluth. MN 55802-2065.
Periodicals Postage paid at Duluth, 
MN 55806 and at additional mailing 
offices. Subscription prices: U.S. one 
year, $66; U.S. two year, $99; one 

p p

year Canada, $74; two year Canada, 
y y

$148; one year international, $104; 
y yy

two year international, $208. For in-
y

formation, call (888) 527-7008 or 
(218) 723-9477. POSTMASTER:
Send address changes to ABRN,
P.O. Box 6018, Duluth, MN 55806-
6018. Please address subscription 
mail to ABRN, P.O. Box 6018, 
Duluth, MN 55806-6018. Canadian 
G.S.T. number: R-124213133RT001.
PUBLICATIONS MAIL AGREEMENT 
NO. 40612608. Return Undeliv-
erable Canadian Addresses to: 
Pitney Bowes, P. O. Box 25542, 
London, ON N6C 6B2, CANADA. 
PRINTED IN U.S.A.

©2013 Advanstar Communications 
Inc. All rights reserved. No part of 
this publication may be reproduced 
or transmitted in any form or by any 
means, electronic or mechanical in-
cluding by photocopy, recording, or 
information storage and retrieval 
without permission in writing from 
the publisher. Authorization to pho-
tocopy items for internal/educational 
or personal use, or the internal/edu-
cational or personal use of specific 
clients is granted by Advanstar 
Communications Inc. for libraries 
and other users registered with the 
Copyright Clearance Center, 222 
Rosewood Dr. Danvers, MA 01923,
978-750-8400 fax 978-646-8700 
or visit http://www.copyright.com 
online. For uses beyond those listed 
above, please direct your written 
request to Permission Dept. fax 
440-756-5255 or email: mcannon@
advanstar.com.

Advanstar Communications Inc. pro-
vides certain customer contact data 
(such as customers’ names, ad-
dresses, phone numbers, and e-mail 
addresses) to third parties who wish
to promote relevant products, servic-
es, and other opportunities that may
be of interest to you. If you do not 
want Advanstar Communications 
Inc. to make your contact informa-
tion available to third parties for mar-
keting purposes, simply call toll-free
866-529-2922 between the hours
of 7:30 a.m. and 5 p.m. CST and a
customer service representative will
assist you in removing your name
from Advanstar’s lists. Outside the
U.S., please phone 218-740-6477.

ABRN does not verify any claims or 
other information appearing in any of
the advertisements contained in the 
publication, and cannot take respon-
sibility for any losses or other dam-
ages incurred by readers in reliance
of such content.

ABRN welcomes unsolicited articles 
manuscripts, photographs, illustra-
tions and other materials but cannot
be held responsible for their safe-
keeping or return. 

To subscribe, call toll-free 888-527-
7008. Outside the U.S. call 218-
740-6477.



1-800-GET DUPONT

upgrade2cromaxpro.dupontrefinish.com/ABRN

Copyright © 2010 DuPont. The DuPont Oval Logo, DuPont ™, The miracles of science™, and Cromax ® are 
trademarks or registered trademarks of E.I. du Pont de Nemours and Company or its affiliates. All rights reserved.

Meeting environmental regulations is very important. Meeting production goals is, too.  

You can do both with DuPont™ Cromax® Pro waterborne basecoat. Our complete system 

makes application easier and faster with a wet-on-wet process that achieves full coverage 

without having to flash between coats. Plus, nearly 90 percent of colors cover with 1.5 

coats. This saves money and time with each vehicle.

Upgrade to the step-saving choice that increases productivity while helping you meet the 

toughest VOC regulations. Call today to schedule a Shop Review and see how we can help 

improve your bottom line. 

More cars in less time. 
That’s better, naturally. 

For more information circle #10

Copyright © 2013 DuPont.



APRIL'S FEATURED VIDEO

MASKING FOR 
REFINISH, 
WATERBORNE PAINT 

PRODUCT SPOTLIGHT

The new Valspar MAX Anti-Rust aerosol paint provides 
extensive corrosion protection and features the new 
award-winning twist and lock cap design for easier, faster 
painting.

BONUS ONLINE CONTENT

PRODUCT FOCUS

51 For spot, 
panel and overall 
repairs, DuPont 
PremierSealer 
Urethane Primer 
Sealer offers 
shops a premium 
appearance 
product with op-
timal productivity.

51

COMPANIES BY CATEGORY:

t� Collision Repair
t� Accessories-Safety/Security

t� Chemicals
SPECIALTY PARTS

t� Lighting System
t� Remanufactured/Rebuilt 

Products
UPKEEP/MAINTENANCE

t� Adhesives
t� Chemicals

SHOP EQUIPMENT

t� Tools: Hand, Power 
& Service Equipment
t� Welding

SHOP MATERIALS

t� Collision Repair Parts
t� Paint & Refi nish
t� Service Supplies

REPLACEMENT PARTS

t� Heating and Cooling Service
t� Remanufactured/
t� Rebuilt Products

VEHICLE STYLING

t� Accessories-Van, 
Light Truck, SUV Parts
t� Lighting System

BUSINESS SYSTEMS

t� Advertising
t� Marketing Services
t� E-commerce

t� Information Systems
t� Internet

ORGANIZATIONS/ASSOC.

t� Trade Associations
OFF-ROAD

t� Abrasives & Cleaners
t� Air Filters

READ IT ON

�PLASTIC CLEANER

Urethane Supply Company's new 
EcoClean is a zero VOC plastic cleaner 
for use before plastic repair and 
refi nishing jobs. 

[URL: ABRN.COM/PlasticCleaner]

�FLOOR-TO-FLOOR BALANCER
 Hunter's SmartWeight Touch provides 
wheel service with an intuitive 
touchscreen interface.

[URL: ABRN.COM/Balancer]

�WELDING APPAREL 
 Lincoln Electric added fi ve welding 
apparel items with an all-American 
graphic design.

[URL: ABRN.COM/Apparel]

VIDEO SPOTLIGHT

�
 DEMO OF 3M Precision Masking Tape for 
Waterborne Paint Applications

Waterborne paint application has 
created some problems in the world of 
masking tape. 3M has released Precision 
masking Tape to solve problems with 
waterborne paint. 

[URL ABRN.COM/3MDEMO]

SEARCH THOUSANDS OF RESOURCES 
TO HELP YOU WORK SMARTER

VISIT ABRN.COM

BLOG SPOTLIGHT

�
 SHOP OWNERS and managers carry the 
weight of the world on their 
shoulders. My strong advice for these 
many owners and managers is to 
invest in something better and hire a 
coach.

[URL ABRN.COM/COACHEDBEHAVIOR]

�
 EVERY JOB requires gumption and not 
everybody has it. Gumption gets the 
job done — the lack of it leaves that 
job undone. If you don't have it, you 
may as well put your wrenchs away 
and fi nd something else to do.

[URL ABRN.COM/GUMPTION]

GO ONLINE NOW 
SCAN THE CODE 
WITH A SMART PHONE
SEARCH THOUSANDS OF 
ARTICLES, VIDEOS & 
RESOURCES INSTANTLY.

 COMMUNITY FIND PARTS SUPPLIER FINDER JOBS COLLISION REPAIR SERVICE REPAIR DISTRIBUTION SERVICE REPAIR GLOBAL EVENTS

LATEST PRODUCTS & EQUIPMENT TO GET THE JOB DONE

abrn

PRODUCTS

THE VOICE OF   abrn.com

THE VOICE 
OF THE COLLISION REPAIR INDUSTRY

JUST 
SCAN IT 

ABRN HOW2 
VIDEO GALLERY

THE LATEST NEWS FLASHES, REPAIR ALERTS & HELPFUL HOW2 V IDEOS DEL IVERED TO YOUR DESK TOP

join
those in the 
know
with these 
FREE
ABRN
COMMUNITY 
RESOURCES

 COLLISION REPAIR E-NEWS

 COLLISION REPAIR ALERTS

 COLLISION REPAIR FLASH

 ABRN DIGITAL EDITION E-ZINE 
JUST CLICK

@ ABRN.COM

Stay on top of industry developments with the 
ABRN family of digital media products

Ô FIND MORE 
PRODUCTS ONLINE 

ABRN.COM/PRODUCTS



With Car-O-Liner Work Shop Solutions wall and tool boards, you
won’t have to search for a missing part . . . put your equipment in
place . . . and look great!

Efficiency Store tools and equipment in a 
consistent location to find them quickly

Space Savings Customize to fit your work area with 
convenient 900mm panels

Quality Deliver a professional image to 
everyone who walks through your door

Fasten parts in unique holding arrangements with the Car-O-Liner 
EVO™ Anchoring and Fixturing System . . . a universal solution to 
repair every vehicle that enters your shop.

Flexibility Assemble components to meet unique 
repair requirements

Cost Savings Works for every vehicle year, make and 
model – no need for fixture rental

Productivity Locate parts easily when integrated in the 
Work Shop Solutions wall system

Total Repair Solutions for Today’s Leading Body Shops . . . Become a Solutions Provider Today!   

Contact your Local Distributor | www.car-o-liner.com | 800-521-9696

Missing Something?  
  Get Yourself Organized . . . 900mm At A Time!

Certified Equipment For These Valued Manufacturers:

BMW

®

For more information circle #6



MAINTAINING SAFE, EFFECTIVE REPAIRS

Vehicle frame repair 
grows more diffi cult

Replacing or repairing a frame on a modern-day vehi-

cle has never been more difficult, according to industry 

trainer Toby Chess.

Chess, an education committee member of the 

Society of Collision Repair Specialists (SCRS), dis-

cussed the topic during his committee report to the 

SCRS Jan. 23 in Palm Springs, Calif. 

Chess began his presentation with two dramatic 

videos. First, a 2001 Ford F150 was shown slamming 

into a barrier at 35 mph. Next, a 2011 Ford F150 hitting 

a barrier at 40 mph. Despite the violent collision and 

significant damage, the damage to other parts of the 

vehicle was less widespread than with the 2001 model. 

The message is that vehicles are safer today due to 

advanced manufacturing techniques and an increased 

use of high-strength steels that protect vehicle occu-

pants better than ever during crashes. While that’s 

great news for consumers, it’s not so great for col-

lision repairers who want to fix the car according to 

OE standards.

In fact, for the collision repairer, it’s a whole new ball 

game when it comes to frame repair and replacement, 

Chess said.

A safe and effective repair starts with getting the 

right information, Chess said.

BREAKING NEWS

ASA HIRES NEW 

EXECUTIVE VICE 

PRESIDENT

The Automotive Service 

Association (ASA) has hired 

industry veteran Dan Risley 

to be the organization’s new 

executive vice president. In 

his new role, which began 

March 18, Risley will work 

closely with Ron Pyle, ASA 

president and chief staff 

executive, and the national 

staff based in Texas, while 

maintaining an office in 

Chicago.

“We’ve collaborated on 

many projects over the past 

decade and I’ve always 

respected his professional-

ism and quest to do the right 

thing,” said Pyle.

Risley, who has served 

the industry in many roles 

throughout his career, 

comes to ASA from Allstate 

Insurance Co. Before that 

he was executive director 

of the Society of Collision 

Repair Specialists.

“I’m thankful for the 

opportunity to represent 

ASA and its membership,” 

said Risley.

For more information, 

visit www.asashop.org.

Photo: Bruce Adams
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THERE’S MORE 

ONLINE:

R.I. SENATOR INTRODUCES 
INSURER UNFAIR CLAIMS 
PRACTICES LEGISLATION

The bill makes it unfair to 
designate a vehicle a total loss 
when cost to repair is less than 
75 percent of fair market value.

»» WWW.ABRN.COM/RIBILL

MITCHELL FORECASTS LOWER 
RECYCLED PARTS PRICES, 
HIGHER REPAIR COSTS

Mitchell released predictions for 
trends related to cloud computing 
and big data analytics that could 
affect the insurance industry in 
2013. 

»» ABRN.COM/FORECAST

VERMONT BILL INCLUDES 
AFTERMARKET RESTRICTIONS

The bill regulates the use of 
aftermarket parts in automobile 
repairs covered by insurance.

»» WWW.ABRN.COM/AFTERMARKETUSE

NABC NAMES 3M’S RICCIOTTI 
TO NATIONAL BOARD

The National Auto Body Council 
named Renee Ricciotti, national 
key account sales manager at 
3M, to its 2013 national board.

»» ABRN.COM/RICCIOTTI

ALLSTATE VP JOINS CREF 
BOARD OF TRUSTEES

Claims Vice President Pam 
Overton of Allstate Insurance has 
joined the Collision Repair 
Education Foundation Board of 
Trustees.

»» ABRN.COM/OVERTON

ASA ANNUAL MEETING

ASA will hold its annual meeting 
April 19-20 at the Hurst 
Convention Center in Hurst, Texas.

»» ABRN.COM/HURST
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STAY ON TOP OF INDUSTRY DEVELOPMENTS  
with a FREE subscription to ABRN’s 

 COLLISION REPAIR E-NEWS

 COLLISION REPAIR ALERTS

 COLLISION REPAIR FLASH

 ABRN DIGITAL EDITION E-ZINE 
sign up today: abrn.com/enews
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SEARCH THOUSANDS OF BREAKING AND ARCHIVED 

NEWS ARTICLES TO STAY INFORMED

VISIT ABRN.COM



Expertise, 

it comes with 

every product 

we sell.

Expertise — it shows in our service and knowledge. We bring it early and often. From 
our patented products, built in our world-class development labs, to our state-of-the-art 
manufacturing and hundreds of locations... it’s all of us, doing it just for you. So, when it’s 
time to deliver to your customers, you know that Sherwin-Williams Automotive Finishes 
has already delivered for you. Paint – it’s what you do. It’s all we do.

© 2011  The Sherwin-Williams Company

Visit a store, give us a call, learn more or share ideas:  

800-798-5872 | sherwin-automotive.com |

For more information circle #27
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LKQ quarter replacement
Are you doing a cost-effective repair?

BY DEGART | ABRN BLOGGER

G
iven the amount of inquiries that we re-

ceive at the DEG, I assume the replace-

ment of a quarter panel with a used part 

is still a valid repair scenario for some vehicles. I 

challenge that if you look at the necessary steps 

needed to replace a quarter panel with a used part, 

it could not be cost effective. Now, if you are using a 

fi ctitious number like “4 hours” to remove the outer 

skin from the donor part then yes, on paper, it may 

be a valid and cost-effective repair, but I assure you 

that each vehicle is different and requires different 

labor times to remove the used quarter from the do-

nor vehicle. Let’s take a closer look.

First, all three estimating systems — Audatex, 

CCC and Mitchell — create the time to replace an 

LKQ quarter panel base on the fact that you will be 

replacing the outer and inner components as a com-

plete assembly, which I am sure is not how most of 

us are replacing that used panel. Typically we are 

removing the outer skin and replacing that part only. 

I think the “4 hours” that some adjusters still use is 

based on the outdated idea of trimming the parts to 

be replaced as the entire component inner and outer, 

which is still incorrect and should vary from vehicle 

to vehicle.

Second, each vehicle re-

quires a different amount of 

time to remove the outer quar-

ter skin from the donor part. An 

example could be most vehi-

cles have an excessive amount 

of foams and sealers that need 

to be carefully removed so not to damage the LKQ 

part, but that amount varies from each vehicle. If 

you look at most LKQ quarter prices versus the 

OEM price, the difference is in the $300 to $350 

range after markup and by using the fi ctitious 4 

hours, yes, it would be cost effective but if you 

were to breakdown each step needed, AND charge 

for that step it will not be cost effective. Think of 

the amount of time needed just to remove all the 

Roughly 250,500 
cars were damaged 
in Hurricane 
Sandy,  says 
the National 
Insurance 
Crime Bureau. 

BECOME A BLOGGER

abrn.com/JoinCommunity

BEST OF THE BLOGS are articles written by bloggers on ABRN's community pages

Social media success
FAIRWAYCOMMUNICATIONS
How do you communicate with 
your customers? Most likely you 
use many traditional methods 
such as phone calls, face-to-face 
visits, trade shows, advertising, 
PR, email, etc.

Many of those methods are still 
quite effective. However, I see 
a lot of companies who want to 
jump on the social media band-
wagon who feel like they’ve 
“missed the boat” because they 
are not on Facebook, Twitter or 
YouTube. Many are launching 
social media “boats” without any 
purpose or strategy in mind.

When asked by business profes-
sionals about social media, the 
advice I constantly give comes 
from an interview I conducted 
with B-to-B social media expert 

Paul Gillin in 2011. Gillin simply 
says you must answer this ques-
tion before designing your social 
media strategy: “What do your 
customers want and how do they 
communicate?”

As Gillin points out: “It could be 
that they don’t communicate in 
any of these channels (social me-
dia) and if that’s the case, don’t 
use them.”

It looks like some companies are 
taking Gillin’s advice to heart, be-
cause Twitter is one social media 
channel that many businesses 
are not using.

While six out of 10 small busi-
ness owners say they believe 
social media tools are valuable to 
their company’s growth — most 
aren’t impressed by Twitter, ac-
cording to a survey by The Wall 
Street Journal and Vistage In-

ternational. The results, issued 
last month, show that just three 
percent of 835 business owners 
said Twitter had the most poten-
tial to help their companies.

Professional-networking service 
LinkedIn topped the survey, with 
41 percent of respondents citing 
it as potentially benefi cial to their 
company. Sixteen percent picked 
YouTube, while 14 percent chose 
Facebook. These results are in 
line with survey results published 
by the Spring Manufacturers In-
stitute when I wrote an article 
on social media for business for 
their magazine, Springs, a little 
less than two years ago.

The Wall Street Journal and 
Vistage International survey 
went on to discover that own-
ers of small fi rms have limited 
time and money to fi gure out the 

most use-
ful ways 
to tap into 
social media. In the 
survey, just four in 10 
business owners said they 
have employees dedicated to 
social media campaigns. Nearly 
half of them spend between one 
and fi ve hours weekly on social 
media, and one-third spend no 
time at all.

No OEM info = no repair
MIKE_A
No one will convince me their 
shop is repairing every vehicle 
properly and completely if use 
of automaker repair informa-
tion isn’t incorporated into their 
process on every job. To fi nish 
reading this blog, go to http://
tinyurl.com/afhofxm 
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Don’t dent your rep.
Trust only Genuine Mercedes-Benz Parts. 

When Mercedes-Benz owners depend on you for quality collision 

repair work, using or recommending non-genuine parts can 

damage your credibility. 

With readily-available Genuine Mercedes-Benz Parts, manufactured 

precisely to original model specifi cations, you can meet the 

superior standards your customers expect.

So, avoid making any risky moves and instead rely on Genuine 

Mercedes-Benz Collision Parts to get the job done right.

Contact your local Mercedes-Benz dealer 

or learn more at mbwholesaleparts.com.
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● How a MAACO transformation 
can help increase business 

Learn about the benefi ts of converting your shop 
into a MAACO facility. Examine market trends 
and transform your business's profi ts. 
Visit: www.abrn.com/MAACOWebinar
● Growing your MSO: Implement-

ing cycle time processes
Solve cycle time issues and build your bottom 
line. Learn when to adopt universal change, how 
to help employees transition and much more.
Visit: www.abrn.com/MSORegister
● 2013's Top shop challenges
Get insight about how to best respond to competi-
tion, get new customers and turn those customers 
into long-term shop advocates.
Visit: www.abrn.com/2013Challenges

APRIL 11-12
● AASP-MN Annual Meeting

Plymouth, Minnesota
JULY 23-24
● Collision Industry Conference 

Boston, Massachussetts 
OCTOBER 16-19
● NACE/CARS

Las Vegas, Nevada
NOVEMBER 6-7
● Collision Industry Conference

Las Vegas, Nevada

APRIL 25
● Frame Systems and the MSO 

Environment
Produced in cooperation with I-CAR.

MAY 9
● Rebuilding Continuously 

Variable Transmissions
Produced in cooperation with ATSG.

JUNE 26
● The Value of OEM 

Certifi cation for MSOs
Contact ABRN to sponsor the webcast.

AUGUST 13
● Steel Parts Replacement
Produced in cooperation with I-CAR.

the community—
join the discussion

READER FEEDBACK TO ONLINE ARTICLES

TO WATCH NOW 

Scan the QR Code with 
your smart phone’s 
camera, or go to: 

abrn.com and enter 
[abrn.com/video]

TO GET THE FREE APP:
FROM YOUR PHONE’S BROWSER, GO TO:

WWW.SCANLIFE.COM

components from the donor vehicle:

t� Quarter glass (on some vehicles)

t� Back glass or a portion. Most LKQ 

parts are delivered with a portion of 

the glass still attached

t� Moldings and trim

t� Splash shields

t� Inner trim inside trunk

t� Trunk hinge

t� Quarter vents

t� Door opening weatherstrips

t� Door latch on dog leg

To read this entire blog, go to 

http://tinyurl.com/bzj5fs7 

● NSF International Collision 
Replacement Parts Certifi cation

The NSF International Collision Replacement Parts 
Certifi cation program is explained, including the rigor-
ous testing and in-plant auditing procedures.
[ABRN.COM/ NSFPROGRAM]

● Verifi ed technicians
The VeriFacts coaching program allows techs access 
to a team that inspects repairs, offers guidance on 
procedures and assists with repair research.
[ABRN.COM/VERIFIEDTECHS]

● Working with aluminum
Ohio Technical College collision repair instructor John 
Dragan demonstrates and explains how to work with 
aluminum.
[ABRN.COM/ALUMINUM]

The world's most 
flexible part and 
paint stand 

SEARCH OUR ARCHIVES OF OVER 
800 ONLINE VIDEOS

abrn TOP VIDEOS

APRIL'S FEATURED WEBCAST

April 25, 2013 

Frame 

Systems & the 

MSO environment 
Register at www.abrn.com/MSOFrame
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To the article "Removing labels 

on parts in CCC" readers wrote: 
From Brad: Try this and your removal time will be 
a couple of minutes. Heat labels with a heat gun so 
glue heats up, and they just peel off. After a quick 
wipe with thinners, the job is done. No scraping 
and fast! 

From Bigtiii: My question is why does this process 
need to be addressed in the estimating guide and/
or P pages? Those only refer to new, undamaged 
vehicles, not wrecked used vehicles. You don't 
need a formula, you simply need to use the manual 
entry, which CCC, Audatex and Mitchell all are 
capable of in the software. AND REMOVE PARTS 
LABELS .5 (or whatever YOU want to charge). It's 
really that simple. You just have to do it. Stop relying 
on "guides" and start relying on yourself and your 
knowledge and years of experience. 

On Twitter and Facebook: 
From ChrisSheehy: New report: Local businesses 
lose $10 billion annually because of poor or nonex-
istent online info.

From Mitchell: See how WorkCenter helps deliver 
total loss values that are fair, verifi able and easy to 
explain!

From DuPont News: Kudos to Dupont's Gayle 
Gibson, chair of this year's Global Marathon. Great 
job! What a fun, interesting and informative day!

From CA Dept. of Insurance: Department of Insur-
ance appoints new legislative director, and insurance 
Commissioner Dave Jones announces he will defend 
rate reduction again mercury insurance lawsuit.

From CCC Info Service: Looking for the latest au-
tomotive trends? Check out this sneak peak at CCC's 
infamous Crash Course Report at bit.ly/YzeEgr.

From Mobile Future: Today's app economy has 
created more than 500,00 jobs and will generate 
$25 billion in revenue in 2013.

From Motor Age: Laundered reusable shop towels 
pose no health risk to workers, study shows.

From Progressive: Check out this video to see 
how our Service Centers can help you get back 
on the road quickly after a claim. Watch at pgrs.
in/12x0Bxh
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CCC ONE™ Repair Methods

Where it all comes together.®
©2013 CCC Information Services Inc.  All rights reserved. 

Now THAT’S 
an improvement.
Easy access to repair procedures is 

critical to estimate completeness and 

repair quality, and with CCC ONE those 

procedures are now INSIDE the estimate.  

You simply click on the part and up pops 

the procedures.  No separate tabs, apps, 

websites or lookups – with CCC ONE 

Repair Methods everything is just one 

click away.

To learn more about CCC ONE™ Repair Methods, 

visit www.ccc-one.com/repairmethods 

or call us at 888-832-1764.

REPAIR PROCEDURES

THE ESTIMATE

INSIDE

For more information circle #5



14  APRIL 2013  ABRN.COM

If there's a topic you'd 

like me to address,  

I'd love to hear from you.

BY CAMILLE EBER | columnist
camille.eber@yahoo.com

THE SHOP OWNER 

Camille Eber is the second-generation owner of Fix Auto Portland East in Portland, Oregon.

GO ONLINE NOW 
to search thousands of ar ticles, videos & 
resources. You will also find a complete archive 
of the author’s previous ar ticles.
TO GET THE FREE APP: FROM YOUR PHONE’S BROWSER 
GO TO: WWW.SCANLIFE.COM

Keeping hackers at bay
Your shop’s data is among its most valuable assets, so take steps to protect it

I
wrote several years ago about some things col-

lision repairers could do to beef up security at 

their shops: good exterior lighting, surveillance 

cameras, and many more.

But the fact is that one of the most valuable items at the shop isn’t something that 
has to be physically carried out the door — it’s your shop’s data, such as customer 
information, credit card numbers, employee payroll and tax-related numbers. It’s all 
sought-after data you need to protect just as you protect the cars and equipment 
in your shop. 

You don’t have to become a cyber-security expert (although hopefully you have 
someone assisting you with your IT who is), but here are some of the things you 
should be doing to help protect your data:
t�$IPPTF�HPPE�QBTTXPSET��%BUB�TFDV�

rity experts say most of us do the equiva-
lent of leaving the keys in the ignition of a 
car parked outside at night by not having 
good passwords that protect our informa-
tion. If your password is an English word, 
JU�T�XFBL��%P�OPU�VTF�TPNFPOF�T�OBNF�PS�
a date as a password. Use a combination 
of letters (upper- and lower-case), num-
bers and symbols. One idea is to come up 
with an 8-word (or longer) phrase to help 
you remember it. For example, use the 
password, “Iwl2banM!” by remembering, 
“I would like to buy a new Mustang!”
t�6TF� HPPE� QBTTXPSE� QSPUPDPM�� %PO�U� VTF� UIF� TBNF� QBTTXPSE� GPS� BMM� BDDPVOUT��

$IBOHF�ZPVS�QBTTXPSET�SFHVMBSMZ�XIJDI�FRVBUFT�UP�BU�MFBTU�PODF�B�ZFBS��"OE�DIPPTF�
good “security questions” for retrieving a forgotten password (a common way hack-
ers gain access); a hacker can quickly find out what high school you went to or the 
answers to other common security questions, so choose one no one else will know 
or can find the answer to, or use a gibberish response to one of the questions that 
no one else would deduce.

t�6TF�UXP�TUFQ�WFSJGJDBUJPO��*U�T�MFTT�DPOWFOJFOU�CVU�NPSF�TFDVSF�UP�BEE�B�TFDPOE�
step to certain log-in processes; you enter your usual user name and password, and 
the system immediately sends a text to your cellphone with a second password code 
to enter. It is a process that is increasingly being used, or at least offered, and is a 
great idea for particularly sensitive information, such as your banking and financial 
BDDPVOUT��"TL�BCPVU�JU�
t� %PO�U� BMMPX� PUIFST� UP� BDDFTT� ZPVS� DPNQBOZ�T�8J'J�� $VTUPNFST� WFOEPST� BOE�

insurers may all appreciate being able to access the Internet wirelessly while at 
your shop, but you don’t want someone to access your business computers through 
ZPVS�PXO�8J'J��.BLF�TVSF�ZPVS�*5�QFSTPO�TFUT�ZPVS�8J'J�PO�B�TFQBSBUF�iTVCOFUw�GSPN�
your normal network, and keep it password-protected. You will have to provide the 
QBTTXPSE�UP�ZPVS�DVTUPNFST�PS�PUIFST�XIP�XBOU�UP�VTF�UIF�8J'J�CVU�JU�JT�B�TNBMM�QSJDF�
UP�QBZ�GPS�TFDVSJUZ��%P�OPU�QPTU�UIF�QBTTXPSE�XIFSF�BOZPOF�DPNJOH�JOUP�ZPVS�PGGJDF�
DBO�TFF�JU��"MTP�DIBOHF�UIBU�QBTTXPSE�GSFRVFOUMZ�
t�4PGUXBSF�WFOEPST�VTF�VQEBUFT�PS�iQBUDIFTw�UP�GJY�LOPXO�TFDVSJUZ�WVMOFSBCJMJUJFT�
UIBU�IBDLFST�DPVME�FYQMPJU��4P�NBLF�TVSF�ZPV�BQQMZ�UIFTF�VQEBUFT�RVJDLMZ�BGUFS�CFJOH�
notified about them.
t� -JNJU� BDDFTT� UP� QFSTPOOFM� GJMFT�� "OZ� EPDVNFOUT� UIBU� JODMVEF� 4PDJBM� 4FDVSJUZ�
OVNCFST�BSF�B� UBSHFU� GPS� JEFOUJUZ� UIJFWFT�� "MM� QFSTPOOFM� GJMFT� TIPVME�CF� TUPSFE� JO�B�
locked file that is accessible only to those who require the information in order to do 
their job or need access to the data.
t�-JNJU�EBUB�QVNQJOH��.PSF�BOE�NPSF�PSHBOJ[BUJPOT�XBOU�UP�TFU�VQ�TZTUFNT�UP�
BVUPNBUJDBMMZ�QVMM�TIPQ�EBUB�UP�QFSGPSN�WBSJPVT�GVODUJPOT�	$4*�GPS�FYBNQMF
��*U�DBO�
be convenient, but also may give outside companies access to more information 
UIBO� JT� OFFEFE�� "TL� BCPVU� BMUFSOBUJWFT� BOE� DPOTJEFS� KVTU� TBZJOH� OP�� B� WFIJDMF�
history company recently expressed interest in our data, but I’m not comfortable 
sharing information about our customer’s cars (even if doing so didn’t violate the 
terms of some direct repair agreements).
Just as all the precautions you take to protect your building and property 

may not keep out the most determined thief, no data security measures provide 
impenetrable protection. 

“ONE OF THE MOST 
VALUABLE ITEMS 

AT THE SHOP 
ISN’T SOMETHING 

THAT HAS TO 
BE PHYSICALLY 

CARRIED OUT THE 
DOOR — IT IS YOUR 

SHOP’S DATA.”



It isn’t just a bar-coded sticker.
 

It’s proof you care about quality.

Too many aftermarket crash parts are like 

cheap burgers. You don’t know what mystery 

meat they’re made of.

So why mess with them? Specify CAPA  

Certified replacement parts and you  

won’t have to.

As the nation’s leading independent  

certifying authority we protect you and your 

customers by putting parts through tough tests 

to see if they fit, perform, last and are as safe 

as the originals. Those that pass earn CAPA 

Certification. Those that fail? They’re out there 

somewhere.

If you care about quality specify CAPA  

Certified parts by name. Look for the CAPA 

Quality Seal on each part to be sure you get  

the real deal. They’re the Gold Standard in  

replacement parts. It’s no mystery why.

Want to see what happens to a replacement bumper that isn’t CAPA Certified? Check out the video at CAPAcertified.org/crash 

If it isn’t CAPA Certified, it isn’t a genuine replacement part.                                                   

CAPAcertified.org
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If there's a topic you'd 

like me to address,  

I'd love to hear from you.

GO ONLINE NOW 
to search thousands of ar ticles, videos & 
resources. You will also find a complete archive 
of the author’s previous ar ticles.
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THE CONSULTANT BY TONY PASSWATER | columnist
Tony.Passwater@aeii.net

Tony Passwater, president of AEII, has been in the collision industry since 1972.

Asking the right questions
Industry needs to focus on the root causes of efficiency losses

I
n my last column, we identified the lack of a con-

sistent implementation of a system designed to 

communicate accurately the “real condition” of 

any used part that is published, how this is a key 

factor in the inefficiency with parts procurement, 

and that the software we currently use is not the 

real issue. 

Whether you are an advocate that looks to “peel the onion” one layer at a time, 
or a Kaizen student, we will now begin to lower the water level to reveal more rocks. 
Let’s examine another root cause of efficiency loss when dealing with used parts 
procurement. 

First let’s look at online inventory systems, which are intended to create an inter-
face to a “live” database for part inventories of the hundreds of vendors selling used 
parts across the country. They are supposed to include a consistent grading system 
with damage codes to clearly and accurately 
identify condition since we are currently stuck 
on this “new and damaged pricing methodology.” 
But unless this first step is policed and enforced, 
it renders the information in the database 
worthless. 

Another issue when relying on the database of 
vendors is the accuracy of the data and time in 
which it is “really” being updated. This includes 
whether the part is in an estimating search, or 
with database driven third-party search pro-
grams being sold. The updating of a vendor database is completely reliant upon the 
parts supplier, and is found often to be very lacking in a number of possible ways. 

It happens on a regular basis that once the supplier is called about a specific part, 
that it is not available (and wasn’t at the time it was selected in the database). Some 
suppliers keep parts listed to generate calls. A number of times, once the call is made 
the reply is, “It is not ‘insurance quality,’” even though no indication of such was listed 
with the part in the database. 

This one issue must be addressed before any database system is reliable. One 
simple solution is that if a supplier does not provide accurate inventory and accurate 
damages, they are banned from being listed in any database system used by this 
industry. Unless this is policed and enforced, it will not change. This should be a pri-
mary focus by insurers, again, not a bidding software. There is already software avail-
able that provides for communication directly to the shop’s preferred used part vendors 
that do not rely on the accuracy of database system pinging. So why not use them?

Along with the above is another “masked issue” that if was brought out in the open 
would go a long way in exposing another root cause for inefficiency in used parts procure-
ment. In a very high percentage, used parts received require a price negotiation with the 
supplier for repairing damages on the part. What is “masked” is that the repairs required 
are hidden to the consumer and buried in the “New and Undamaged Pricing Methodology,” 
and at the same time, the repairer comes out on the losing end. 

Typically the pressure to meet delivery deadlines, cycle time and hours per day key 
performance indicators often does not allow the shop to “reorder” the part from another 
vendor when it really should have been rejected. Many times due to this pressure, the 
amount of repairs is undervalued. For some reason in these situations, most part vendors 
believe they are only responsible for a “partial labor rate,” or a less than accurate time 
to repair the damages to the part received. They are not, and should not continue this 
practice. These shortfalls are not only immediately felt by the technicians who are being 
paid on a commission/flat rate system, but also the shop’s profitability is always affected. 

To ignore the damages that are being repaired with no indication on the esti-
mate or the repair order is a travesty (or committing fraud) to the vehicle owner. 
Why is this ignored by insurers and placed on the shop to be buried in with a 
price for “New and Undamaged?” “Writing it Right” would expose how bad what is 
received really is – but does anyone really want to see it? Simply put, the actual 
price plus its markup of the actual part received should be reflected on the final 
bill and final estimate, along with the repair operations itemized that were required 
to make the part serviceable. No more smoke and mirrors please.

Let’s be sure to focus on the root causes of efficiency losses and not the 
software being used. 

“IF A SUPPLIER 
DOES NOT 
PROVIDE 

ACCURATE 
INFO, THEY ARE 
BANNED FROM 
THE SYSTEM.”



KEEPS YOUR ENGINE COOL
Every NAPA Radiator is thermal-tested under real-life temperature simulations to handle 
extreme conditions, without breaking a sweat. Plus they have a simple drop-fi t installation, 
because we KNOW HOW important it is to get the job done right the first time. Visit your 
local NAPA AUTO PARTS Store today.  

800-LET-NAPA / NAPAonline.com
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SHOP MANAGEMENT | BEST PRACTICES 
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22 The Shop Profi le
28 The Profi t Motive

THE TAKE AWAY

IF PROGRESS IS NOT MADE IN THE 
RIGHT ORDER, FOLLOWING A CAREFULLY 
LAID OUT PLAN, THE RESULTS WILL NOT 
MEET EXPECTATIONS. 

ALL OF MY life, I have loved to build models – scale 

model planes, cars, specialty vehicles and 

military models. The more intricate the de-

tail, the more I like them. Working with a high level of detail is 

kind of soothing, maybe even therapeutic for me. 

I would guess that many of you have similar interests, 

because I believe the collision industry is made up largely of 

people that love to do things with their hands – sort of make 

something out of nothing. 

Obviously, when building a model, it takes a plan, and 

construction follows a process. If things are not built in the 

right order, following the carefully laid out plan, the results 

will not meet expectations. I learned this lesson early, after 

attempting to circumvent the instructions, or veer from the 

plan, and build the project on my terms. A few disasters lat-

er, I learned to stick to the process.

This concept is accepted and embraced while doing these 

types of things, but hasn’t been so well received in the colli-

sion industry until the last fi ve to 10 years. During that time, 

all of us have heard and read about process improvement. My 

previous articles on process improvement and standardization 

on the shop fl oor have only touched briefl y on the front end 

of the shop, our offi ces. In reality, offi ce or front-end process 

standardization is just as, or maybe more important, than it 

is in the back. Taking a potential job, an estimate, turning it 

into a job, getting the parts, and getting it to a tech to repair 

is the foundation of the job. It many times is easier to actu-

ally perform the repairs than it is to get a vehicle and paper-

work to that point. 

Having worked with many large organizations, I know 

fi rsthand the value of standardized offi ce processes. In fact, 

I helped design and outline many of the ones in use by larger 

MINDING YOUR BUSINESS

STANDARDIZING OFFICE PROCESSES AND PROCEDURES WILL GAIN
EFFICIENCY UP FRONT, HELP WORKFLOW AND CSI 

FRONT-OFFICE

BY KEVIN MEHOK  |  CONTRIBUTING EDITOR



,JB�WFIJDMFT�BSF�BU�UIF�GPSFGSPOU�PG�

UPEBZsT�BVUPNPUJWF�EFTJHO��6OJRVF�

EFUBJMT�JO�PVS�,JB�WFIJDMFT�EFNBOE�QSFDJTF�

FOHJOFFSJOH�BOE�GJU��,JB�DVTUPNFST�

EFTFSWF�(FOVJOF�,JB�

DPMMJTJPO�SFQMBDFNFOU�QBSUT�

UP�LFFQ�UIFN�TBUJTGJFE�GPS�

ZFBST�UP�DPNF��0VS�CSBOEsT�

QPQVMBSJUZ�DPOUJOVFT�UP�

HSPX�NFBOJOH�NPSF�,JB�

DVTUPNFST�GPS�ZPVS�TIPQ��

"MXBZT�TQFDJGZ�(FOVJOF�,JB�1BSUT�GPS�UIF�

IJHIFTU�MFWFM�PG�GJU�GJOJTI�BOE�RVBMJUZ��

$POUBDU�ZPVS�MPDBM�,JB�EFBMFS�UPEBZ�GPS�

BTTJTUBODF�BOE�EFMJWFSZ�PG�

ZPVS�QBSUT�

For more information circle #16



20  APRIL 2013  ABRN.COM  

SHOP MANAGEMENT | BEST PRACTICES OPERATIONS: MINDING YOUR BUSINESS

groups today. What I found while work-

ing on these projects is that the size of 

the shop doesn’t matter. Even a two-

car, one-man shop can benefi t from pro-

cess and standardization as much as a 

large facility. All of us follow process-

es every day of our lives that we have 

outlined through trial and error over 

the years to perform simple tasks more 

effi ciently. Think about your “morning 

routine.” If you are like the majority of 

the population, you have unwittingly 

created a process you follow every day 

when you get up and get ready for work. 

You do the same thing every morning, 

having perfected the process over the 

years. Once in a while you experience 

a hiccup, but for the most part, the pro-

cess works, and you get out and get to 

work in the required amount of time. If 

you didn’t follow a routine, you would 

probably not be on time very often, and 

wouldn’t be employed long. 

Let’s look at a few things you should 

be doing in your offi ces to improve the 

overall repair experience.

The word process implies a stan-

dardized method for performing a task 

over and over. In a collision shop set-

ting, that’s kind of what we do, greet 

the customer, get the keys and fi x the 

car – the same thing over and over. It is 

fairly simple to outline a certain way of 

doing each step in the process geared 

toward the desired outcome. 

There are a couple things I want to 

make clear: The paperwork should al-

ways be ahead of the repair, and the es-

timate is the driving force of the repair. 

Keep these two statements in mind as 

we progress. Also always keep in mind 

the processes that you create need to 

be committed to paper, implemented 

and followed on every job. You can, 

and should update your documented 

processes, and improve upon them as 

you learn. I call these living documents 

because they are always changing and 

improving.

Everything starts with a fi rst im-

pression. When outlining the process for 

greeting the customer, always remem-

ber to leave room for personal touches. 

You should however, absolutely assem-

ble a process regarding what steps to 

take when a customer walks in your 

door. These fi rst few seconds can as-

sure capture or loss of a job alone. 

I will tell you what I teach, but use 

your own imagination and thoughts 

when establishing the protocol. I teach 

my people to stand up when a custom-

er walks in and make eye contact. This 

is a simple process that shows the cus-

tomer they are important. Greet them 

warmly, and introduce yourself. Fol-

lowing the greeting, begin to ask a 

series of questions to determine what 

the customer needs during their vis-

it. From here, the process is expanded 

upon, and taken in detail, through the 

entire greeting to estimate process. 

This can be lengthy, so don’t worry 

when assembling the detailed descrip-

tion if the process you design is long. At 

this point don’t worry if you have too 

much detail. You can always stream-

line it later on. Include everything you 

believe is important. Outline whose re-

sponsibility it is to handle this job. Is it 

your customer service rep, you, or ev-

eryone’s job? Get feedback from your 

employees, and work on the process to-

gether. Once it is designed, implement 

it and follow it religiously. 

Every aspect of what happens as 

a job works its way through the offi ce 

needs to be examined. Who writes the 

estimate? Who deals with the insur-

ance people? Who updates customers 

with regard to status? At what inter-

val are the updates done? Who orders 

parts? Who answers the phones and 

how? Some of this may sound simplistic, 

but it’s very important. I have written 

offi ce standard operating procedures 

(SOPs) that rival a book in length, and 

ones that are just a few simple pages. 

The idea is always the same – create 

processes that assure everything gets 

done, on every job, in the proper order.  

Have you ever called a restaurant 

and whoever answered the phone just 

made you not want to go there? I have. 

That’s why smart restaurant managers 

have all their people answer the tele-

phone in a very specifi c way. Collision 

shops need to do that as well. Outline 

a clear process to answer the phone, 

and make sure it is used every time a 

call comes in. 

Keeping customers updated on the 

progress of their repair is very impor-

tant. In fact, several direct repair pro-

grams are using customer contact as 

a measure of CSI that could potential-

ly control work volume. This idea is 

not new, it’s just good business. Put-

ting together a process where you are 

proactively calling customers with re-

gard to status does several things. It 

allows you to make the calls when you 

have time, rather than attempting to 

answer the phone when you may be 

busy, and not be able to give the cus-

tomer the required amount of atten-

tion. It also shows the customer you 

are concerned, and want to keep them 

in the loop regarding repair progress. 

This process can be as simple as 

calling your customers on designated 

days, or can be expanded upon asking 

the customer, when they drop off their 

vehicle, how and when they would like 

to be contacted. In today’s electronic 

world many might want to be texted, 

emailed, or even updated through the 

web. Whatever method you choose, 

make the process of updating custom-

ers an important part of your standard-

ization process. 

I mentioned earlier that the paper-

work should always precede the repair. 

Simplistically, this means that as part of 

your process, the paper fl ow of the job 

is controlled, and certain things hap-

pen through the paper fl ow. Your pro-

cess should include customer authori-

zation of the repairs, the disposition of 

the payments, a checking of the vehi-

cle covering old damage, current mile-

age and fuel levels, and a window tag 

identifying the vehicle be utilized. Who 

is responsible for distributing the job, 

capturing the old damage, and secur-

ing the customer authorization should 

all be addressed in your SOPs. 

Addressing parts ordering is one 

of the most important aspects of stan-

dardization to focus on. Once a repair is 

approved, the required parts should be 

ordered following an outlined process. 

If you are utilizing a management sys-

tem, this is pretty easy to do, since the 

system creates a record of what parts 

were ordered by whom and when. If you 

are not using a system, parts tracking 

can be a little trickier, but can be ac-

complished by creating a simple spread-

sheet that notes what was ordered from 

what vendor and by whom. Again, cre-

ating a process and following it is the 

key. Doing so will make it easier to fol-

low up on parts that have been ordered 

and not received. 

I always preach that no parts should 

be ordered, in a system or manually, un-
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less an estimate has been created con-

taining those parts. Everything should 

start with the estimate, and nothing 

should be ordered or repaired with-

out it fi rst being refl ected in that esti-

mate. If you always keep this process 

implemented, the paperwork will al-

ways precede the repair. 

Think about it like a blueprint. If a 

builder simply started to build a house 

without following a specifi c plan, wrong 

sized wood would be ordered, dimen-

sions would be wrong and material 

and time would be wasted. The same 

holds true in the collision industry. In 

addition, a vendor list should be cre-

ated and followed by your staff. Make 

sure everyone knows who they are al-

lowed to order from, and document the 

ordering process. 

Putting together a comprehensive 

listing of everything you and your staff 

do daily with every repair can be a very 

daunting and time-consuming task. We 

have just touched on a handful of items 

in this article, and haven’t even real-

ly begun to list all the operations that 

they perform every day. Just thinking 

about assembling such a list can be 

enough to keep you from building one.

Don’t get discouraged and under-

stand from the start that creating the 

process will be time consuming. Get 

together with your employees and pick 

their brains. Talk with other shop op-

erators and your jobbers. Ask what 

works for them and what doesn’t. Sev-

eral paint companies offer seminars and 

training on setting up offi ce SOPs. Find 

out if yours does. Be prepared to spend 

some time on developing the process 

that works for you and your specifi c 

circumstances. 

By all means, you can contact me 

for suggestions and advice via email 

at k.mehok@comcast.net. Remember, 

the idea of implementing processes is 

to assure a predictable, consistent and 

quality outcome. Just like building a 

scale model, assembling your work in 

an orderly process will help assure that 

you are building a winner. 

“Putting together a listing of 
everything you and your staff 
do daily with every repair 
can be a very daunting and 
time-consuming task. Don’t 
get discouraged. Talk with 
other shop operators and 
your jobbers. Ask what works 
for them and what doesn’t. 
Assembling your work in an 
orderly process will help as-
sure that you are building a 
winning business.” 
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A snapshot of one of the industry’s leading shops

QUALITY AUTO PAINT & BODY / ROANOKE, VA.

Along with assuming a heightened 

role in operating the family business with 

an ongoing philosophy of lean continuous 

improvement, Henegar – known univer-

sally as Junior to differentiate the 28-year-

old from his dad, owner Richard W. Hen-

egar Sr. – suddenly fi nds himself in demand 

as a public speaker spreading an inspira-

tional one-person-can-make-a-difference 

anti-bullying message to crowds of stu-

dents at school assemblies.

“It’s been really amazing; it’s a daily 

circus,” says Junior, describing a seven-

days-a-week personal schedule amid ris-

ing car counts at the shop. “We’re slammed 

to the gills. We’re so busy, but it’s bitter-

sweet because we have all this money out 

in parts.”

Y e t  e v e n  

with all the hub-

b u b ,  Q u a l i t y 

Auto continues 

to attract rave 

rev iews f rom 

customers 

thrilled with the 

shop’s service 

and workman-

ship. It annually grosses $1.2 million.

Junior’s dizzying foray into the lime-

light arose when he heard of a local gay 

man whose car had been severely vandal-

ized, including death threats and anti-gay 

slurs scratched into the paint. As a straight, 

married former standout high school ath-

lete who had taken heat from his peers for 

a wide circle of friends and interests (he 

also sang in the school choir), it was a no-

brainer decision to repair the victim’s vehi-

cle for free.

Junior had previously conducted a no-

charge refurbishing of a truck belonging 

to a soldier serving in Afghanistan, and 

stepping up in the vandalism incident was 

simply the right thing to do, he said. The 

good deed also garnered local media 

coverage.

Then “The Ellen DeGeneres Show” 

came along. After whisking out West to 

appear on the program, accolades from 

around the world started pouring into the 

shop – along with an infl ux of more vehi-

cles to repair.

“We’ve experienced a continuous fl ow 

of steady business, and a lot of our cus-

tomers have said that they saw me on 

Ellen,” Junior reports, modestly maintain-

ing that the uptick could also be driven by 

deer hits and a rough Roanoke winter.

In addition, the area’s cable television 

provider has been airing a Quality Auto 

commercial at no charge. In a surprise 

Slammed

to the gills
Busy shop preaches lean while also rallying kids to 

cease being mean

BY JIM GUYETTE  |  CONTRIBUTING EDITOR

I 
t started with simply taking a principled and public stand 
against bullying, and now Richard W. Henegar Jr., general 
manager at Quality Auto Paint & Body in Roanoke, Va., is 
enveloped in a whirlwind of activities.

AT A GLANCE

Quality Auto Paint & Body
Name of shop

Roanoke, Va.
Location

Richard W. Henegar Sr.
Owner

Richard W. Henegar Jr.
General manager

1
Number of shops

26
Years in business

12
Number of employees

12
Number of DRPs

$1,825
Average repair order

$27,800
Average weekly volume

PPG
Paint supplier

CCC and Audatex
Estimating systems used

www.qualityautopaintandbody.com
Website
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Henegar Jr.



Visit our website for more information
www.maxzone.com

DOESN’T TAKE A 

ROCKET SCIENTIST 

T O  K N O W  W E  U S E  R E A L  

ROCKET SCIENTISTS 

TO DESIGN OUR PARTS.

It

DEPO Auto Parts Corp., a world class manufacturer
of automotive replacement lamps, is driven to provide

the best quality of automotive replacement parts and high 
customer satisfaction. 

OE REPLACEMENT LAMPS | PERFORMANCE LAMPS | REAR VIEW MIRRORS | BLOWER MOTOR ASSEMBLIES
RADIATORS | COOLING FAN ASSEMBLIES | DOOR HANDLES | WINDOW REGULATORS
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move, DeGeneres recorded the spot for 

free; it also stars Pink the famous singer, 

three Olympic gymnasts and actor Patrick 

Dempsey.

Junior even established a 501(3)(c) non-

profi t foundation. He describes leveraging 

“my 15 minutes of fame” to create the 

Charitable Actions Revolution (CAR) under 

the umbrella of the Warm Hands Warm 

Heart organization. For more information, 

visit http://charitableactionrevolution.wee-

bly.com.

“The Ellen show was just the begin-

ning, the motivation for my next idea, and 

it began to come to fruition on my fl ight 

home from taping the Ellen show,” Junior 

recounts. After viewing “The Bully Proj-

ect” movie on the plane, “my wheels con-

tinued to turn” with the idea of annually 

selecting a deserving individual and pro-

viding that person with a no-charge vehi-

cle overhaul.

As he shared his plan with others, 

“folks started to jump on board and vol-

unteer their help and services,” and the 

overhaul idea subsequently evolved into 

CAR. “We started to have weekly meet-

ings to get organized, establish positions 

and rules, delegate tasks and responsibili-

ties, etc., and the ideas started fl owing. 

We currently have about fi ve projects on 

the table that could change the way every 

student looks at a school bus – it could be 

a huge tool in eliminating bullying.”

When he travels to schools, Junior aug-

ments a Power Point presentation with 

“trying to show the students and adults 

that one person can make a difference” by 

standing up for those who are unpopular 

or less fortunate.

Junior received the inaugural “Richard 

W. Henegar Jr. Act Of Kindness Award” 

from his alma mater, the Botetourt County, 

Va., school district, and a documentary 

fi lm crew from PBS has been shadowing 

him as he gives speeches and goes about 

the business of collision repair.

“There’s been a lot of publicity for the 

shop because of my extracurricular activi-

ties,” says Junior, “but that’s not why I do 

it. It’s exciting and stressful, but I feel like 

it’s my purpose.”

While his wife and parents are sup-

portive of his endeavors, “the shop is the 

priority right now, so it’s been quite a 

juggle.”

The quest for continuous operational 

improvements is an ongoing point of focus 

along with a more immediate need to bring 

on additional employees to accomplish the 

increased level of work to be done at the 

18-bay, 13,300 square-foot facility.

Qualifi ed candidates are in short sup-

ply within the Roanoke market, according 

to Junior. “The good people are staying 

where they are,” he notes. “We try to recruit 

from out of town, but even those techs are 

hard to fi nd.”

The Henegars, however, have found 

some success by working with the local 

school system to attract promising stu-

dents onto the premises. “We try to bring 

in and teach the younger generation,” says 

Junior.

Providing a positive work environment 

is a key attribute at the company. “It’s been 

successful, and attitudes and morale have 

been high,” he says, noting also that decent 

pay and benefi ts result in the employees 

“taking pride in their shop.” Ongoing Gold 

Class I-CAR training and vendor-led edu-

c at iona l  sess ion s  a re  add i t iona l 

attractions.

Glowing testimonials
The shop maintains a dozen direct repair 

program (DRP) relationships that account 

for 90 percent of its business. A strong 

word-of-mouth reputation and online social 

media presence bring marketing attention 

as well. “We mainly let our work, customer 

service and actions throughout the com-

munity gain us positive referrals,” says 

Junior.

Glowing testimonials are common-

place, such as this one submitted by B. 

Devillis: “Using Quality Auto turned an 

annoying, frustrating situation into a posi-

tive experience because of their outstand-

ing customer service, excellent auto body 

work and, most of all, for making the whole 

process effortless for me.”

“It’s the Golden Rule,” explains Junior, 

who frequently networks within the mar-

ketplace via his Freemason membership. 

“Treat others the way you want to be 

treated. Also, we try our best to turn their 

negative situation – the reason they’re 

usually in our shop – into a positive one.”

A complete website is particularly ben-

efi cial for reaching vehicle owners who 

have been in a crash or enthusiasts seek-

ing custom enhancements. “I can’t say 

enough good things about our website. 

It’s paid for itself 10-fold – especially with 

younger people.”

A direct-chat feature has proven to be 

a big plus for communicating with poten-

tial clients. “It comes right to my desk. It’s 

open during business hours and whenever 

else I want it to be,” says Junior.

Leaning toward lean
“I’ve been trained in lean and am a fi rm 

believer in it,” Junior continues, citing the 

family’s goal of adopting a more complete 

array of high-effi ciency programs within 

a few years. “We try to follow the Kaizen 

philosophy of continuous improvement. 

Currently, we do a complete teardown on 

every car before putting it into production, 

and we’ll take the extra time to partially 

disassemble a drivable vehicle to fi nd any 

hidden damage.”

Like other shop managers, Junior 

laments the various operational constraints 

that place a damper on a more active pur-

suit of alternative production methods. 

“With all our time spent working in the 

business – and no time for working on it 

– there really hasn’t been time” to achieve 

the company’s desired results out on the 

shop fl oor.

Effectively maneuvering within the 

realm of insurance carriers is another chal-

lenge. “Having to abide by the insurance 

company’s labor rates rather than set our 

own” is a key complaint. “To stay con-

tracted with the insurance companies that 

feed us, we are required to have all of the 

state-of-the-art equipment and training, 
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NO OTHER PARTS STACK UP AGAINST

GENUINE HYUNDAI PARTS.

The only parts designed and engineered to fi t strict factory 

specifi cations perfectly — saving time and money. So give Hyundai 

vehicles the best. Give them Genuine Hyundai Parts.

Give your customers the confi dence they need on the road and a reason to return to

you for all their vehicle needs. Hyundai parts are designed and engineered to fi t strict factory 

specifi cations. Simply put, it’s all about being Genuine.

To fi nd your local Hyundai Dealer, please visit www.HyundaiWholesale.com.

GENUINE HYUNDAI PARTS.

THE LUXURY OF TRUST.

Hyundai is a registered trademark of Hyundai Motor Company. All rights reserved. © 2012 Hyundai Motor America
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which costs more than you can imagine,” 

says Junior. “However, the smaller shops 

that aren’t held to the standards that we 

are and don’t have near the overhead that 

we do make the same per hour.”

Born into the business 
The company was founded as a sole pro-

prietorship in 1986 by Junior’s father, Rich-

ard W. Henegar Sr., “in a shop not much 

bigger than our current front offi ce.” As a 

youngster, Junior “was born into it” as he 

washed and sanded vehicles, later leav-

ing town to join the Navy. “In 2007, the 

same year Dad expanded from 3,500 square 

feet to 13,300 square feet when all the 

DRPs came beating down our doors (with 

more customers), I came home to help him 

with the transition, and I’ve been here ever 

since.”

He goes on to describe how “when my 

father made the big move, I knew he’d 

need help. When it came retirement time, 

I didn’t want to see his legacy get bought 

out or close up, so I knew I had to step up. 

I’m here for my father; I’m his 401(k). Plus, 

in what other job do you get to bring your 

dogs to work every day?” 
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directly limited by cycle 

time, nothing is more 
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finishing system made for 
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Numbers of profi tability
Make needed changes to attain your total gross profi t goals

The fi rst and most important number 

to look at is total gross profi t. Ideally it 

should be about 45 percent, but I have 

seen shops where it hovered in the thir-

ties. There are several numbers that play 

into total gross profi t. The one that plays 

a big part in reaching the 45 percent goal 

is labor gross profi t because it is the high-

est area of profitability at 60 to 65 

percent.

Attaining 60 to 65 percent labor gross 

profi t can be diffi cult if you have multiple 

labor rates. I was talking to a shop man-

ager the other day who could not under-

stand how he was losing so much in labor 

gross profit. We talked about his door 

rate, what his insurance companies were 

paying and the rate he was charging a 

fl eet customer. After a short discussion, 

I identifi ed the problem was in how he 

was calculating his technician rate. He 

was doing the math properly but he was 

paying his technicians an average of 40 

percent of his door rate, not an average 

of the rate he was actually being paid. 

When we discussed his rates, I found 

there was a $10 swing between his door 

rate and the lowest rate he was collect-

ing. A technician rate of 40 percent of the 

door rate ended up being 52 percent of 

the rate he was charging his fl eet cus-

tomer. There are several ways to correct 

this, either develop an average labor rate 

for your shop and calculate your techni-

cian pay based on that or have some lower 

waged technicians to handle the work 

that pays the lower rate.

A second number that plays a valu-

able part in attaining your total gross 

profit goal is paint and material gross 

profi t. A shop with high total gross profi t 

is generally recording its paint and mate-

rial gross profi t in the area of 35 to 40 

percent. The biggest obstacle to reaching 

the goal in paint and material gross profi t 

is waste. 

When visiting shops, I like to look and 

see how much paint is left over and sit-

ting on the bench. I think an average of 

one half ounce is acceptable and believe 

anything over an ounce is a problem. I 

recommend that painters use the panel 

calculators available in most computer-

ized mixing systems as a base level and 

then reduce the amount they mix in one-

half ounce increments until they elimi-

nate over mixing. Using this process helps 

them build confi dence that they will not 

run out of paint in the booth, as well as 

reducing the amount of waste on the 

bench. As the painters refi ne their pro-

cess, you should be able to keep your 

costs below $19.50 per refi nish fl ag hour.

The last area we will look at is parts 

gross profi t. Reaching a parts gross profi t 

goal of 28 to 32 percent would put you in 

a good position in your efforts to attain 

45 percent total gross profi t. Negotiating 

with parts vendors and acquiring dis-

counts based on purchase volume is one 

of the best ways to reach the parts gross 

profi t goal. Another area to look at is LKQ 

parts purchases. It is standard to mark-

up LKQ parts 25 percent of the purchase 

price, however this only allows 20 percent 

gross profi t. I encourage shops to ask for 

25 percent gross profi t from their insur-

ance partners, rather than mark-up. To 

appreciate a true 25 percent gross profi t 

you have to mark up the LKQ part 33 per-

cent, which will get you closer to the 28 

to 32 percent parts gross profi t goal.

Keeping these three areas on track 

will help you keep your business profi t-

able. As you review your numbers, you 

will also see how quickly your total gross 

profi t number will drop if one of these 

areas falls out of line. Use your manage-

ment system to track your numbers per 

repair order and as a cumulative number 

as your month progresses. Waiting until 

month end is too late to make changes 

that will allow you to recover and post 

numbers of profi tability.

I enjoyed writing Profi t Motive articles 

the last couple of years while working as 

a consultant. I recently accepted a posi-

tion as director of Bowditch Collision Cen-

ters, an MSO in Southeastern Virginia. 

The demands of that position won’t allow 

me to dedicate the time needed to write 

for ABRN. I hope you were able to take 

something away from each of my articles 

and apply them in your business. Thanks 

for reading and good luck. 

Practice profi table 

negotiations

Increase profi ts while 

reducing severity

The benefi ts of 

management systems

BY JOHN SHOEMAKER  |  CONTRIBUTING EDITOR

F
or my last Profi t Motive article, I’d like to provide a review 

of some important numbers of profi tability. Since we just 

fi nished the fi rst quarter of 2013, it will give you an 

opportunity to see how your shop matches up, make any 

needed changes and move forward to a profi table 2013.

Track numbers as the month 
progresses. Month end is 
too late to make changes.
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The body shop is a potentially haz-

ardous place to work. An environment 

that presents risks all around us, work-

ing in a shop requires that we plan 

to prevent all mishaps that we can. 

Planning to prevent accidents and in-

juries before they occur will help elim-

inate accidents or lessen their number 

and severity.

Shop safety involves practicing cor-

rect hazardous waste handling and 

disposal; understanding, knowing and 

following material safety data sheets 

(MSDS); properly labeling all materials 

used in a shop; using the appropriate 

personal protection devices (PPDs); 

and planning for environmental and 

other emergencies that could occur 

around the shop. 

Shop safety 
Some of the most basic shop safety pre-

ventive measures may seem routine, 

and therefore be easily overlooked. Some 

examples are: using the proper tools 

for the job, being trained and tested 

(Fig 1) on how to use tools safely, not 

using tools that are not working prop-

erly and working properly, and using 

the proper safety equipment with the 

tool being used.

If a tool or piece of equipment is not 

working properly, it should not be used 

until it is repaired. During the repair 

or maintenance process, the tool should 

be deactivated and the lock-out/tag-

BY AL THOMAS  |  CONTRIBUTING EDITOR

IN THIS SECTION

44 Cabin fever
51 Products

THE TAKE AWAY

PLANNING TO PREVENT ACCIDENTS 
BEFORE THEY OCCUR HELPS ELIMINATE 
ACCIDENTS OR LESSEN THEIR NUMBER 
AND SEVERITY.

WITH CAREFUL PLANNING, TRAINING AND PROPER PROTECTIVE 
DEVICES, MOST WORKPLACE HAZARDS CAN BE ELIMINATED

FOR
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out system should be used. To do this, 

the machine is turned off and locked 

so that it cannot be restarted until the 

lock is removed. Until then, a tag is 

placed on the control panel, indicating 

that it is being worked. By doing this, 

no one will mistakenly turn on a ma-

chine when someone else is working 

on it.  

Flammable liquids should be kept 

away from any type of ignition source 

such as sparks (welding and grinding) 

or open fl ame (torch or plasma cutters). 

They should be kept in ventilated and 

fl ame-resistant cabinets (Fig 2). Fire 

extinguishers should be kept through-

out the shop for easy access (Fig 3). 

The appropriate type of fi re extinguish-

er for the type of fl ame should be used. 

An ABC fi re extinguisher will extin-

guish a common fi re from fl ammable 

substances such as paper and wood, 

electrical fi res and chemical fi res. In 

addition, though, with modern vehicles 

and their use of fl ammable metals, a 

D-type fi re extinguisher should be on 

hand specifi cally for these types of fi res.

When working with batteries, 

whether lead acid, nickel metal hydrate, 

or lithium, technicians should wear all 

proper personal protective devices such 

as the correct gloves, glasses or gog-

gles and protective clothing. They 

should not smoke nor allow sparks or 

open flames around batteries when 

servicing them. Also, when charging 

batteries, follow the manufacturer’s 

recommendations. Make sure that when 

batteries are stored outside of the ve-

hicle (particularly damaged ones) that 

they are placed in a safe area and have 

an acid/alkaline resistant spill contain-
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0 �eal-time load leveling of

shop, techs and writer

0 �ean management reporting
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email for customer service
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ProFirst is American Honda’s newest collision repair shop recognition program that offers so 

many advantages. As a qualifi ed ProFirst shop, you will receive recognition with a handsome 

plaque and a spot on the American Honda Body Shop Locator website. In addition, you will 

receive access to American Honda’s parts catalog and parts information as well as collision and 

mechanical service and repair information — all at no cost to you. Find out more at our program

website. It’s the next step in gaining recognition, information, and promotion for your shop.

Honda and Acura owners know quality. Let them know you provide 
quality collision repair by becoming a ProFirst facility.

ProFirst—
The Next Step.

prof i rst .honda.com
pro f i r s t .acura .com

© 2012 American Honda Motor Co., Inc. All rights reserved.

Please see the qualifi cation criteria on the website.
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ment mat under them.

Safety signs (Fig 4) and labels, along 

with safety equipment, should be well 

stocked and close at hand (Fig 5). Work-

place labels should be on all containers 

that do not have the original manufac-

turer labels. All safety equipment such 

as eye wash stations, either permanent 

(Fig 6) or portable (Fig 7), should be in 

w o r k i n g  o r d e r  a n d  t e s t e d  

periodically.

Responding to emergencies
Along with planning to prevent emer-

gencies, it's important to plan how to 

respond and if a hazardous emergency 

occurs. Having an emergency plan that 

clearly indicates who to call for emer-

gency services (Fig 8), which hospital 

to use, and who in the organization 

will take responsibility for what type 

of emergency, are all necessary ad-

vance decisions. Have a clearly drawn-

out emergency evacuation plan to use 

in case of fi re, storms and other such 

emergencies. Having a person who is 

trained as a first responder is very 

helpful. The American Red Cross of-

fers classes in fi rst aid, CPR and other 

training that at least one, if not more 

employees, should complete.

Collision repair shops have hazard-

ous materials in every corner, it seems. 

And laws (the right-to-know act in the 

United States and the WHMIS laws in 

Canada) require that all products be la-

beled, either from the manufacturer or 

using workplace labels. Also, workplace 

symbols should be placed throughout 

the shop in their appropriate areas (Fig 

9 and 10), indicating the type of hazard 

that exists. 

Acute and chronic exposure 
Hazardous exposure is classifi ed as 

one of two types. Acute exposure dis-

plays signs of health effects immedi-

ately or within one hour after expo-

sure. Chronic exposure indicates the 

health effects occur as the result of 

long-term exposure to low concentra-

tions of the chemical. Such symptoms 

as shortness of breath, coughing and 

dizziness may result from an acute ex-

posure to high levels of vapors in fumes 

from spray, while other types of ill-

nesses such as emphysema will occur 

after long-term exposure to lower lev-

els of those same vapors. 

Chronic exposure, such as low lev-

els of noise for long periods of time over 

years, may not show itself until after 

the damage is done. Unfortunately, pre-

vention of hearing damage by the use 

of ear plugs (Fig 11) is often neglected 

because of the subtle damage of chronic 

exposure.

Portal of entry 
The portal of entry is that point in 

which the damaging exposure reaches 

the body. Hazardous materials can en-

ter through breathing, swallowing, 

absorption into the skin and eyes, and 

injection into the skin. To prevent the 

Restoration Plus Part Number 8003
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hazardous materials from entering 

through breathing, the appropriate 

respirator should be worn (Fig 12). 

Respirators such as the purple HEPA 

respirator seen in fi gure 12, the char-

coal respirator (either partial or full 

face, also in fi gure 12), and the fresh 

air respirator (Fig 13) help to protect 

workers in various work conditions.

 Swallowing hazardous wastes can 

be prevented by washing hands fre-

quently and by not eating or smoking 

in hazardous work areas, and not touch-

ing your face with your hands when 

READ MORE TECHNIAL ARTICLES LIKE THIS ONE  ABRN.COM/ALTHOMAS 
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CHIEF

Vector Measuring System
CHASSIS LINER

Truck ’N Revolution

Chief and Chassis Liner bring you the perfect mix of accuracy and affordability. 

Vector gives you fast setup, fast operation and precise measurements at a great price, 

while the Truck ’N Revolution has the features of a high-end rack and fits your budget. 

Limited-time only—buy both and get Chief vehicle 
specification data for only $1. Save $998. 

Get the details at chiefautomotive.com/invest/ab, or call  

800-445-9262 for one-stop sales, equipment, support and training. 
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coughing or sneezing. Most people have 

been taught to cough or sneeze into 

their elbow as opposed to coughing 

into their hand.  Wearing the appropri-

ate nitrile gloves and safety glasses 

can prevent absorption into your skin 

and eyes. Many types of contamination 

are attracted to water, and the mois-

ture that forms between the eye and 

the inside of safety glasses draws that 

vapor to it. Using goggles or a fresh air 

respirator will eliminate this type of 

contamination.

As a portal of entry for hazardous 

materials to reach inside the body, in-

jection can occur through a cut or split 

in the skin, which allows direct access 

to either our soft tissue or blood vessels. 

Injection can occur when air blasts from 

air tools or blow guns drive a contami-

nant into a body’s portal of entry.

MSDS 
In the United States, a material safety 

data sheet, or MSDS, must accompany 

every hazardous material sent to the 

workplace. In Canada, the hazardous 

material awareness program became 

known as the Workplace Hazardous 

Material Information System (WHMIS), 

and documents similar to the MSDS 

also accompany hazardous materials 

to the workplace.

The supplier-provided MSDS covers 

a variety of areas, such as: 

t��1SPKFDU�JEFOUJý�DBUJPO

t��)B[BSEPVT�JOHSFEJFOUT

t��1IZTJDBM�EBUB

t��'JSF�BOE�FYQMPTJPO�IB[BSET

t��3FBDUJWF�EBUB

t���)FBMUI�

hazard data, 

or toxic 

properties

t���1SPUFDUJWF�

measures

t���'JSTU�BJE�

measures

t���.4%4�QSFQBSBUJPO�JOGPSNBUJPO�

Though the style of the individual 

MSDS may vary, these nine categories 

must be included in each one. Explain-

ing each one of these categories is be-

yond the scope of this article, but cer-

tain sections that are extremely 

important to worker safety will be 

discussed.

 All the MSDS sections are impor-

tant and should be read, understood 

and followed. MSDS should be readily 

at hand so they can accompany an em-

ployee to the emergency room in case 

12 13 14

GO ONLINE NOW 
to search thousands of ar ticles, videos & 
resources. You will also find a complete archive 
of the author’s previous ar ticles.
TO GET THE FREE APP: FROM YOUR PHONE’S BROWSER 
GO TO: WWW.SCANLIFE.COM

Super Sponge Part Number 526
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of exposure. The information contained 

in them will help emergency room staff 

and physicians know the appropriate 

treatment for the type of exposure that 

the person has encountered. 

Workplace labels 
There must be a supplier label on ev-

ery hazardous material that comes into 

the workplace, and the workplace also 

must have an MSDS on hand and read-

ily available for every chemical in the 

work area.

But often these larger containers of 

the materials are transferred to a small-

er container. If any chemical is placed 

in a container that does not have the 

original manufacturer’s label, a work-

place label is required (Fig 14). A prod-

uct that is mixed or diluted to keep for 

further use, such as an all-purpose 

cleaner solution mixed in a spray bottle, 

must also have a workplace label.  

Workplace label requirements 
Labels prepared for the workplace do 

not require as much information as 

manufacturer’s labels. In fact, the two 

required items are the product's name 

as it appears on the MSDS, and any 

hazardous warnings that were on the 

original label.

Many workplace labels such as the 

one seen in fi gure 15 have fi re hazards 

(in red), health hazards (in blue), reac-

tivity (in yellow), and specifi c hazards 

(in white) and can be purchased for at-

tachment in the workplace. 

Personal protective equipment 
Personal protective equipment, some-

times called personal protective de-

vices, are pieces of safety equipment 

that need to be used to safely handle 

the common hazardous materials found 

in a collision repair shop. All employ-

ees must have certain standard pieces 

of safety equipment and must know 

the proper way to use them.

Glasses that have satisfi ed rigorous 

safety testing are labeled Z87 (Fig 16). Not 

all glasses that appear to be safety glasses 

have been tested and approved for use.
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Respirators come in all different types 

specifi c to the type of work being done. 

Particle masks (N95) are used for block-

ing airborne particles (Fig 17), as are 

HEPA fi lter masks (Fig 18) — but should 

not be used when vapors or acids are 

present. Where vapors are involved, ei-

ther charcoal respirators (Fig 19) or air 

supply respirators (Fig 20) should be used. 

Charcoal respirators should be stored in 

an airtight container (Fig 21) when not 

in use to prolong their usefulness. 

Gloves also are suited to different 

types of work. Common workplace 

gloves protect the hands, and in some 

cases have gel inserts in the palms to 

help reduce vibration damage (Fig 22). 

Heavier work gloves are used for weld-

ing (Fig 23). Also, to protect your hands 

from chemicals, various types of chem-

ical-resistant gloves such as light gloves 

(Fig 24), which only protect hands from 

splashes in use for such things as wax 

and grease remover, are appropriate. 

This type of glove should never be sub-

merged in solvent or used when clean-

ing a gun. Instead, heavier solvent-re-

sistance gloves (Fig 25) should be used 

for such work involving long-term and 

heavy exposure.
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With the Elektron MI100control T welder, you’re guaranteed to get an absolutely 

perfect weld the first time, every time. Plus, it’s engineered for improved productivity. 

The gun is 40% lighter, so it’s easier to handle. And the 30-foot cable virtually 

eliminates the hassle of maneuvering equipment to reach repairs. 

More OEM approvals than any other welder line. Period. 

Only the Elektron MI100control T 

welder produces welds that are  

OEM tested and validated.
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measuring and welding equipment, plus hands-on training. 

THERE’S NO 
TIME FOR  
DO-OVERS  
IN THIS  
BUSINESS.

For more information circle #12



The best body filler you’ll ever use.

JUST DON’T GET  
CARRIED AWAY.

U.S. Chemical & Plastics  600 Nova Drive SE, Massillon, OH 44646 USA

Telephone: 330-830-6000  |  Toll Free: 1-800-321-0672  |  Fax: 330-830-6005 

www.uschem.com

AU79™ Advanced Lightweight Filler is the 
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productivity and reducing costly re-dos. 
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technology that eliminates micro pinholes  

for the most uniform surface. And a  

stronger, smoother finish means less 

shrinkage and sanding for less labor,  

time and materials overall.

Improve your bodywork – and bottom line – 

with tack- and stain-free AU79 Advanced 

Lightweight Filler, the easiest-spreading,  

best-performing body filler on the market 
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you may actually enjoy using it…  

a little too much.
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Hearing protection is one of the 

most often forgotten personal protec-

tive devices. Noises may often not 

seem damaging when a worker is ex-

posed. But with frequent exposure to 

even moderate noises (greater than 

100 decibels), long-term hearing loss 

can result. To protect hearing, tech-

nicians and other exposed employees 

can use simple foam plugs, as seen 

in figure 11. Such earplugs should be 

used not only when the worker is ac-

tually using the loud equipment, but 

also when other equipment nearby 

raises the noise to a damaging level. 

The rule of thumb for hearing safety: 

When standing at a normal “conver-

sational” distance from a coworker, 

if you must raise your voice to be 

heard, then hearing protection is 

needed.

Many other personal protective 

devices are available too, and should 

be worn when working in hazardous 

situations. Referring to the MSDS for 

recommended use of these devices 

should be a routine procedure.

With careful planning, training 

and the availability and use of the 

proper protective devices, most 

workplace hazards can be eliminat-

ed, and body shop employees can 

work safely, even in a hazardous

environment. 
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Let's look at what's behind these changes, along with what 

innovations repairers will be seeing and how they will impact 

the collision industry.

Fresh territory 
Dina DeSenso is vice president of Autoterior Perspectives, a 

Los Angeles-based design company that works with auto-

makers and the aftermarket. She says automakers have two 

good reasons to focus their design efforts on interiors. First, 

pressure to meet CAFE standards and keep their products in 

specifi c model groups (SUVs, crossovers, sedans and econo-

my cars) have compelled manufacturers to stick to an increas-

ingly limited set of design principles.

“Right now the public is seeing more vehicle brands than 

ever on the street, but if you ask your average car buyer to 

distinguish one car from another – say at about 50 feet – they're 

going to have a lot of trouble,” she says. “With the exception 

of the styling cues that distinguish one vehicle from another, 

Vehicle interiors become the next great frontier 
in automotive design

The 2013 Dodge Dart may be slotted as an “economy car,” but the interior is designed to appear far 
more expensive.

BY TIM SRAMCIK  |  CONTRIBUTING EDITOR

Cabin fever

When repairers look at the next generation of vehicles being created by automakers and the 

challenges they present to the collision industry, their thoughts typically turn to obtaining 

access to OEM repair instructions and new equipment. If you're focused on new vehicle 

exteriors, you're only getting half the story – if that. A far bigger issue is what's happening on the inside, 

in the driver and passenger cabins. Some of the biggest consumer trends in the auto industry are 

driving automakers to rethink both the function and form of interiors. 
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for example a sedan, cars look a lot alike. 

Our research is fi nding that customers 

care less and less each year about the 

exteriors.”

Increasingly, customers – particularly 

young and female customers – are drawn 

more to interiors. DeSenso says this fac-

tor makes sense since the interior is 

where customers actually experience 

the vehicle. For years, aftermarketers 

have been benefi tting from the sale of 

interior accents and other products. In 

an attempt to grab some of this market 

and distinguish their brand, manufac-

turers are fi nally looking to exploit this 

part of the automotive market.

“The goal now is to attract buyers by 

letting them personalize this part of the 

vehicle,” DeSenso says. “People have al-

ways used their vehicles to make a state-

ment about themselves. The most natu-

ral place to do this is where they sit.”

Material changes 
With more customers indicating that 

environmentalism is an important part 

of their choice in selecting vehicles, cus-

tomers are making a statement by choos-

ing vehicles that utilize materials that 

are eco-friendly and sustainable.

Ford has led much of the charge in 

this area. The manufacturer already uti-

lizes soy foam in the seats and head re-

straints of some of its vehicles. Ford 

plans to use the foam in its entire fl eet, 

where it is today using other bioproduct 

materials such as wheat straw (used as 

plastic fi ller in the third-row plastic bins 

on the 2010 Ford Flex).

It's also begun using parts fashioned 

from kenaf plant fi ber. Kenaf is native 

to Africa and related to hibiscus, cotton 

and okra. The plant has been adapted 

to grow in parts of California and the 

southern United States and has become 

popular with environmentalists since 

it requires few pesticides. Ford's use of 

kenaf will offset 300,000 lbs. of oil-based 

resins annually in North America. Since 

interior parts make extensive use of 

petroleum-based resins, kenaf holds the 

promise of being a centerpiece in eco-

friendly interior designs.

That promise currently is being de-

layed by costs, but DeSenso expects 

costs to drop as more manufacturers 

adopt kenaf and other bioproducts. De-

Senso expects that day to arrive soon 

– probably within the next fi ve years.

“It’s a lot easier for auto manufactur-

ers to switch gears and change how 

they source interiors parts than other 

vehicle parts,” she says. “In this case, 

it’s critical that they respond to customer 

wants and demands quickly in this area 

because car buyers are fueling changes 

to the interior. If they’re not satisfi ed, 

they’ll opt for another brand.”

Luxury for everyone 
When customers investigate other 

brands, along with ecofriendly materi-

als, they also want the look and feel of 

luxury – even in entry-level vehicles and 

economy cars.

Gone are the days when buying an 

inexpensive car entailed being stuck 

with an interior fi tted with thin, unat-

tractive cloth seats and cheap-looking 

plastic moldings and trim. Automakers 

are now giving customers options such 

as leather seating and providing driving 

interiors that normally would be expect-

ed in a far more expensive vehicle.

DeSenso notes that this development 

has been driven largely by younger buy-

ers, who have greater expectations for 

vehicle comfort and convenience.

“Unlike their parents, this genera-

tion grew up being transported to af-

terschool and other activities in a ve-

hicle,” she says. “To them, it’s home. 

They expect to be comfortable during 

their commutes, have access to their 

music and information and be surround-

ed by something attractive.”

Chrysler drew from these expecta-

tions for its recent reincarnation of the 

Dodge Dart, which features soft-touch, 

high-gloss fi ttings and options such as 

touch-screen controls and a heated steer-

ing wheel. Just as signifi cant, the Dart 

comes with a laundry list of interior op-

tions, giving customers the opportunity 

to build the interior they want and not 

simply “the interior the manufacturer 

wants them to have,” DeSenso says.

DeSenso says domestic automakers 

are counting heavily on upgraded inte-

riors to help their vehicles compete with 

the expected infl ux of low-cost vehicles 

from India and China.

“They know they’re not going to win 

on price so they need to offer customers 

a trade-off for spending a little more 

each month on a car payment,” she says. 

“Giving customers a cockpit that makes 

them feel like they’re in a $50,000 ve-

hicle is just the ticket.”

Shining some light 
on the situation 
There’s little sense in providing up-

scale interiors if they’re hidden from 

the driver and passenger views. This 

factor is helping drive one of the most 

signifi cant trends in interior design – 

the addition of ambient lighting.

For years, drivers have struggled to 

fi nd window, environmental and other 

controls when driving at night, even 

though these controls were designed to 

be within easy reach. Manufacturers 

now are creating interiors rife with LED 

illumination rings, lines and other lights.

The additional lights, says DeSenso, 

serve a dual purpose. They are both 

functional and add aesthetics and per-

sonality to the interior.

“It’s the kind of sensible addition 

that designers have been pushing for 

years,” she says. “Adding soft whites, 

reds, blues and other colors brings this 

space to life. It makes the cabin enjoy-

able. You’re in the vehicle to drive, not 

sleep.”

Ultimate goal: A blank slate  
DeSenso believes the addition of all the 

options and niceties ultimately will lead 

manufacturers to a new design para-

digm – the fully customizable interior. 

While this notion may seem decades off 

or a car show concept model pipe dream, 

she says its realization is closer than 

many industry analysts can grasp.

DeSenso says this attitude can be 

The Dart also features LED illu-
mination throughout its interior, 
a trend that soon will appear in 
vehicles everywhere.



Expect More. Expect TYC.
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For more information about TYC premium replacement automotive parts, 

please consult your local TYC sales representatives.
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attributed to the short shrift analysts 

have for years given interiors. They may 

only now be grasping just how quickly 

interior designs are advancing and how 

their design is gradually dictating the 

design of the vehicle itself.

“Along with how a vehicle is pow-

ered, the other force that is really im-

pacting the industry is branding to cus-

tomers the same way that electronics 

companies are able to,” she says. “You 

don’t do this with the exterior. You do 

it with an interior the customer can per-

sonalize the same way they do with 

smartphone apps. That’s the future.”

Repairer impact 
The new manufacturer interest in inte-

riors obviously means more repairer fo-

cus on the same area. How does this 

truly impact collision repairs?

On the repair level, it means refocus-

ing efforts to spot any damage to the 

interior and ensuring it is returned to 

pre-crash condition. The same effort re-

pairers invest in restoring exteriors will 

need to be invested in the interior. Con-

sidering the growing number of interior 

options available to motorists and the 

number of these that have electronic 

applications, this stands to be a serious 

challenge. Having access to OEM repair 

instructions, along with having employ-

ees trained to work on these areas who 

have access to the necessary diagnos-

tic and repair tools, should be more im-

portant than ever.

Repairers will have to turn their 

minds to new details. For example, re-

storing and cleaning of ecofriendly parts 

might be best done with ecosafe prod-

ucts to better appeal to customers. 

DeSenso says that the greatest im-

pact new interiors have on the collision 

industry could be the opportunity they 

present to reconnect repairers with their 

true customers – vehicle owners.

“If you’re restoring a damaged inte-

rior, you’ll probably need some face time 

with the customer,” she says. “The own-

er will know better than anyone if ev-

erything is put back in place and func-

tioning the way it should be.”

Imagine that development – a re-

pairer both working and dealing directly 

with the vehicle owner.  

The latest Ford Fiesta offers 
buyers the choice of three 
“custom” interiors. Eventu-
ally, interiors could be fully 
customized for every buyer.
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For more information on Valspar Refinish and our other 
refinish technology solutions please contact us at  

www.valsparauto.com

With the solvent based Low VOC product line, you can 

comply with the most stringent local and state VOC 

regulations without the troubles and costs of converting 

to a waterbase alternative.

A versatile, compact intermix system,  
Valspar Refinish offers high-quality,  
solvent-based solutions for your  
refinish needs.

Color.
Technology.
Trust.
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To learn more about Garmat Products call

1-800-442-7628 
or email

 info@garmat.com

www.garmat.com 1-800-442-7628

SPRAY BOOTHS, CTOF’s, PREP AREAS, MOBILE SOLUTIONS & more...

The TIER I features 
Garmat’s PATENTED 

integrated mechanical - 
provides downdraft 
airflow in a pitless 

design. Saves valuable 
shop space.

YOUR SUCCESS is what matters!

 The changing needs of our customers is what 
DRIVES Garmat USA to lead the industry in new 

products and innovations.  Every product and every 
improvement is developed with your business goals 
in mind - LOWERING your operating COSTS and 

INCREASING your PRODUCTION

The RIGHT equipment for the RIGHT job at the 
RIGHT price - GARMAT USA!

CTOF - The first of its kind to be approved for unlimited spraying. 
Countless configurations available to fit any shop design.

Garmat USA’s PATENTED  Accele-Cure®  
air accelerator system - reduces flash and 
cure times up to 40% for both waterborne 
and solvent based paints. 

The RIGHT TOOL for the JOB

The 3000 is Garmat USA ‘s premiere full downdraft paint spray 
booth.  Featuring the most effective lighting package and optimal 
airflow in the industry 

www.facebook.com/GarmatUSA Garmat USA | 1401 W. Stanford Ave. | Englewood, Co. 80110 | 800-442-7628 | www.garmat.com

Preferred Supplier
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P R O D U C T S
& TECHNOLOGIES TO HELP 
YOU WORK SMARTER AND 

KEEP YOUR SHOP PROFITABLE

from MOTOR GUARD

MADE IN THE 
U.S.A.

NewNew

MS-2500
PLASTIC REPAIR SYSTEM
MS-2500
PLASTIC REPAIR SYSTEM
MS-2500
PLASTIC REPAIR SYSTEM

MOTOR GUARD
800.227.2822      www.motorguard.com

Motor Guard brings an 
American Made Solution 
to automotive plastic 
repair. The new Magna 
Stitcher Plastic Repair 
System is used to make 
permanent structural repairs 
to bumpers,fascias, spoilers, 
panel tabs, headlamp assemblies, 
radiator brackets and all 
thermoplastic parts.

The Magna Stitcher System 
features a powerful work 
light and low power draw for 
Mobile Use with a car inverter.

The MS-2500 includes 100 Pks of (4) stainless steel Magna Stakes 
and features (3) power levels to tackle any repair job.

TM

For more information circle #19For more information circle #3

DUPONT PERFORMANCE COATINGS

Urethane Primer Sealer
For spot, panel and overall re-
pairs, DuPont PremierSealer LE 
3410S/LE 3440S/LE 3470S Ure-
thane Primer Sealer offers shops 
a premium appearance product 
with optimal productivity. It pro-
vides exceptional topcoat hold-
out and minimal overspray during 
application. PremierSealer is a 
ValueShade 2.1 VOC primer sealer that it is recom-
mended for use with DuPont Cromax Pro Waterborne 
Basecoat.

pc.dupont.com
800-338-7668
For more information circle #200

VALSPAR

Anti-Rust Aerosol Paint
The new Valspar MAX Anti-
Rust aerosol paint provides 
extensive corrosion protection. 
Featuring the new, award win-
ning twist and lock cap design, 
which makes the spray painting 
experience, easier, faster and 
cleaner, Valspar MAX Anti-Rust features include high-
quality enamel for interior and exterior uses; a rust-
resistant fi nish; resistant to moisture, chemicals and 
abrasion; superior coverage and durability; fast drying, 
smooth fi nish; and excellent for use on vehicles.

www.valsparpaint.com
866-222-8714
For more information circle #201



FREE PRODUCT INFORMATION
BY FAX: SEND THE COMPLETED FORM TO (416) 620-9790

it’s quick!  it’s easy!  it’s direct
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FREE PRODUCT INFORMATION
BY FAX: SEND THE COMPLETED FORM TO (416) 620-9790

it’s quick!  it’s easy!  it’s directabrn
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     MARKETPLACE

POSIT IONS AVAILABLE

PRODUCTS & SERVICES

Paint stripe complete cars or match and repair just 

about any stripe that comes into your shop as easy 

as 1-2-3 with our unique stencil tapes. Just apply 

the stencil, paint over it and peel it off! Leaves the 

cleanest, sharpest line. Available in 56 different styles.

FOR FREE SAMPLES CALL TOLL FREE

1(800) 228-1258

www.f inessepinstr ip ing.com

You! Can do paint pinstriping with the 
Paint Pinstriping Stencil Tape

for the sharpest painted-on stripes

1000 + Automotive jobs Online

www.ACTAutoStaffing.com

800-489-0536

Looking for Collision Personnel?

7,500 + Collision Personnel Resumes Online

looking for a job?

PRODUCTS & SERVICES

PRODUCTS & TOOLS

SOF TWARE

* 4 ton pump and ram not included. 

Patent pending.

916.316.3672  ∙  sales@therailsaver.com

See a Video Demo at www.therailsaver.com

Accessory Kit Now Available

SAVE A RAIL, SAVE A TOTAL LOSS, INCREASE YOUR BOTTOM LINE.

t�3FQBJST�SBJMT�GBTU,�GSPN�UIF�JOTJEF�PVU

t�3FQBJST�SBJMT�VQ�UP�����EFFQ�

t�3FEVDF�cycle time 

t�3FQBJS�NPSF�DBST�

t�*NQSPWFE�SFQBJS�UFDIOJRVF

t�0GGFST�HSFBUFS�SFQBJS�BDDFTT�BOE�
   ýOJTIJOH�BCJMJUZ

Auto Body Repair Tools

For advertising 

opportunities 

please contact:

Keith Havemann

310-857-7634

or e-mail: 

khavemann@advanstar.com

For more information, call Wright’s Media at 877.652.5295 or visit our 

website at www.wrightsmedia.com

Logo Licensing    |    Reprints    |    Eprints    |    Plaques

Leverage branded content from ABRN to create a more powerful and 

sophisticated statement about your product, service, or company in 

your next marketing campaign. Contact Wright’s Media to find out more 

about how we can customize your acknowledgements and recognitions 

to enhance your marketing strategies.

Content Licensing for 

Every Marketing Strategy

Marketing solutions fit for:

t Outdoor

t  Direct Mail

t  Print Advertising

t  Tradeshow/POP Displays

t Social Media

t Radio & Television
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Mike Anderson, a former shop owner, 

currently operates COLLISIONADVICE.COM, a 

training and consulting fi rm. He also acts as 

a facilitator for DuPont Performance Services’ 

Business Council 20-groups.

If you have an business issue or question 

you’d like Mike to address, email him. 

mike@CollisionAdvice.com

ike many of you, I can be plenty critical of the deci-
sions made by insurance companies and vendors 
serving our industry. I’m not bashful about call-
ing them out when I think it’s needed.
That’s why it’s also important to give them a 

shout-out when they do something right. Just 
as with employees, they’re more apt to listen and 

respond to what we tell them they’re doing wrong if we also make 
an effort to recognize what they are doing right. So here are three 
companies that I think have done something right.

1
TOYOTA'S PREDICTIVE ESTIMATING. If you haven’t yet 
seen a demo of this, it will likely blow you away when you do. 

Toyota’s Jerry Raskind called the system a “game-changer,” in that 
rather than having an estimator start from a blank page and add 
line items based on what they know or can locate about OEM 
procedures, the new system begins with a complete estimate that 
incorporates all necessary parts and Toyota-recommended proce-
dures, along with links to all related Toyota bulletins and published 
documentation.

The system requires the user only to select the damaged portions 
of the vehicle (left front fender, for example), and all items related to 
that section of the vehicle are automati-
cally listed, including such items as one-
time use fasteners, necessary information 
labels and procedures such as color sand 
and polish (with a link to Toyota’s bulletin 
indicating that is a procedure necessary 
even at the factory).

It allows the user to adjust the estimate, 
such as changing the type of part to be 
used or omitting a procedure not neces-
sary based on actual damage. Repairs can 
be substituted for parts replacement. But 
Toyota believes the system will help ensure 
estimates are more complete based on the 
automakers’ prescribed procedures.

Toyota indicated other automakers are interested in working on 
the project. It could really improve the thoroughness of estimates and 
the accuracy of blueprinting, and eliminate a lot of the friction costs 
in the industry.

2
CCC'S OPEN SHOP. I’ve said for some time that a shop that’s 
not on an insurer’s direct repair program should be able to 

exchange estimates, supplements, digital images and reinspection 
requests electronically with the insurer. CCC Information Services’ 
new “Open Shop” product makes that possible. If a car comes into 
your shop and you’re not a DRP for the insurer involved, that insurer 

can still electronically send you an assignment through your CCC 
ONE system, and you can electronically send back your estimate 
and photos for approval. 

This isn’t a cure-all for all the issues shops face when working in 
a non-DRP environment. But I think for a lot of jobs, this will expedite 
the estimating and supplement approval process tremendously, wast-
ing less of your estimator’s time and letting your shop get to work on 
the car more quickly. It’s win-win for the shop and insurer – and for 
customers who we all know are happy when they get their cars back 
quickly. Hopefully this will be something a lot of insurers will embrace.

3
STATE FARM'S HI TECH TOOLBOX. I’ve long been a 
proponent of using good line notes and great digital images 

to support that you “wrote it right” when it comes to the estimate. 
State Farm has added a 14-minute video to its online “toolbox” that 
offers some great tips and techniques for taking digital images that 
really document the damage well.

For example, the auto-focus feature on most cameras won’t always 
work well when shooting damage on the dark underside of a vehicle. 
Try putting your hand next to the damage, depressing the camera but-
ton half way to initiate the auto-focus, and then remove your hand to 
take the photo. Check out the video here: http://www.youtube.com/
watch?v=M5pBlqMM9xc. And while you’re there, check out some of 
the other videos State Farm has posted.

As I said, we all tend to be quick to beat up on State Farm or others 
when we don’t like what they do. I like to give these companies credit 
for making decisions that can help improve the day-to-day challenges 
we all face in this industry.

WELL 
DESERVED 
KUDOS
If we criticize insurers and 
vendors, we should speak up 
when they do something right

Toyota's 
system could 
improve the 

thoroughness of 
estimates and 

the accuracy of 
blueprinting. 

L

GO ONLINE NOW 
to search thousands of ar ticles, videos & 
resources. You will also find a complete archive 
of the author’s previous ar ticles.
TO GET THE FREE APP: FROM YOUR PHONE’S BROWSER 
GO TO: WWW.SCANLIFE.COM



www.prospot.com

www.prospot.com/products/i5visit for more info.

Made in the USA

Toll Free: 1-877-PRO-SPOT (776-7768)

International: 1 (760) 407-1414

All info Copyright © Pro Spot International, Inc. 2011

7YV�:WV[�0U[LYUH[PVUHS�PZ�WYV\K�[V�
HUUV\UJL�[OL�SH\UJO�VM�P[Z�UL^�:4(9;�
ZWV[�^LSKLY� The i5 measures the thickness of the 
metals automatically using the latest optical technol-
ogy. The i5 then senses the metals to be welded from 
a pre-delivered current to determine the type of 
metal. Based on the thickness and resistance 
feedback information the i5 delivers the correct weld 
power every time regardless of type of metal or 
thickness. (SS�^P[O�[OL�WYLZZ�VM�H�ZPUNSL�I\[[VU�

i5 Smart Resistance 
Spot Welder

The i5’s new graphical user interface delivers the 

same great features of the i4 but with an all new high 

resolution color touch screen and added functionality.

;OL�P��0U]LY[LY�9LZPZ[HUJL�:WV[�>LSKLY�is 
designed to handle the difficult-to-weld materials 
such as boron steels and advanced high 
strength alloys (AHSS). These new metals are 
rapidly becoming the material of choice among 
car manufacturers and our 
technology is ready to 
meet their 
demands.

6,4�HWWYV]LK�I`�TVZ[�
THU\MHJ[\YLYZ�
Over 3,500 Pro Spot i4 OEM 
repair procedure screens 
onboard.

i4 Inverter Resistance
Spot Welder

P� the most popular

resistance spot      

welder in the U.S.
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© 2013 BASF Corporation

“ The last thing you do to a car 
is the first thing you see.”

         — Sam Foose (Chip’s dad)

My dad taught me to demand the very best of everything—from 
the wheels on up to the finish. Fortunately, BASF shares our 
passion and delivers. World-class finishes, outstanding durability 
and industry-leading color tools all back up that claim.  
Like me, BASF knows that you 
never get a second chance to  
make a first impression. To learn 
more, visit basfrefinish.com

For more information, 
scan the QR code with 
your smartphone. If 
you do not have  a QR 
code app, it can be 
downloaded for free.

For more information circle #4
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ConnectionQuality
Dedicated to Qual i t y  Kia Vehicle Repairs

2014 Kia Forte
2014 Forte Sedan expected Q2 2013
www.kia.com

Visible Improvement
Chatter-free sunroof operation

Corrosion Resistance
Sedona heater collant 
pipe replacement

Rare Air
Genuine Kia Parts 
ensure quality
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K ia Motors America (KMA) 

announced record-setting sales 

performance for the fi rst month 

of the year. In addition, a number of 

all-new and signifi cantly redesigned 

vehicles are scheduled to hit showrooms 

this year. Th e steady stream of new Kia 

vehicles in the market foreshadows future 

maintenance and repair opportunities.

KMA reported all-time record sales 

for January 2013. Th e sale of 36,302 

vehicles represents a 2.2-percent 

increase over the same period in 2012. 

Continuing to lead sales for the brand, 

sales for the Optima midsize sedan and 

Sorento CUV were 11,252 and 8,005 

units respectively. One of only three 

automotive brands to increase U.S. 

sales in each of the past four years, Kia 

surpassed the 500,000 unit annual sales 

mark for the fi rst time in 2012. 

Sustaining KMA’s momentum in the 

new year is the arrival of several all-new or 

signifi cantly redesigned vehicles. Leading 

the way is the debut of the stunning, 

all-new 2014 Cadenza premium sedan. 

Cadenza is the most technologically-

advanced vehicle Kia will introduce in 

North America. It is expected to start 

to arrive in Kia retail showrooms in the 

second quarter of the year. 

Debuting at the Los Angeles 

Automotive Show late last year were the 

all-new 2014 Forte and the signifi cantly 

redesigned 2014 Sorento. Poised to take 

the compact car segment by storm, the 

Forte will represent the heart of KMA’s 

small-car line-up. It will replace the 

current Forte, which has been a sales 

success story since launching in 2009. 

Both the Forte and the Sorento are 

expected to land in showrooms by the 

second quarter of this year. 

New vehicle launches combined with 

the number of Kia vehicles on the road 

provide tremendous repair opportunities. 

And your local Kia dealer is there to help 

with complete coverage for all mod-

els. Th e best parts for Kia vehicles are 

Genuine Kia Parts designed, engineered 

and manufactured specifi cally for Kia ve-

hicles. Th ey are the only parts backed by 

the Kia name and warranty*. Combined 

with the best technical support, Genuine 

Kia Parts and accessory products help 

you put your mind at ease and ensure 

customer satisfaction. 

Kia Motors America, Inc.

Corrosion Resistance
Sedona heater coolant 
pipe replacement

8

Rare Air
Keeping the HVAC system clean 
while preventing air restrictions

3

In This Issue

Positive Outlook for Repair 
Opportunities in 2013 and Beyond 

VOL. 8 | NO. 1 SPRING 2013 | Quality Connection is published by Kia Motors America

Our View

Kia Motors America makes no warranties/guaranties regarding the instructions represented in this publication

Visible Improvement
Chatter-free sunroof 
operation

4

New vehicle launches combined 
with the number of Kia vehicles 
on the road provide tremendous 
opportunities for service providers. 

* Kia Genuine replacement parts (except battery) installed by an Authorized Kia Dealer under warranty are covered for the greater of (1) the duration of the New 
Vehicle Limited Warranty or (2) the fi rst 12 months from the date of installation of the Kia Genuine replacement parts or 12,000 miles.
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Rare Air

H
elp your customers breathe a sigh of relief by installing 

a Genuine Kia cabin air fi lter. Cabin air fi lters block 

leaves, dirt, bugs and other debris from entering the 

Heating, Ventilation, and Air Conditioning (HVAC) 

system. Th is helps to prevent air restrictions that reduce airfl ow and 

the output of the heater, defroster and air conditioner. Keeping the 

HVAC system clean also helps reduce the growth of odor-causing 

mold and other microbes on the A/C evaporator.

Genuine Kia cabin air fi lters are highly effi  cient and have 

electrostatically charged fi bers that do an outstanding job of 

trapping even the smallest particles.

So, the next time your Kia customer comes to your shop with a 

poor heating or cooling condition, it may be time to replace the 

cabin air fi lter. When you install Genuine Kia cabin air fi lters, 

everyone breathes easier. 

Keeping the HVAC system clean 
while preventing air restrictions

Contact your local Kia dealer 
for the complete range of 
Genuine Kia Parts.
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Visible Improvement
Kia vehicles requiring collision repair service off er 

repair outlets opportunities to perform preventive 

service and enhance customer satisfaction. Th e Kia 

Global Information System – www.kiatechinfo.com - 

is a rich resource for 24/7-access to model-specifi c 

technical information and repair instructions. 

Reviewing the site for information on the Kia model 

in your facility will go along way to promoting loyalty 

to your repair facility. 

Some 2011-12 Sorento models (produced prior 

to 11/29/11) may exhibit vibration or chatter in the 

operation of the sunroof during normal operation. 

Chatter-free sunroof operation
Silicone-based grease provides vibration-
free operation for Kia Sorentos equipped 
with panoramic sunroofs. Application of 
Kia’s dampening grease will ensure proper 
lubrication of your customers’ vehicle.

»  See your local Kia dealership for model application and product availability.

Collision



2. Inspect the sunroof track channels for any binding or 

broken components. Repair and replace if necessary.

3. Apply the new grease evenly to the right and left -side 

of the sunroof channel tracks. Ensure the tracks receive an 

adequate amount of dampening grease to completely lubricate 

the entire right- and left -side track channels front to rear.

4. Inspect the channel tracks for proper grease distribu-

tion. Inadequate amounts may cause chatter and noise during 

normal operation of the sunroof. 

5. Open and close the sunroof fi ve times to evenly spread 

the lubricant throughout the track channels. Allow fi ve min-

utes for the sunroof motor to cool down, and then repeat the 

cycle one more time. 

Th e factory-spec quality of Genuine Kia Parts guarantees 

quality repairs the fi rst time every time. Contact your Kia 

dealer for quality parts and expert advice.   
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Ensure all existing grease is completely removed. 

Apply silicone-based grease front to back on both sides of the track panels.

Apply grease to both 
right and left-side 

sunroof track channels

Apply grease evenly to prevent chatter. 

Apply grease evenly 
throughout

the sunroof channel on 
both right and left-sides 

(right-side shown).

Sunroof track panels must be free of debris and dust.

Rear sunroof
track channels

Front of vehicle

Th is condition is caused by insuffi  cient lubrication and/or 

debris in the side sunroof tracks. To remedy and/or prevent this 

condition, Kia off ers a dampening grease, Kia part no. UM011 

CH052. It is a silicon-based grease that is incompatible with 

hydrocarbon-based grease that may be present in sunroof ’s 

side track channels. Eff ected models are in the production date 

range from October 23, 2009 to November 29, 2011.

Replacing the grease
Th e following information provides the proper procedure to 

replace the grease to ensure chatter-free operation on aff ected 

models. As with any procedure requiring the use of compressed 

air, always wear proper eye protection. 

1. Open the sunroof completely and use compressed air to 

blow out any foreign material or dust that has built up in the 

side track channels. Th en thoroughly clean out the existing 

grease from both channels. It is important to ensure that 

the existing grease is completely removed, otherwise cross-

contamination could occur with the new grease, reducing the 

lubricating eff ectiveness. 

2

4

1

3
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Corrosion
Resistance
Sedona heater coolant pipe replacement

HEATER COOLANT PIPE CORROSION 
can occur without warning in some 
Sedona models. This condition is often 

found in areas of the country, where corrosive 
compounds such as sodium chloride and calcium 
chloride are spread on pavement to control 
freezing and melt ice. It is also found in warm 
seasons and climates to control dust on unpaved 
roads. Effected Sedona models are in the 
production range May 1, 2001 through August 
30, 2005. During routine maintenance, inspect 
the heater coolant pipes for severe corrosion. The 
following procedures detail the steps required for 
removal and installation of new pipes.

Contact your Kia dealer for the new corrosion-
resistant components needed for the procedure.

Mechanical

      Kia Pipe and Hose Assembly Part Numbers

Front 0K52Y 61 211BFFF and 0K52Y 61 211CFFF

Center 0K552 61 212NFFF and 0K552 61 212MFFF

Rear   0K552 61 213KFFF

Center
Rear

Front
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Front Pipe Removal

1 Once the engine has cooled 
suffi ciently, remove the radiator 

cap, and raise the vehicle on a lift. 
Cut the two fl exible coolant hoses 
between the front coolant pipes 
and center coolant pipes, and allow 
coolant to drain into a large con-
tainer. Note that a large amount of 
coolant will drain from the hoses.

2 Remove the catalytic converter.

3 Remove the splash shield from 
the sub-frame on the right-hand 

passenger side.

4 Remove the bolt holding the 
power steering lines on the 

right-hand passenger side.

5 Detach the oxygen sensor con-
nector from the coolant pipes, 

then remove the one nut and two 
bolts that attach the coolant pipes 
to the body.

6 Lower the vehicle leaving the 
drain pan in place to catch any 

additional coolant. Remove the air 
fi lter assembly and intake hose to 
the throttle to access the area where 
the two heater hoses attach to the 
engine. The hose connections are 
below the thermostat/ECT area.

7 Disconnect the two heater 
hoses from the engine. Cut the 

two hoses just removed off of the 
original coolant pipe assembly as 
close to the coolant pipe connec-
tions as possible. 

8 Cut the coolant hoses off the 
heater connections as close 

to the heater core as possible. 
Remove the clamps and remaining 
pieces of hoses from the heater 
core assembly. Take extreme care 
not to damage the heater core or its 
connections.

2

3

4

5

1

6

7

8

T-Stat

T-Stat

ECT

Heater Hose Connections

ECT



9 Raise the vehicle on a lift. 
Loosen but do not completely 

remove the two front sub-frame 
nuts. Remove both rear sub-frame 
nuts and carefully pry the sub-
frame down about 1 inch on the 
driver side, and about 1½ inches 
on the passenger side. Do not pry 
the driver side down further than 
recommended. With the steering 
rack attached, it may be damaged. It 
may be necessary to hold the sub-
frame down on the right passenger 
side while removing the coolant 
pipe assembly. If necessary, place 
a shallow socket or similar material 
that is 1½ inches in height between 
the body and sub-frame assembly 
on the right-hand side. Carefully 
remove the front coolant pipe as-
sembly, noting its original position-
ing and routing for reference during 
installation of the new part.

Front Pipe Installation

10 In preparation for install-
ing the front coolant pipe 

assembly, turn both clamps for 
the heater hose connections 90 
degrees (1/4 turn) outward. This will 
enable ease of positioning the pipe. 

Do not remove any hoses. Install the 
front coolant pipe assembly. Begin 
by inserting the hoses that connect 
the engine, and carefully work the 
remaining assembly into place. 

After the front coolant pipe 
assembly has been properly 
positioned, loosely reinstall the 
assembly to the body. Reattach all 
hose connections, and then fully 
tighten the coolant pipe assembly 
to the body. It is important to check 
the clearance between the cool-
ant pipes and hose connections 
to ensure there is no contact with 
any other component, line/hose or 
electrical harness.

Install all remaining components 
in the reverse order of removal. If 

replacing additional coolant pipe as-
semblies, stop here and skip to the 
procedures for removal and replace-
ment of those assemblies.

Otherwise, refi ll the system with 
the correct coolant mixture refer-
enced below. After fi lling the system, 
the rear heater core/pipe assemblies 
can be bled of air by temporarily 
clamping off either front heater core 
connection while raising the engine 
speed to approximately 2500 RPM 
for approximately one minute. Check 
for coolant leaks, and ensure proper 
operation of both the front and rear 
heaters.

Center Pipe Removal

11 Once the engine has cooled 
suffi ciently, remove the 

radiator cap, and raise the vehicle 
on a lift. Cut the two fl exible coolant 
hoses between the rear and center 
coolant pipe assemblies, and allow 
coolant to drain into a large con-
tainer. Note that a large amount of 
coolant will drain from the hoses. Do 
not cut the hoses between the front 
and center pipe assemblies.

12 Loosen and slide forward 
the two clamps attaching the 

center coolant pipe assembly to the 

10    QualityConnection    www.kiagenuineparts.com | www.kia.com

Mechanical

9

10

11

Loosen –DO NOT REMOVE – front sub-frame nuts

Lower left
rear 1 inch

Socket inserted here holding 
sub-frame down

Lower right rear 
1 ¢ inches

Ambient 
Temperature

Mixture Percentage 
(Volume)

Coolant 
Solution Water

-15°C (5°F) 35 65

-25°C (-13°F) 40 60

-35°C (-31°F) 50 50

-45°C (-49°F) 60 40
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front coolant pipe assembly, and then 
loosen the hose connections. Do not 
damage the hoses between the two 
assemblies; they will be reused. 

Remove the bolts holding the 
coolant pipe assembly to the body, 
and then remove the original center 
coolant pipe assembly. Remove the 
two remaining clamps from the front 
end of the rear coolant pipe assem-
bly and the hoses that were previ-
ously cut off. It may be necessary to 
loosen the two bolts at the rear of 
the front catalyst before removing 
the center coolant pipe assembly.

Center Pipe Installation 
Install the new center coolant pipe 
assembly to the body, and then 
install the hose connections to the 
front and rear of the assembly. If 
replacing additional coolant pipe as-
semblies, stop here and skip to the 
procedures for removal and replace-
ment of those assemblies.

Otherwise, refi ll the system 
with the correct coolant mixture 
referenced on page 10. After fi lling 
the system, the rear heater core/
pipe assemblies can be bled of air 
easily by temporarily clamping off 
either front heater core connection 
while raising the engine speed 
to approximately 2500 RPM for 
approximately one minute.

Check for coolant leaks, and 
ensure proper operation of both the 
front and rear heaters.

Rear Pipe Removal

13Once the engine has cooled 
suffi ciently, remove the radia-

tor cap and the spare tire assembly. 
Then raise the vehicle on a lift. 

14 Remove the right-hand 
passenger side rear wheel 

mud fl ap and bracket to allow better 
access to the rear heater core con-
nections.

15 Cut the two fl exible cool-
ant hoses between the rear 

heater core assembly and rear cool-
ant pipes, and allow coolant to drain 
into a large container. Note that a 
large amount of coolant will drain 
from the hoses. Do not cut hoses 
between the center and rear pipe 
assemblies.

16 Loosen and slide forward 
the two clamps attaching the 

rear coolant pipe assembly to the 
center coolant pipe assembly, and 
then loosen the hoses connections. 
Take care not to damage the hoses 
between the two assemblies as they 
will be reused. 

Remove the nuts holding the 
coolant pipe assembly to the body, 

and then remove the original rear 
coolant pipe assembly. Carefully 
remove the remaining clamps and 
hoses that were cut off of the rear 
heater core assembly. Take care not 
to damage the heater core or its 
connections. 

Rear Pipe Installation
Install the new rear coolant pipe 
assembly to the body, and then 
install the hose connections to 
the center coolant pipe assembly 
and the rear heater core assembly. 
Reinstall the mud fl ap/bracket and 
spare tire. If replacing additional 
coolant pipe assemblies, stop here 
and skip to the procedures for 
removal and replacement of those 
assemblies.

Otherwise, refi ll the system with 
the correct coolant mixture. After 
fi lling the system, the rear heater 
core/pipe assemblies can be bled 
of air by temporarily clamping off 
either front heater core connection 
while raising the engine speed 
to approximately 2500 RPM for 
approximately one minute.

Check for coolant leaks, and 
ensure proper operation of both the 
front and rear heaters. 

15

1614

12 13

»This and other technical 
information is available at 
www.Kiatechinfo.com.



Kia is your source for quality replacement 
parts and quality technical repair information. 
Just register at www.kiatechinfo.com for 
immediate access to detailed instructions 
and schematics to make your repairs fast 
and accurate.

Search by model, model year and engine 
size, by transmission type and also by vehicle 
system.

Introducing the Kia Technical Connection

Free, Easy, and 
Accessible 24/7

The Kia Global Information System 
is a rich resource that includes

s�Technical Service Bulletins 

s�Installation Instructions

s�Service Actions

s�Body Dimensions

s�Specialty Service Tools

s�Service Training Documents

s�Maintenance Schedules

s�Manuals
Kia is dedicated to providing the highest-
quality parts and service. Genuine Parts. 
Genuine Service. Genuine Care.
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