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I’m A Convert
To PPG WaterborneTo PPG Waterborne

Convert with Confi dence
 

©2013 PPG Industries   All rights reserved.   www.ppgrefinish.com

“My painters are very happy with 

the switch to PPG waterborne. 

Cycle times dramatically 

decreased, so they get vehicles 

in and out faster.” 

Kyle Cripps

St. Laurent Collision Centers

Nashua, NH
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“PPG waterborne is a mirror 

image to the factory, not a close 

facsimile. It’s the difference 

between ‘That looks nice’ and 

‘Wow, that looks great!’” 

Phil Dinonno     

B&B Auto

Fishkill, NY
“Switching to PPG waterborne 

is a win-win situation. You get 

great color matches and it’s 

environmentally friendly too.” 

Don Glush

Waterford Collision

Waterford, MI

For more information circle #24
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ANALYSIS

ENERGY BENCHMARKING UP 

Boston body shop owners may soon have to provide energy 
use data for benchmarking as part of a city effort to reduce 
greenhouse gas emissions and improve energy effi ciency.

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

FEATURED COLUMNS

THE SHOP OWNER
BY CAMILLE EBER

KEEPING YOUR 
PROMISES

20 What do we learn 
when bringing another 
generation into 
ownership? Eber made 
a promise 10 years 
ago that took her much 
too long to fulfi ll, for a 
myriad of reasons — 
making her nephew, 
William, a partner in the 
family business.

THE LAST DETAIL
BY MIKE ANDERSON

FOLLOWING THE 30-20-10 RULE

62 Maximize your gross 
profi ts by making sure 
the breakdown of your 
repair sales hits these 
targets: 30 percent 
body, frame and 
mechanical; 20 percent 
paint labor; and 10 
percent paint materials. 

LEGISLATIVE ISSUES

MARYLAND LEGISLATOR 
INTRODUCES CRASH 
PARTS BILL 

12 Language prohibits 
adjuster, appraiser, 
insurer from requiring 
use of a specifi c vendor 
or process for repair.

INSURANCE MATTERS

AUDATEX U.S., EXPLORE 
PARTNER 

12 AudaExplore uses the 
best of both companies 
to offer insurance 
customers a one-stop 
shop for claims and 
underwriting solutions.

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

 
MAP ADDS CONSUMER 
RESOURCES TO WEBSITE

The Motorist Assurance Program 
added a new online resource to 
help track all automotive services 
performed.  

[KEY: MAP resource]

 
AKZONOBEL'S STICKERFIX 
DIY PAINT SOLUTION 
POISED FOR TAKE-OFF

The industry's fi rst coating and 
adhesive fi lm technology touch-up 
solution readies for placement in 
distribution outlets.  

[KEY: AkzoNobel stickerfi x]

 
MONTANA MEETING BREAKS 
RECORDS

The Montana Collision Repair 
Specialists' Spring Meeting broke 
records with 105 attendees.

[KEY: Montana meeting]

READ IT ON

 
PARTS 101, OR IS IT 401?

Fill rate goes hand in hand with 
obsolescence control. So clean 
up your unsold special orders and 
returns. The obsolescence will take 
care of itself. 

[KEY: Phazeone]

 
FINDING PARTS FASTER 
WITH DAYCO APP

Dayco's app gives technicians and 
DIYers instant access to a complete 
list of Dayco parts that match a 
vehicle's year, make and model simply 
by scanning the VIN.   

[KEY: BrianLWheeler]

 
VISION HITECH TRAINING 
AND EXPO 2013

Shop owners close their doors and 
bring their staff to this annual event. 
With too many classes to list, they 
cover technical information across 
every range.  

[KEY: Peter]

12

16

NEWS ANALYSIS, INSURANCE MAT TERS & LEGISLAT ION ISSUES

24950 Country Club Blvd., Suite 200  

North Olmsted, OH 44070

Phone: (440) 243-8100 

Fax: (440) 891-2675

WWW.ADVANSTAR.COM

FEATURE

TAKING A LOOK AT CCC'S 
POSITION ON SEAM SEALERS
BY ART HARRIS | ABRN BLOGGER

Per CCC and others, materials are not included in any of the labor 
time components. In CCC, this can be found in G10 of the Collision 
Estimating Guide.

SEARCH THOUSANDS OF ARTICLES 
ON THESE AND OTHER TOPICS

VISIT ABRN.COM
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*While supplies last. ©2013 American Honda Motor Co.,Inc. All Rights Reserved

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

For more information circle #3
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PLASTIC REPAIR 
NECESSITIES

READ IT ON    


I-CAR INCREASES ONLINE 
TRAINING

[KEY: I-CAR online courses]


NEW PPG DATA SHEET 
MATCHES POWDER 
COATINGS, AAMA 
PERFORMANCE SPECS

[KEY: PPG data sheet]


CAPA TESTING REQS 
ADDRESS SAFETY CONCERNS

[KEY: CAPA requirements]

TECHNICAL FOCUS

YOUR FRAME FUTURE
BY TIM SRAMCIK | CONTRIBUTING EDITOR

56 Prepare to repair the coming 
generation of vehicle chassis.

BY AL THOMAS | CONTRIBUTING EDITOR

The growing use of plastics in automobile manufacturing has spurred the 
need for plastic repair skills in the shop. 

34

THE VOICE OF THE COLLISION REPAIR INDUSTRY    abrn.com

MINDING YOUR BUSINESS

THE IDEA EXCHANGE
BY JOHN YOSWICK | CONTRIBUTING EDITOR

Shop owners share 10 ideas they are trying at their shops that may 
work at yours. There is no better way to get great business ideas 
than paying a visit to one of your peers.

FEATURES

THE SHOP PROFILE 
A CASE STUDY IN SUCCESS

JAMES E. GUYETTE / 
CONTRIBUTING EDITOR

CAUGHT IN THE ACT: 
MARSHALL'S AUTO BODY CARSTAR

26  Treating people 
right steers path 
to prosperity for 
award-winning family 
business.

THE PROFIT MOTIVE 
TOM MCGEE/
CONTRIBUTING EDITOR

ACCOMPLISHING YOUR GOALS

32 Six steps to ensure you 
are successful in your 
plans for 2013 and 
beyond.

22

BUSINESS MANAGEMENT INSIGHTS, BEST PRACTICES & IMPLEMENTATION 

READ IT ON   

 
 SHOP OWNERS RECOVER 
LOST AND FOUND FUNDS 
THROUGH UTILITY AUDITS

[KEY: Lost and found funds]


 COLLISION BILLING ADDS 
DESK REVIEW TO PRODUCT 
OFFERINGS

[KEY: Collision Billing]

 
 SUMMIT SOFTWARE, 
MARKETING SOLUTIONS 
RELEASE UPGRADE TO 
E-MARKETPLACE PLATFORM 

[KEY: Summit Software]

abrn

OPERATIONS

abrn

TECHNOLOGY

IN THE NEXT ISSUE OF ABRN

 Learn more about working with waterborne and how 
to get the most out of your paint department.

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
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740-6477.

ES233311_ABRN0513_006.pgs  04.17.2013  01:45    ADV  blackyellowmagentacyan



The mind-blowing  
technology behind the 
jaw-dropping beauty.
You can’t see the advanced science that goes into  

Spies Hecker
®

 Permahyd
®

 Hi-TEC waterborne basecoat. 

But it’s impossible to miss the superior results.  

The unique formulation creates dramatic looks in  

less time—so your shop can keep time in the booth  

to a minimum while delivering spectacular results.

Upgrade to a more advanced solution. 

upgrade2hitec.spieshecker.com

1-888-371-3313 (prompt 9)
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For more information circle #11
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MAY'S FEATURED VIDEO

UNDERSTAND 
PROPER SPRAY 
GUN TECHNIQUES

PRODUCT FOCUS

Scorpion Protective Coatings, Inc. offers its Professional 
Series Truck Bed Liner in 2 gallon kits. Perfect for shops, it 
comes ready to mix. Visit abrn.com/Scorpion.

BONUS ONLINE CONTENT

PRODUCT SPOTLIGHT

Goff's Curtain Walls 
help contain dust, dirt, 
grinding sparks and 
noise while separating 
and maximizing usable 
shop space at 1/3 of the 
cost. Visit abrn.com/
CurtainWall.

COMPANIES BY CATEGORY:

• Collision Repair
• Accessories-Safety/Security

• Chemicals

SPECIALTY PARTS

• Lighting System
• Remanufactured/Rebuilt 

Products

UPKEEP/MAINTENANCE

• Adhesives
• Chemicals

SHOP EQUIPMENT

• Tools: Hand, Power 
& Service Equipment

• Welding

SHOP MATERIALS

• Collision Repair Parts
• Paint & Refi nish
• Service Supplies

REPLACEMENT PARTS

• Heating and Cooling Service
• Remanufactured/
• Rebuilt Products

VEHICLE STYLING

• Accessories-Van, 
Light Truck, SUV Parts
• Lighting System

BUSINESS SYSTEMS

• Advertising
• Marketing Services

• E-commerce
• Information Systems

• Internet

ORGANIZATIONS/ASSOC.

• Trade Associations

OFF-ROAD

• Abrasives & Cleaners
• Air Filters

READ IT ON

  
WET/DRY VACUUM

Makita has released a 12-gallon wet/
dry vacuum, the Xtract Vac Jobsite 
Vacuum. 

[URL: ABRN.COM/Vacuum]

METALWORKING CATALOG
KLINGSPOR introduces its 2013 
Metalworking Catalog, featuring a full 
range of abrasive and grinding materials.

[URL: ABRN.COM/Metalworking]

COLOR VARIANT SELECTORS
 The second generation AccuShade Color 
Variant Selectors are available from 
Matrix System Automotive Finishes.

[URL: ABRN.COM/ColorVariant]

VIDEO SPOTLIGHT


 NABC RECYCLED Rides with Van Tuyl 

The Van Tuyl group partnered with 

multiple vendors during their February 

Trade Show and meeting to give away 

5 cars to needy families in the Dallas 

metro area. 

[URL ABRN.COM/RECYCLEDRIDES]

SEARCH THOUSANDS OF RESOURCES 
TO HELP YOU WORK SMARTER

VISIT ABRN.COM

BLOG SPOTLIGHT


 WE ALL have to learn that when the 
phone rings, there is someone on the 
other end of it who wants to spend 
money with us. That's right, money, 
so think of the phone as a cash 
register.

[URL ABRN.COM/PHONESKILLS]


 THERE IS a huge amount of eye-candy 
technology today, but it can hurt the 
selling process if you don't use it 
properly. Technology should be used 
for simple means of communicating 
between people. Why not get the best 
returns for your efforts?

[URL ABRN.COM/WASTEDTECHNOLOGY]

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

 FIND MORE 
PRODUCTS ONLINE 

ABRN.COM/PRODUCTS
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© Audatex North America, Inc. All Rights Reserved.

HAVING A PART THAT FITS DOESN’T 

MAKE IT THE RIGHT PART.

HAVING A PART THAT FITS DOESN’T 

MAKE IT THE RIGHT PART.

And AudaNet Xpert Estimating, powered by the AudaNet Platform, gives you 

the tools you can count on to get the job done right from the start. All the 

vehicle-specific, option-driven parts data – direct from the auto manufacturers 

themselves – is available right at your fingertips. Saving you time, money – and 

most importantly – your reputation with your customers. 

offers intelligent 3-D graphics 

with 360-degree rotation, 

unlimited zoom, color-coded 

parts and substrate materials 

identification, making it fast 

and easy to create an 

accurate estimate.

www.audanet.us

800.237.4968

For more information circle #4
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AT MEDFORD VOCATIONAL TECHNICAL HIGH SCHOOL, Collision Repair Instructor Joe Kinch has 
spent more than a decade teaching students lessons they can take directly from school to the 
workplace. One of their most valuable recent lessons involved the WD-40® Specialist® Line.

A Ford Explorer Sport model recently rolled into the school with a hood that was rusted shut. When 
students asked which tool would open the problem hood, Kinch directed them to WD-40® Specialist® 
Rust Release Penetrant Spray.

“They were shocked just how quickly the WD-40® Specialist® Rust Release Penetrant Spray 
let them pop the hood,” said Kinch. The students then began spraying WD-40® Specialist® Rust 
Release Penetrant on the doors, the vehicle’s rusty bolts and worked their way back to the tailgate, 
which was rusted in place.

“It didn’t take long, and they had that entire truck lubricated. It worked like new,” said Kinch.
When Medford students have to handle lubrication jobs, Kinch says they now have one question: “Where’s the WD-40®?”

Joe Kinch Collision Technology Instructor | Medford Vocational Technical High School | 489 Winthrop Street, Medford, MA 02155

BRIAN GUERRERO manages Tucson, Arizona’s O’Rielly Collision Center, a multi-award winning shop with a national reputation 
for running a cutting edge repair it continually upgrades with the industry’s best tools and equipment.

Guerrero recently added the WD-40® Specialist® Line to those tools.
“We haven’t found anything it doesn’t work on,” says Guerrero. “The techs raved about how it 

made removing everything from the rustiest fenders to frozen bolts easier than anyone expected.”
The toughest job the WD-40® Specialist® Rust Release Penetrant Spray performed was earning the trust of the 

shop’s tech that must be wary of using any lubricants on vehicles that need paint. Lubricants that miss the mark 
and end up in the f nish produce expensive f aws that shops must f x by repainting a vehicle.

The WD-40® Specialist® Rust Release Penetrant Spray new dispenser put these worries to rest.
“The techs called the nozzle amazing,” said Guerrero. “Our painters had no idea a lubricant had been sprayed on 

the vehicles.”

O’Rielly Collision Center  6160 East Broadway Blvd.| Tucson, Arizona 85711 | Annual sales: $5.4 million

PAUL HEMKER has run Dynamic Plastics for more than 35 years. At his business, precision is key, and time is everything. 
Finding a product that address each of these concerns is no small victory. 

That’s why Hemker has become a big fan of the WD-40® Specialist® line. Not only does Hemker appreciate the 
WD-40® Rust Release Penetrant Spray’s ability to offer unparalleled lubrication, he says its ability to deliver this all-
important industrial property is second to none.

“It’s wonderful,” says Hemker. “Our favorite aspect of the WD-40® Specialist® line is the new dispenser. We use 
WD-40® as an air tool lubricant and to lubricate small drilling holes, so we have to spray it in small places. The dispenser 
lets us do that like no other.”

At Dynamic Plastics, Hemker says the Specialist® line has earned its place as an everyday tool.

Paul Hemker, President Hemker Finishing Division  | Dynamic Plastics Inc. | New Paris, Ohio | Founded: 1977

WD-40® Specialist® Impresses in the Shop

ADVERTORIAL

Visit wd40specialist.com  “Pros talking to Pros” 

to share your tips and see how others get 

the job done.
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shops’ impact to grow

Energy benchmarking 
on the rise
Body shop owners in Boston may soon have to provide 

energy use data for benchmarking as part of the city’s 

efforts to reduce greenhouse gas emissions and improve 

energy efficiency. 

Mayor Thomas Menino has proposed an ordinance that 

would require commercial and residential buildings to use 

the Environmental Protection Agency’s (EPA) Energy Star 

Portfolio Manager tool to track energy use. The energy 

performance ratings produced through this effort would 

be made available online, and building owners who failed 

to report would face fines. Owners of buildings with lower 

scores would be required to conduct audits every five 

years to identify upgrades that could reduce energy con-

sumption. 

If the measure passes, Boston will join seven other cit-

ies and two states in the U.S. that require benchmarking 

and disclosure of energy use in existing buildings. These 

policies, which are being phased in on a variety of sched-

ules based on building size, will eventually cover roughly 

4 billion square feet of floor space in major cities.

Why this focus on large, commercial buildings? Such 

buildings consume the bulk of energy in a given city (in 

Boston, that is estimated at some 70 percent to 80 per-

cent), so measuring the efficiency of buildings and then 

trying to improve their scores could have a significant 

impact on energy use and greenhouse gas emissions in 

urban areas.

breaking news

A NEW ASRW 

FORMAT TO 

KICK OFF THIS 

YEAR 

Beginning with the 

2013 event, Automotive 

Service & Repair Week 

(ASRW) wil l  become 

a two-day expo, with 

three days of educational 

forums. 

The show floor will 

be open Thursday, Oct. 

17 and Friday, Oct. 18 

from 9:30 a.m. to 4:30 

p.m. daily. The ASRW 

Conference Program will 

take place Wednesday, 

Oct. 16, through Friday, 

Oct. 18, and the event 

remains at the Mandalay 

Bay Convention Center in 

Las Vegas.

The  change  i s  in 

response to feedback 

gathered from loyal exhib-

iting companies as well 

as previous attendees, 

and will offer significant 

business and financial 

efficiencies for all ASRW 

participants. 

With this  updated 

schedule, participants 

will enjoy the same num-

ber of Expo hours as in 

Photo: Greater Boston Convention & Visitors Bureau
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THERE’S MORE 

ONLINE:

MARYLAND LEGISLATOR 
INTRODUCES CRASH PARTS 
PROCUREMENT LEGISLATION

The bill includes language that 
prohibits an adjuster, appraiser, 
insurance producer or insurer 
employee from requiring a repair 
facility to use a specifi c vendor or 
process for repair. 

»» WWW.ABRN.COM/CRASHPARTS

AUDATEX U.S., EXPLORE 
INFORMATION SERVICES 
FORM AUDAEXPLORE

The combination of Audatex and 
Explore will leverage the best of 
both groups and offer insurance 
customers a one-stop shop for 
claims and underwriting 
solutions.

»» WWW.ABRN.COM/AUDAEXPLORE

INDUSTRY VETERAN 
SPAGNOLA JOINS SEMA

Mike Spagnola will fi ll the newly 
created position of VP, OEM & 
Product Development Programs 
for SEMA.

»» WWW.ABRN.COM/SPAGNOLA

CREF HELPS PROVIDE 1,000 
INDUSTRY UNIFORMS

Sponsors helped CREF distribute 
1,000 student tech uniforms. 

»» WWW.ABRN.COM/UNIFORMS

NORTHEAST 2013 THRIVES

AASP/NJ’s NORTHEAST 2013 
hosted seminars, demos and 
vendor displays. 

»» WWW.ABRN.COM/NORTHEAST2013

SHERWIN-WILLIAMS, ASSURED 
PERFORMANCE PARTNER

As the newest contributor to the 
A-Plus Network, Assured offers 
member rebates.

»» WWW.ABRN.COM/APLUSNETWORK
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800-526-6704 / MartinSenour-AutoPaint.com

HIGH-PERFORMANCE PAINT
NAPA’s exclusive line of Martin Senour Automotive Finishes keeps you on the fast track. 

Plus, with industry-leading color resources, training, and business consulting services, 

NAPA has the KNOW HOW to back it all up. That’s why we’re your paint store in a parts store. 

Visit your local NAPA AUTO PARTS Store today.

For more information circle #23
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the past, but streamlined into two action-packed days.

To deliver the maximum experience and value to ASRW 

attendees, several key events will evolve for 2013, including 

the ASRW Industry Forum panel discussion and the creation 

of a new on-floor networking event.

“After diligently compiling, researching and examining 

feedback from our loyal participants, these changes reflect 

the culmination of months of work, and we are so pleased to 

reveal our plans,” stated Ron Pyle, ASA president. “This new 

show structure was carefully crafted to foster a deeper level 

of networking and community among attendees and within 

the industry, and provides a solution to a longtime industry 

need identified through our research.”

New ASRW Expo Schedule for 2013

Thursday, October 17

8:00 a.m. – 9:30 a.m. – ASRW General Session

9:30 a.m. – 4:30 p.m. – ASRW Expo

4:30 p.m. – 6:00 p.m. – ASRW Welcome Reception

Friday, October 18

9:30 a.m. – 4:30 p.m. – ASRW Expo

The ASRW Conference Program will take place Wednesday, 

Oct. 16 through Friday, Oct. 18.

ASRW has also launched a new website combining NACE 

and CARS information at www.ASRWevents.com. Among 

many technical, aesthetic and graphic updates, highlighted 

features include a streamlined interface and easy-to-use 

navigation. 

ASRW includes the International Autobody Congress & 

Exposition (NACE) and the Congress of Automotive Repair 

& Service (CARS), making it the industry’s leading event for 

dedicated professionals to conduct business, network and 

engage in industry issues. The Tradeshow News Network 

recognized ASRW as a 2011 Top 250 U.S. trade show.

14  May 2013  abrn.com

According to Steven Schillinger of GRC-Pirk Management 

in Reno, Nev., who serves as the administrator for Energy Star 

Green Garage Challenge, benchmarking programs in many areas 

are tied to special tax credits for compliant buildings, and those 

that have made an effort to reduce their greenhouse gas emis-

sions. “And in many states and localities, you can’t sell a building 

unless you have to have a rating on it,” Schillinger says.

Right now, most cities that have adopted benchmarking 

requirements have started with very large buildings (50,000 

square feet or more), but the ordinances will expand over time 

to include smaller and smaller building, which will have a direct 

affect on many body shops. The benchmarking process involves 

measuring energy use (based on data from utility providers), and 

then comparing it to other buildings of the same size that are 

being used for similar purposes. Building owners are typically 

on the hook for making sure the benchmarking is completed, 

but they may require tenants to actually gather the data and 

work with utilities.

Washington, D.C., was one of the first cities to require bench-

marking, and requires owners to use the Energy Star tool to 

disclose their energy use annually. Starting in June 2014 Austin 

will require benchmarking for buildings over 10,000 square feet, 

along with mandatory energy audits for residential buildings. New 

York City, Seattle, San Francisco, Philadelphia, and Minneapolis 

also have similar requirements.

In California, the benchmarking mandate affects buildings of 

larger than 50,000 square feet right now, but will eventually cover 

any building over 5,000 square feet by January 2014. Washington 

State passed a similar measure in 2009. In almost all cases, the 

benchmarking data must be disclosed to potential buyers if the 

owner wants to sell the building.

The Green Garage Challenge (www.findgreengarage.com) is 

an EPA Small Business Partnership program for improving ener-

gy efficiency in the auto service and repair industry. Shop owners 

can use the online tools on the site to provide data and receive 

a rating based on energy usage and emissions. “They have a 

measurement tool to compare their performance with other facili-

ties,” Schillinger says. Green Garage also includes waste and 

performance hours in its calculations, along with chemical usage 

and disposal. The Green Garage service can be used to fulfill the 

requirements of the current benchmarking laws, since it is based 

on the Energy Star Portfolio Manager tool.

According to the most recent data, typical body shop energy 

efficiency ratings for new facilities range from 65 to 72 on a scale 

of 100, while a new facility with some energy efficiency improve-

ments typically falls in the 73-79 range. An “energy efficient new 

facility” may be rated between 80 and 90.

Benchmarking can be a beneficial tool to shop owners. If 

you’re building is not particularly energy efficient, then taking 

steps to improve your score can save money by reducing utility 

usage. A study by Lawrence Berkeley Labs on the benefits of 

energy performance assessments found that existing buildings 

could lower energy costs by as much as 16 percent, with a 1.1 

year payback.

Owners of older buildings may worry that, because of the age 

of the facility, they will wind up with a low rating that could affect 

their resale value, or result in costly efficiency upgrades down 

the line. But just because a building is old doesn’t necessarily 

mean that it is inefficient. New York City’s benchmarking pro-

gram revealed that the most efficient public building in the city 

dated from 1933. The city’s data also indicated that just 2 percent 

of buildings were responsible for 45 percent of the city’s green-

house gas emissions, allowing officials to take a more targeted 

approach to emissions reduction.

Shops that may be impacted by these ordinances should 

work with utility providers and keep copies of their utility bills so 

that the data is easily available to be input into the online tool, 

and have a plan in place to implement energy (and cost) saving 

measures like ensuring lights are turned out when they aren’t 

necessary, and that bay doors are closed to reduce heating and 

cooling costs. A third-party energy audit would be a good idea 

for any shops interested in boosting their scores and then touting 

their “green” credentials in their advertising. (The Federal Trade 

Commission updated its rules for green marketing last year. More 

information is available here: http://www.ftc.gov/opa/reporter/

advertising/greenguides.shtml.)

Right now, receiving a poor rating doesn’t carry any penal-

ties, but Schillinger warns that as “time moves on, between now 

and 2020, I expect there will be penalties put in place for poor 

performers.”

>> continued from page 12

energy benchmarking on the rise 

a new asrw format to kick of this year 
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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.

Unsurpassed quality • Competitive price

Factory built & tested • Precision fi t 

Limited warranty  •  Proven reliability 

For more information circle #22
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BY DEGART | ABRN BLOGGER

I
was looking at the DEG database recently 

www.degweb.org and it reminded me about 

CCC’s position on seam sealer. If we look at 

the included operations for most weld on panels 

it shows Caulk/Seam sealer to be included. Now 

just to conf rm this would be the labor ONLY and 

not the materials. Per CCC and the other informa-

tion providers, materials are not included in any 

of the labor times for components. In CCC this 

can be found in G10 of the Collision Estimating 

Guide. I have pasted the not included items from 

the paragraph below.

•  A/C System, evacuate and recharge

•  Aftermarket & OEM accessories 

• Alignment, check or straightening related 

parts 

•  Alignment check of front or rear suspension/

steering 

•  Anticorrosion material restoration/application

•  Battery D&R/recharge

•  Brackets & braces transfer

•  Broken glass removal or clean up 

• Brakes, bleed and adjust

•  Caulk (non-OEM), sound 

insulate or paint inner areas 

•   Clean up or detailing of 

vehicle prior to delivery 

•  Computer control module 

D&R/relearn 

•  Conversion vans (special 

components, equipment and trim)

• Cutting, pulling or pushing collision dam-

aged parts for access   

•  Damaged or defective replacement parts

•  Drain & reý ll fuel tank

•  Drilling, modiý cation or fabrication of mount-

ing holes

U.S. new vehicle 
registrations will 

climb to15.3 

million units in 
2013, bringing it 
close to its pre-
recession long-
term trend, says 
R.L. Polk & Co. 

Taking a look at CCC’s 
position on seam sealers

Per CCC and others, materials are not included in any of the labor time components.

BECOME A BLOGGER

abrn.com/JoinCommunity

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

ASA welcomes Risley
AAGeditor

The Automotive Service Asso-
ciation (ASA) offi cially welcomed 
Dan Risley into his new position 
of executive vice president yes-
terday, and although 24 hours in, 
he said it is akin to “drinking from 
the fi re hose,” he remains opti-
mistic about tackling the chal-
lenges of his new role.

Risley, who has served the in-
dustry in many roles throughout 
his career, comes to ASA from 
Allstate Insurance Co. where he 
was a market claims manager. 
Before that he was executive di-
rector of the Society of Collision 
Repair Specialists.

“We want to share how enthu-
siastic we are about having Dan 
join us,” says Ron Pyle, ASA 
president and chief staff execu-

tive. “We are ready to get him out 
in front of our members and al-
low him to do what he does best, 
which is represent the industry in 
a very professional way.”

Risley says both his experience 
with SCRS and his most recent 
position with Allstate will act as 
building blocks to help him lead 
ASA. His Allstate experience has 
given him the added benefi t of 
understanding the insurer’s per-
spective.

“The background information and 
the insight I got from an insurer 
perspective is certainly going to 
help me in understanding what 
motivates them, what’s impor-
tant to them. And as our mem-
bers look to work with insurance 
companies, whether as a DRP or 
non-DRP, the fact is you are go-
ing to be working with insurance 

companies. It’s going to help us 
bridge some of those gaps that 
are out there,” Risley says.

Main focuses currently include 
addressing NACE, CARS and 
ASRW, along with member pri-
orities and needs. Risley says he 
is going to use upcoming indus-
try events, such as the Collision 
Industry Conference (CIC) in 
Phoenix, to “get more exposure 
to what the concerns are. I have 
some cursory knowledge of that, 
but having been removed from 
that for the past six years. I am 
looking forward to getting more 
engrained and in tune with the in-
dustry. So priority number one is 
to get fully engaged. But as I get 
fully engaged, I think the focus is 
going to be on ASRW, member-
ship growth and retention and 
just making sure we are respond-
ing to needs.

“ O n e 
of the 
strengths that 
I think I can b r i ng 
to the group is h e l p i n g 
bring diverse groups to-
gether with very different objec-
tives and opinions and help come 
up with a solution that is going to 
be a win-win for everybody,” he 
says.

With experience more focused 
on the collision side, Risley said 
he does plan to learn more about 
the needs and challenges of ASA 
members on the mechanical side.  

Based in Chicago, Risley will 
work remotely with the Texas-
based ASA team, including Pyle. 
However, neither he nor Pyle an-
ticipate this to be an issue.

Visit www.abrn.com/ASARisley 
to read more.
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Search thousands of archived 
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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 com-
petition, get new customers and turn these cus-
tomers into long-term shop advocates.
Visit: www.abrn.com/2013Challenges

JULY 23-24
● Collision Industry Conference 

Boston, Massachusetts

OCTOBER 16-19
● NACE/CARS 

Las Vegas, Nevada  

NOVEMBER 5-8
● SEMA 2013

Las Vegas, Nevada

NOVEMBER 6-7
● Collision Industry Conference

Las Vegas, Nevada

MAY 16
● Shop Management Financials
Produced in cooperation with On-Deck.

MAY 23
● A/C System Service and 

Inspection
Produced in cooperation with TST.

JUNE 26
● The Value of OEM Certifi cation 

for MSOs 
Produced in cooperation with PPG.

AUGUST 13
● Structural Steel Parts 

Replacement
Produced in cooperation with I-CAR.

SEARCHAUTOPARTS.COM  VOL .52.05  17

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

•  Fabricate templates, reinforcing inserts, 

sleeves or f anges

•  Filling, plugging and ý nishing of un-

needed holes in new parts

• Information label installation

Material costs 

•  Pinch weld clamp damage repair

•  Reý nishing

If you look at DEG inquiry number 3318, 

you will see that CCC includes the Caulk/

Seam sealer time for WELDED ON PARTS 

ONLY and not bolted on parts. Coming from a 

shop I know several manufacturers that ship 

hoods and other parts that require the techni-

cian to apply the seam sealer so the labor for 

this process needs to be a manual entry. Con-

tinue reading at http://tinyurl.com/clnzoto. 

● Value of online etailing
Scott Drozd of FCPEuro.com speaks about the creation 
of online/Internet-based business for distribution, 
and explains how e-tailing is being used to drive shop 
business growth.
[URL:  A B R N .C O M / ETA I L I N G]

● Refi nishing with HVLP technology
High volume, low pressure (HVLP) technology can 
offer extra savings while providing maximum transfer 
effi ciency and minimum product consumption.
[URL:  A B R N .C O M / H V L P]

● Multifl ex 2 part and panel stand
Your complete solution to holding, securing and refi n-
ishing bumper covers and other parts in the automotive 
collision industry.
[URL:  A B R N .C O M / M U LT I F L E X]

Painting threaded 
or small parts
  

SEARCH OUR ARCHIVES OF OVER 

800 ONLINE VIDEOS

abrn TOP VIDEOS

MAY'S FEATURED WEBCAST

May 23, 2013 
@ 1 p.m. EST

A/C Service & 

Installation 
PRODUCED IN COOPERATION WITH TST
Register at www.MotorAge.com/TSTAC
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To the LinkedIn discussion started 

by Matthew, “Trying to become a 

DRP is harder than I thought. Can 

someone give me some insight?”: 
From James Sund: You aren’t doing anything 
wrong. By all means apply to any insurance compa-
nies that have DRPs. They add shops depending on 
their need. Your shop must be fully equipped, trained, 
insured and professional. Being easy to work with, 
honest and producing a quality product are the key 
elements to getting on a program. Don’t be too eager 
to sign an agreement unless you fully understand the 
agreement labor rates, paint thresholds, parts dis-
counts, AM and recycled parts usage, and cycle time 
requirements. All of them will have these items. Above 
all make sure you can make a profi t before you sign.  

From Craig Ascue: Be mindful of what you ask for 
and count the cost of what you are doing right now 
versus the potential of being on a DRP. What I’m saying 
in plain body shop business language is to make sure 
your team is ready to be vetted each month on quality 
customer service and cycle time. Make sure that you 

are managing your P&L and balance sheets on a weekly 
and monthly basis. Know your direct and indirect cost 
by heart. It takes time and a different type of in-house 
marketing to get DRPs interested in your shop. The 
inside out marketing I’m referring to are the basic KPIs 
that make your shop profi table or not. Be patient in your 
business pursuit and make sure you are going after a 
DRP that will benefi t you and your business. 

From Jeff Turner: Amazes me how so many shop own-
ers rely on someone else fi lling their tech stalls. Then they 
wonder why our industry is in such a state of disarray. We 
would all be much better off if we realize that the owner of 
the vehicle, who is truly “our customer,” is the only person 
whom we should be looking out for. All these DRPs are 
driven by one thing, GREED, not customer satisfaction, 
quality of work or safety of repairs. Focus on building a 
brand that sets you apart from all the other DRPs.

Diminished value is very real, especially "inherent" 
diminished value, which still exists even after a nearly 
perfect repair. We also have "insurer" and "repair" 
related diminished value, which can result from a bad 
repair process, inferior parts or inferior work. People 
have been collecting diminished value for years. 
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VISIT THE NEW TODAY!

It’s easier than ever to find 

the content most relevant to you!

The nation’s largest and most popular 
site for collision repair business and 
technical information has had 

a FACELIFT!

THE NEWLY-REDESIGNED 

ABRN.COM BRINGS YOU 

AWESOME FEATURES 

YOU WON’T FIND 

ANYWHERE ELSE!

New and archived articles & posts 

covering EVERY aspect of collision repair!

Stay on top of industry news and events

Find tips and ideas for improving your business

Get tons of FREE technical training resources 

that will make sure your shop is a leader 

in repair!
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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 

body tech’s choice for increasing shop 

productivity and reducing costly re-dos. 

It’s all thanks to our innovative INVISIX™ 

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 

today. AU79 performs so well, in fact,  

you may actually enjoy using it…  

a little too much.

For more info, including a free AU79 sample  

and tshirt, go to uschem.com/au79 now!

New! AU79™  

Advanced Lightweight 

Filler with INVISIX™

  
Micro-Perfecting 

Surface Technology

For more information circle #36
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If there's a topic you'd 

like me to address,  

I'd love to hear from you.

THE SHOP OWNER 

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

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

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 your promises
Lessons learned during the process of bringing another generation into ownership

I
made a promise about 10 years ago that took 

me much too long to fulfill (for a myriad of rea-

sons). Anyone that knows me very well knows 

this story, but I’d like to share a few lessons learned 

that others may benefit from. 

Early last year, I fulfilled the promise to make my nephew William a partner in the 

business. William started out hanging around the shop with me from the time he was 

about 10, worked part-time here while in school and full-time ever since, working his 

way up the ranks to production manager. During a particularly difficult time a while 

back for me, he stepped up and acted as general manager, and although I always knew 

he was bright and capable, even I was impressed 

by the scope of the potential he demonstrated.

I believe things happen as they do for a rea-

son, and I think my delay in fulfilling my promise 

to William taught me some important things:

Give critical thought to 

the timeline you need to 

accomplish any promise. 

In my case 10 years ago, William had given his 

notice and accepted a position with an MSO in 

our market. I took this personally and was angry, accusing him of betraying not only 

me, but also his grandparents (who owned the business before me). I did not respond 

professionally and ultimately gave my promise out of fear of going it alone and not hav-

ing a family member for succession for the business. (Making him a partner had been 

part of my long-range plan, but I had yet to determine how and when this would occur.)

The longer you delay, the more likely the other 

party will become disenchanted and lose 

faith. I kept putting William off because I couldn’t get my hands wrapped around a 

plan. After talking with many colleagues and a couple of attorneys, I was overwhelmed 

with the amount of information I had and became a little paralyzed. 

Do not over promise and under deliver. Just as with 

customers, this undermines your credibility. I fairly soon realized I’d over-promised on 

what I was psychologically able and willing to do.  

Avoid procrastination by getting a trusted 

friend, colleague or consultant to act as your 

“accountability partner.” Two years before finally signing the 

partnership documents with William, I was a member of a DuPont Business Council 

group with Mike Anderson of CollisionAdvice.com as our facilitator. Fulfilling my promise 

to William became the main focus of my action plan while in this group, and Mike took it 

upon himself to be my accountability partner, regularly following up with me to make sure 

I was accomplishing the steps in the process. Mike had a handful of what he calls “come 

to Jesus” meetings with William and me to work through the mess we created. (I say “we” 

because at various points neither of us handled ourselves very honorably.)

If you’re unable to fulfill a promise, or need 

more time to do so, be the first to initiate dis-

cussions, including truly credible things that 

are inhibiting your progress. I did not proactively keep 

William informed of my progress (or lack thereof). Instead, he would ask periodically 

where I was with things, and often I took the anger I had towards myself about it out 

on him. In turn, his frustration with me was apparent in his performance at work (which 

impacted mine as well), and the lack of quality interaction between us at times vibrated 

negativity throughout our organization.

I realize now the value of having a consultant and attorney with experience with 

such things. They really can help you avoid a quagmire. I became stuck in the many 

options and details I had amassed. Had I sooner sought professional help that I was 

comfortable with, much of what we went through could have been avoided. A consul-

tant or attorney can help keep business business, and family-stuff family. 

I’m not proud of the way I handled things initially, but I am extremely proud of William for his 

forgiveness, stick-to-it-ness and drive to move our business forward. 

“I WAS 
OVERWHELMED 

WITH THE 
AMOUNT OF 
INFO I HAD, 

AND A LITTLE 
PARALYZED.”
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The Car-O-Tronic™ Vision X3 electronic measuring system features a 
unique suspension check measuring mode so you can identify bent 
parts before the car goes to the alignment shop.  Diagnose vehicle 
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Comprehensive Check for damage to control arms, measure 
strut angles, compare ball joint locations, 
check for wheel setback and compute the 
vehicle thrust angle

Detailed Measurements saved in report format for 
insurance company documentation

Easy to use Wireless – no targets, sensors or lasers; not 
affected by noise, wind, temperature or sun

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

Will Your Vehicle Align After The Repair?  
    Avoid Delays . . . Find Out Right Away!

Car-O-Soft Vision X3  
Suspension Check Software

For more information circle #8

ES230522_ABRN0513_021_FP.pgs  04.09.2013  12:01    ADV  blackyellowmagentacyan



22  MAY 2013  ABRN.COM  

IN THIS SECTION

30 The Shop Profi le

35 The Profi t Motive

THE TAKE AWAY

UTATIBUS SUM FACCAB IPSUM AUT 

VOLES ILIQUAE CON PLAMUSCIM FUGA. 

NET LIS UT QUIAS ENDUSTEMPOS ET 

EUM LACCABOR REMPORE

MINDING YOUR BUSINESS

SHOP MANAGEMENT | BEST PRACTICES SHOP MANAGEMENT | BEST PRACTICES 

IN THIS SECTION

26 The Shop Profi le

32 The Profi t Motive

THE TAKE AWAY

THERE IS NO BETTER WAY TO GET 

GREAT IDEAS AND INSIGHT FOR YOUR 

BUSINESS THAN TO VISIT ANOTHER 

SUCCESSFUL SHOP. 

MINDING YOUR BUSINESS

ANYONE WHO
has done it will tell you: 

There’s no better way to 

get great ideas for your 

business than paying a visit to another successful shop. 

Here’s a sampling of 10 ideas you might pick up by taking 

some time to stop in and talk to a fellow shop owner.

1. One-day and even same-day repairs have become reg-

ular occurrences through a “rapid repair” system established 

at Top Finish Collision Center in Santa Ana, Calif.

“Insurance companies want us to improve the customer ex-

perience,” shop owner Tony Bucio said. “I built that (rapid re-

pair) area to have a team to do repairs that are typically small 

or medium. We don’t have the heavy-frame machinery there. 

We don’t slow down big jobs by asking our most experienced 

technicians to do the small jobs, and we don’t slow down the 

small jobs because we’re handing the big jobs.”

2. Nearly every collision shop has a handful of online re-

views from customers, but Canyon Road Auto Body in Port-

land, Ore., has more than 100 on one website alone, something 

Sabra Burge has made a priority.

“Every customer gets a hand-out with directions on how 

to go to that website and give us a review, good or bad,” says 

Burge, who  manages the shop for a group of dealerships. 

Fortunately for the shop, the majority of those reviews are 

good, with nearly 96 percent giving the shop a 4- or 5-star 

rating. That genuine customer feedback is convincing others 

to bring their vehicles to the shop.

“We have a car in here from hundreds of miles away in New 

Mexico,” Burge said. “The owners are in town visiting family 

and wrecked their car, and after they went online, they came 

here. That kind of marketing doesn’t 

cost anything.”

3. Mike Schoonover is quite frank 

about the downturn his two-shop busi-

ness in Minnesota has been experienc-

ing as the economy continues to sputter.

“We’re taking ‘lean’ to an extreme,” 

Schoonover said, citing a decrease in 

sales over an 8-10 month period earli-

er this year. “It’s based on the weath-

SHOP OWNERS SHARE 10 THINGS

THEY’RE TRYING AT THEIR SHOP – THAT MAY WORK AT YOURS 

BY JOHN YOSWICK  |  CONTRIBUTING EDITOR

EXCHANGE
THE IDEA

Sabra Burge
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er and other issues taking place with-

in our local markets. So we’re looking to 

cut different costs. We’ve reexamined 

everything and reinvented ourselves.”

Schoonover, whose family has oper-

ated the business since 1938, said that 

while the changes have not been easy, 

he thinks his business is now better 

prepared to prosper.

4. Second-generation shop owner 

Mike Young of Atomic Auto Body in 

Richland, Wash., said his shop offers 

its customers a free detail of their re-

paired vehicle four times a year. The 

shop currently has more than 500 cus-

tomers signed up on the service. Young 

pulls a small percentage of the shop’s 

labor sales to help offset the cost of his 

detail department, which also does re-

tail work, including added detail services 

for customers in for the free basic detail.

“The detail department generates 

about $8,000 a month in sales, which 

isn’t too bad for two stalls,” Young said.

So does the free detail work pencil 

out for the business? Young said it can 

be hard to gauge, but he prefers to spend 

marketing dollars in ways that benef t 

his existing customers and distinguish 

his shop from others.

5. John Borek has found some cre-

ative ways to generate publicity for his 

22-employee shop, Autocraft Bodywerks 

in Austin, Texas, including converting 

a C4 Corvette into a working replica of 

the Batmobile. But he’s also found some 

unique ways to generate revenue, in-

cluding selling golf carts customized 

to look like a Hummer, an Escalade, a 

1932 Ford, or a Bentley.

“I sold one to the woman married 

to (pro tennis player) Andy Roddick; 

to (American Idol winner) Kelly Clark-

son; to (actress) Eva Longoria who 

bought it for Tony Parker (of the San 

Antonio Spurs),” Borek says.

Borek said he uses a website to 

market the carts, which are built by 

another company, but which his shop 

often customizes with special wheels 

or paint to match the buyer’s regu-

lar vehicle.

6 .  D a r r e n  

Pierse, co-own-

er of Arizona Col-

lision Specialists 

in Scottsdale, 

Ariz., said one 

way to improve 

his company’s 

“touch time” on 

vehicles would 

be an additional parts delivery so that 

his techs could hit the ground running 

the next morning.

A multi-line dealer proposed that in 

addition to its regular deliveries, all of 

its dealerships would make a late-in-

the-day delivery of the shop’s parts to 

a central hub; Arizona Collision Spe-

cialists uses a third party to pick up 

those parts overnight and deliver them 

to Pierse’s shops by 6 a.m.

7. Will Latuff, manager of the fourth-

generation Latuff Brothers collision re-

pair business in St. Paul, Minn., said 

he “blueprints” every job, doing a com-

plete tear-down in order to determine 

Darren Pierse
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every second adds to your throughput.
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every part needed. When a vehicle is 

disassembled, for example, all fasten-

ers are placed in a plastic box with 

numbered compartments and photos.

This allows whoever is reassembling 

the vehicle to locate the needed fas-

teners quickly.

8. Doug Verdier of Active Auto 

Body wouldn’t want to give up his 

shop’s great lo-

cation in down-

town Portland, 

Ore.; but like a 

lot of shops in 

urban areas, 

he st ruggles 

with a parking 

shortage. But he 

found one cre-

ative solution: 

He worked out a deal with a nearby 

church to use its parking lot during the 

week in exchange for the church using 

his lot on Sundays.

9. Geralynn Kottschade said that 

she her husband Jerry try to teach their 

22 employees at Jerry’s Body Shop in 

Mankato, Minn., by example. They dem-

onstrate the respect for others that they 

expect their employees to show not only 

to each other and customers, but also 

to other repairers in their market, and 

to insurers or desk auditors.

If the shop is re-repairing a vehicle 

from another shop, it is done conf den-

tially, Kottschade said. “Our job is to 

f x it and make it right, and remember 

that someone else might someday be 

correcting a mistake we make.” 

Avoiding any such mistakes is part 

of the Kottschades’ belief in the three 

Ts: training employees, tooling them 

and trusting them. Every employee 

knows they are empowered to stop a 

vehicle at any point in the process if 

they see something that’s not right, 

she said. 

“We created an environment for 

employees that at the end of the day, 

they can go home knowing they did the 

best job, not doing anything substan-

dard or that compromises their mor-

als,” she said. 

10. Rick Stoker, manager of the Dick 

Hannah Collision Center in Vancou-

ver, Wash., said his shop was among 

the f rst in the state four years ago to 

switch to waterborne basecoats. He 

wants to make sure the shop uses vir-

tually every drop of the system’s toners.

“Empty” containers are recapped 

and turned upside down overnight. 

The “remnants” of a given toner, which 

end up in the cap, are then poured into 

a corresponding toner container. Cap-

ful by capful, Stoker said, the shop can 

actually “rescue” as much as another 

full container of any particular toner.

Stoker said the system has actual-

ly helped get a job out when a paint-

er realizes (too late for a same-day de-

livery from the shop’s paint vendor) 

he doesn’t have quite enough of a ton-

er for a job – but can check the “back 

shelf” to pull what’s been recaptured 

from previous “empty” containers of 

that toner.

Doug Verdier

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.

�  Learn more about Elektron at chiefautomotive.com/demo/ab  
or call 800-445-9262 to request a no-obligation live demo.

Chief is your one-stop source for state-of-the-art pulling,  

measuring and welding equipment, plus hands-on training. 

THERE’S NO 
TIME FOR  
DO-OVERS  
IN THIS  
BUSINESS.
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A snapshot of one of the industry’s leading shops

MARSHALL’S AUTO BODY CARSTAR / BILLERICA, MASS.
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Jim Marshall

Especially for James Marshall, owner 

of Marshall’s Auto Body CARSTAR in Bil-

lerica, Mass. In business for 35 years, the 

family enterprise annually grosses $2.7 

million while delivering a most-impressive 

99.14 percent CSI (Customer Service Index) 

score. 

“Word of mouth is the greatest mar-

keting tool,” declares Marshall. “Our goals 

are to let the customer understand that 

we are there to assist, educate and listen 

attentively to their concerns and not to be 

complacent.”

Ref ecting on an unending quest for 

his own ongoing education, Marshall notes 

that “everyone is my mentor.”

“ I t  w o u l d  

take me forever 

to list everyone 

that  has had  

some form of 

inf luence over 

the way I operate 

my business,” he 

says. “I learn 

from all sorts of 

people: Being 

a customer in other venues teaches you 

how to treat people. Being a parent teaches 

you to be patient, and reading books opens 

your thought process to know that all busi-

n e s s  o p e r a t i o n s  s h a r e  c o m m o n 

denominators.”

Marshall goes on to describe the entire 

company’s empathetic attitude toward 

each customer by observing that “when 

our vehicles are involved in a car accident 

our entire lives are put on hold. It’s a has-

sle to deal with auto repairs, rentals, insur-

ance and estimates. You no longer feel in 

c ont r o l ,  a nd  t h e  s t re s s  c a n  b e 

overwhelming.”

Thus the 16-bay shop’s focus “is always 

to get your car – and your life – back in 

order ASAP.” A lifetime warranty from 

Marshall’s and a 5-year limited warranty 

from the franchise ref ect pride in the work-

manship being delivered. “We don’t just 

repair it quickly, we repair it right.” The 

staff of 14 nets praise from the boss for 

being the best in the business, and the 

array of equipment is top-notch as well. 

“It’s just part of our overall approach that 

gives you the ultimate peace of mind.”

Manager Jayce Mitchell has been 

with Marshall for 17 years, and he 

remains comfortable and conf dent in 

Caught in 
the act
Treating people right steers path to prosperity for 
award-winning family business

BY JAMES E. GUYETTE  |  CONTRIBUTING EDITOR

S
taying involved with community affairs while leveraging 

the benefi ts of widespread name recognition, a repu-

tation for high quality repairs and extensive customer 

referrals helps marshal successful shop returns. 

AT A GLANCE

Marshall’s Auto Body 
CARSTAR
Name of shop

Billerica, Mass.
Location

James Marshall
owner

1
Number of shops

35
Years in business

14
Number of employees

None exist in state
Number of DRPs

$2,175
Average repair order

10 days
Average cycle time

$60,000
Average weekly volume

BASF
Paint supplier

Car-O-Liner, Brewco, Chissom
Frame machines used

CCC One, Autodex
Estimating system used

www.marshallsautobody.com
Internet site
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Kia vehicles are at the forefront of 

today’s automotive design. Unique 

details in our Kia vehicles demand precise 

engineering and fit. Kia customers 

deserve Genuine Kia 

collision replacement parts 

to keep them satisfied for 

years to come. Our brand’s 

popularity continues to 

grow meaning more Kia 

customers for your shop. 

Always specify Genuine Kia Parts for the 

highest level of fit, finish and quality. 

Contact your local Kia dealer today for 

assistance and delivery of 

your parts.
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SHOP PROFILE

Mitchell’s ability “to keep the culture 

that we have embraced” by “protect-

ing and maintaining” a philosophy of 

“There is No ‘I’ in Team.”

“We work together to achieve a com-

mon goal,” Marshall explains, adding that 

recruiting new hires is a thorough process 

to ensure a good f t. Depending on the skill 

levels being sought, candidates are gleaned 

from vocational schools, advertisements 

on Craigslist or in newspapers and, of 

course, personal references and recom-

mendations from jobbers who know the 

region’s workforce. I-CAR Gold and Plati-

num technicians are on board to further 

heighten production standards.

Bonus programs are in place for 

achieving performance goals. “We also 

have a program called ‘Caught in the Act 

of Correctness.’ If an employee is doing 

the craft with 10 percent more effort and/

or super safely, I approach them with a 

gift card and yell out, ‘Caught in the Act 

of Correctness!’ We use a CSI card mailer 

and measure our results, and the staff is 

rewarded accordingly.”

Always seeking solutions
Out of the shop f oor, “we are ‘leanish’ – 

it is a work in progress,” regarding lean 

production techniques. Every job is blue-

printed using DFR, which stands for a set 

of “Design for Reliability” strategies that 

steer exceptional repair outcomes while 

driving stellar CSI tallies.

“We have SOPs in place for all repair 

processes, starting with a pre-wash and 

inspection, an in-process inspection check 

list and a post-inspection performed by 

two different people,” he reports.

A 10-day average cycle time is always 

being addressed in an effort to move 

things along quicker. “I don’t think any-

one wants the cycle time to be more than 

one day,” Marshall muses, adding that 

“we’re working on cycle time all the 

time; that’s on my bucket list.”

The business’ growth over the years 

has been augmented with the implemen-

tation of computerized and more strategic 

estimating. Laptop computers are utilized 

in the bays along with wireless cameras 

for direct uploading into a car’s f le, and 

the off ce staff has embarked upon a series 

of efficiencies to eventually become a 

paperless operation.

Waterborne paint was adopted eight 

years ago. “We thought we would be ahead 

of the curve and be eco-friendly, as well 

as taking advantage of BASF’s training 

opportunities,” says Marshall.

“We have made a major investment in 

the f nest paint system available and con-

stantly upgrade the technology and equip-

ment to ensure that each vehicle’s paint 

matches. We take special pride in our abil-

ity to match factory f nishes as the f nal 

step in the restoration process.”

Membership in a CARSTAR-sponsored 

20 Group for the franchisees is another 

management plus. “We meet quarterly 

and discuss our f nancial positions, ways 

of improving our processes and general 

business operations and trends,” he says. 

“The group is focused on the auto repair 

industry, and as a result we relate to each 

other on the same level, have the same 

issues and seek the same solutions.”

When dealing with insurance car-

riers, “the f rst step is total transpar-

ency and trust, then we follow up with 

our performance and CSI,” says Mar-

shall, citing the shop’s 99.14 score as 

evidence of the clientele’s consistent 

appreciation for services rendered.
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SATAjet® 4000 B Camouflage
Limited Edition

With SATA repairs
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Meets EPA rule 40,  
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Nozzle size
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Get yours today!
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SHOP PROFILE

A Hertz rental facility is onsite for 

customer convenience, and paintless 

dent repairs are offered for the more 

minor dings.

Massachusetts has no direct repair 

programs (DRPs). “Having the lowest 

labor rate in the nation puts a great 

challenge on being competitive in the 

market in hiring great technicians and 

compensating them in a proper fash-

ion,” he laments. For the most part, 

I-CAR isn’t as recognized as it should 

be for the information to repair a car 

more safely and accurately, and shops 

should be classif ed for their level of 

training and performance.”

Spreading the word
Advertising is accomplished via mail-

ers, email referrals, a social media pres-

ence and supporting local athletics with 

team and banner sponsorships along 

with handbook ads. “It’s great when the 

kids yell out, ‘go Marshall’s Auto,’” says 

Marshall.

“We implemented the “Donate to 

Educate” program in which we donate 

$25 per repair to the PTO (Parent 

Teacher Organization) of the customer’s 

choice,” he continues. We use Facebook, 

both in business and personally, to pro-

mote name recognition and events. 

However, in a world of electronic satu-

ration, we still believe in touching our 

customers and (insurance) agents per-

sonally through community organiza-

tions and agent recognition.”

The company belongs to six civic 

organizations and contributes to numer-

ous other endeavors, including the 

Make a Wish carwash and other chari-

ties. Marshall travels to assist “the 

CARSTAR nation” as chairman of the 

iPods For Wounded Veterans program. 

“During the month of November we 

raised tens of thousands of dollars to 

bring to the severely injured troops in 

hospitals like Walter Reed and others 

like it across the United States.”

Marshall also serves as chairman for 

local vocational school’s auto body repair 

segment and sits on the institution’s 

finance committee member. He was 

inducted into the Shawsheen Valley 

Technical High School Hall of Fame in 

2012. In 2008 Marshall was named CAR-

STAR’s “Rookie of the Year” as 2011 

brought “Most Improved Shop” honors; 

last year he clinched the “Financial 

Focus Group Award.”

Family business
The business was established at the 

family home in the latter part of the 

1970s by his late father Malcom, who 

had four days off in a row due to his 

position as a fulltime f ref ghter. Sub-

sequently outgrowing the home’s 

garage, in 1978 they constructed a 1,400 

square-foot building at the current loca-

tion over on Pond Street. After f ve addi-

tions, the structure covered 5,000 sq. 

ft.; in 2005 they built and installed a 

new paint booth and prep station.

“The original shop was at our house, 

so after school it was an easy f t into the 

family mix. I attended a vocational high 

school and took automotive repair. This 

would allow me to know all ends of the 

automobile,” Marshall recalls.

He started in the family business as 

a helper and then progressed to ref nish 

prep. After serving in the U.S. Air Force, 

Marshall retuned home and became a 

painter. Five years later he was shop 

foreman and a minor partner with Mal-

com. The younger Marshall bought the 

entire business in 1995.

Keeping the peace at Thanksgiving 

dinner amid a family in business together 

was easy, says Marshall, as Malcom left 

no doubt that “HE WAS THE BOSS.” 

Marshall’s wife Dawn is the company’s 

bookkeeper. “We also brainstorm mar-

keting ideas, discuss business strate-

gies and attend f nancial focus group 

meetings and annual conferences 

together. I’m the boss at the shop, my 

wife is the boss at home.” 

ES233087_ABRN0513_030.pgs  04.16.2013  02:32    ADV  blackyellowmagentacyan



Everything 

you need, 

just around 

the corner.

Think of us as an extension of your body shop. From automotive coatings to all of the 
repair materials and supplies you need to get the job done right. Low to high volume 
shops. Waterborne to solvent. We’ll match a refinish system to your shop to improve 
productivity and your competitive edge. Plus management tools like our Lean Stock™ 
Inventory System keep you doing what you do best. 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 |
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PROFIT MOTIVE: YOUR COMPASS TO FINANCIAL SUCCESS

Is there prof t in 

waterborne?

Finding prof t in 

customer service

Numbers of 

prof tability

For most people, they didn’t take the 

time to write their goal down. The key to 

accomplishing your goals is simple: have 

a written plan.

Def ne areas of importance
Start with a few areas that are important 

to you. Some suggestions to consider are 

career, family and friends, business, per-

sonal development, health, volunteer, hob-

bies and f nancial.

Def ne your goals
Remember that you need to focus on a few 

goals that are measureable and attainable. 

If we list everything that we want to accom-

plish, we tend to become overwhelmed 

and f nd that our rate of success is low.

Visualize
I have always relied on my calendar, Word 

documents or mind-mapping software to 

help me stay on track with what I want to 

accomplish. When I joined ATI, I learned 

another way to keep focused on my objec-

tives. ATI encourages the use of a goal 

poster — a picture you can keep on your 

desk that continuously reinforces your 

goals visually every day. I have also made 

my goal poster a screen saver on my com-

puter, again to keep my aims visible.

Create accessibility
When you have your goals, milestones and 

timeline completed, it’s a good idea to send 

it to your smartphone, tablet or any device 

you use regularly, so you can scroll through 

your objectives every day.

Update it
By putting your goal plan on all your 

devices, you can review it anywhere! 

Standing in line for coffee, before your next 

meeting or any time you have a free min-

ute. This regular review helps keep your 

goals front and center and allows you to 

note accomplishments that you have made 

toward your objectives.

Review your goals
Whether you actually review your goals 

on a daily, weekly, monthly or quarterly 

basis is entirely up to you. By creating a 

way to access them electronically and with 

the support of a goal poster, you make 

them portable and give yourself the oppor-

tunity to review them regularly wherever 

you are.

While I would like to share all my goals 

with you, I’ll make things brief. I can tell 

you that I have two children in college and 

one in high school, and a retirement plan 

that I want to grow, so you can probably 

guess that I just need more money. I won’t 

bore you with the details. However, I 

believe it is important to have some goals 

that are not business or career oriented, 

but are just for enjoyment. If you click ation-

linetraining.com/abrn1305, you can see 

part of a mind map that I have created to 

help me focus on spending some time doing 

something I enjoy, something that I have 

been thinking about and haven’t started 

yet. And yes, with the kids in college, I’ll 

probably quickly realize that the car will 

have to wait!

Now that you have the steps to def n-

ing measureable and attainable goals, it’s 

time for you to sit down and create your 

goal plan so you can begin to accomplish 

everything that you want!

Tom McGee is Director of ATI Colli-

sion for the Automotive Training Institute, 

founded in 1974. ATI’s 99 associates train 

and coach more than 1,150 shops across 

North America to drive prof ts and dreams 

home to their families. You can contact 

Tom at tmcgee@autotraining.net and visit 

their website at www.autotraining.net. 

Check out Profit 

Matters for Mechan-

ical Repair Manage-

ment tips in Motor 

Age by ATI’s CEO 

Chris “Chubby” 

Frederick.

Accomplishing 
your goals
Six steps to ensure you are successful in your plans for 2013

BY TOM MCGEE  |  CONTRIBUTING EDITOR

W
e are now well into the New Year. On New Year’s 

Eve or New Year’s Day, you probably told someone 

what your New Year’s resolution was. The problem 

is that by now, most of us don’t remember what 

our resolution was, or worse, have already given up! 
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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  

Certifed 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 ft, perform, last and are as safe 

as the originals. Those that pass earn CAPA 

Certifcation. Those that fail? They’re out there 

somewhere.

If you care about quality specify CAPA  

Certifed 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 Certifed? Check out the video at CAPAcertifed.org/crash 

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

CAPAcertifed.org
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THE TAKE AWAY

BEING ABLE TO REPAIR VARIED TYPES OF 

PLASTIC PARTS HAS BECOME A 

NECESSARY SKILL FOR SHOPS AND 

TECHNICIANS.

BY AL THOMAS  |  CONTRIBUTING EDITOR

THE GROWING USE OF PLASTICS IN 

AUTOMOBILE MANUFACTURING HAS 

SPURRED THE NEED FOR PLASTIC REPAIR 

SKILLS IN THE SHOP
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Doesn’t it seem that more plastic is being used with each new 

automotive model year? We see plastic bumper covers, header 

panels, interior parts and other plastic and composite body 

parts. Being able to repair these varied types of plastic parts 

has become a necessary skill for shops and technicians. While 

a tech might doubt it at f rst, with some guidelines to help one 

identify and work with these different types of plastic, it is 

easy to develop the skills to repair them.

So what do we need to know about plastic? First, plastic 

comes in two basic categories, thermoset and thermoplastic. 

Thermoset is a polymer material that irreversibly cures through 

heat, chemical reaction or irradiation. Once hardened, a ther-

moset cannot be reheated and melted back into a liquid form. 

REPAIR NECESSITIES
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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
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Thermoplastic is a polymer that be-

comes pliable or moldable after reach-

ing a specif c temperature and returns 

to a solid upon cooling.

Knowing if a plastic is a thermoset 

or a thermoplastic is necessary to choose 

the proper repair technique. A thermo-

set plastic does not melt when heated, 

and therefore cannot be repaired by 

welding. (Welding plastic will be cov-

ered later in this article.)

There are several other terms that 

refer to plastic types, such as rigid, f ex-

ible, reinforced plastic and composite. 

Rigid plastic (Fig 1), such that is used 

for interior door panels, holds its shape 

and cannot be f exed. It is often, but not 

always, made from a thermoset plastic 

and requires a specif c repair procedure. 

Flexible plastic, used for parts such as 

front bumpers, is a polymer that can be 

flexed (Fig 2) and often repaired by 

welding or using adhesives.

Reinforced plastic is enhanced by 

high strength f bers embedded in the 

components. Fiberglass is a reinforced 

plastic, as is sheet moldable compound 

(SMC); however, the rosins needed for 

SMC are different than those required 

for repairing f berglass.

A composite plastic (such as Kevlar) 

is formed when a combination of mate-

rials are bonded together to form an 

overlapping structure that is better than 

the individual components. Although 

the repair procedure for a composite is 

similar to the procedures for f berglass 

and SMC, again the rosins used for its 

repair should be specif cally designed 

to repair the composite material.

Safety
Repairing plastic parts is no different 

than working with other potentially 

hazardous materials, whether the parts 

are rigid or f exible and whether they 

a re  m a de  f r om  t h e r m o s e t  o r 

thermoplastic.

Therefore, as with other materials, 

the technician should be continually 

concerned with assuring personal, en-

vironmental and workplace safety. Com-

mon safety precautions include the 

following:

• Read, understand and follow all 

sa fety  precaut ions set  by the 

manufacturer.

• Read, understand and follow the 

MSDS related to the material being used.

• Wear safety glasses at all times.

• Wear the recommended respira-

tor, gloves and other safety clothes and 

equipment as outlined in the MSDS.

• Always work in a well-ventilated 

area.

Plastic identif cation
With all these different types of plas-

tic, how can one be sure which type it 

1

3

2

4 5
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is, so that he or she uses the proper repair procedure? The 

easiest and most accurate way is to identify the plastic by 

using its ISO code. This code should be stamped into each 

plastic part during manufacturing (Fig 3). Other ways of iden-

tifying plastic (although they are less accurate) are such tests 

as the sand test (Fig 4), in which an area is sanded. If the 

plastic smears, melts or gets waxy, it is likely not to be a poly-

olef n. If when sanded the plastic produces dust, it is likely 

that it is a polyolef n.

Another identif cation method, the f oat test, involves re-

moving a small piece of the plastic in question and placing it 

in water. If the plastic part f oats, it is likely to be a thermo-

plastic; if its sinks, it may not be a thermoplastic (Fig 5). 

Repair techniques
Plastic repair may only require a single-side repair, such as a 

scratch or gouge (Fig 6); or it may need a two-sided repair if 

the damage has penetrated to the plastic or it has been ripped 

(Fig 7). A single-side repair means that the repairs are com-

pleted from one side only, generally the exposed side; and 

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
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the repair could be done with the part 

in place (Fig 8). 

The two-sided repair involves f rst 

mending the back or inside of the part, 

and then cosmetically repairing the out-

side. This type of repair always requires 

that the part be removed from the ve-

hicle. Both single- and two-sided repairs 

can be performed using an adhesive or 

by using plastic weld.

Plastic welding
Plastic welding can be accomplished by 

using either a hot air welder (Fig 9) or 

READ MORE TECHNICAL 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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an airless welder (Fig 10). Both systems 

use a f ller rod, which is matched to the 

type of plastic being repaired. The ther-

moplastic part softens and a softened 

f ller rod is added (Fig 11). When the 

part cools, the fused repair becomes 

strong and can be sanded smooth and 

cosmetically repaired. 

To properly perform this procedure, 

the part f rst must be thoroughly washed 

(Fig 12) with soap and water, and then 

cleaned with plastic, wax and grease 

remover (Fig 13). The area to be plastic 

welded must then be ground into a V-

shape (Fig 14) to accept the f ller rod. 

For a two-sided repair, the repair can 

be "tacked" into place to hold its shape as 

the f ller rod is added on the opposite side 

(Fig 15). As with all types of welding, the 

f ller should have full penetration. 

Therefore, if a two-sided repair 

is  the type being completed, filler 

rod may need to be applied to both 

sides to accomplish the proper pen-

etration. After the weld has cooled, 

it can then be sanded and cosmeti-

cally repaired.

12 13
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Adhesive repair
When repairing plastic with adhesive, 

the part should f rst be washed with 

soap and water and then cleaned with 

the appropriate wax and grease re-

mover. When raw plastic is cleaned 

and a standard wax and grease re-

mover used, it may swell the plastic; 

therefore, only clean using a wax and 

grease remover specif cally designed 

for raw plastic. First prepare the site 

by removing the paint and beveling 

the edge (Fig 16) for a single-sided 

repair. The adhesive may be applied 

directly to the prepared site (Fig 17), 

smoothed, and allowed to cure (Fig 

18). Then after the repair has cured, 

the site should be cosmetically sand-

ed and repaired (Fig 19).

For a two-sided repair, a backing is 

applied. If the technician uses a self-

adhesive backing pad, the repair sur-

faces should be cleaned and sanded. 

Then the backing pad is applied (Fig 

20) according to the manufacturer’s rec-

ommendation. The backing material 

For more information circle #15
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that is used depends on the method of 

the repair. If an adhesive is used, the 

backing material could be (Fig 21) of 

various types: sheet plastic with adhe-

sives (red), f ber reinforcement (white 

and black), and steel reinforcement. Even 

aluminum tape with adhesive is some-

times used (Fig 22). If a patch is not 

used, reinforcement must be added to 

the back side of the repair. A temporary 

patch such as aluminum tape is placed 

on the outside so the adhesive bond 

does not fall through. Then the adhesive 

is applied, and the reinforcing is applied 

into the soft adhesive bond. 

Make sure that the bonding plastic 

comes through the mesh of the rein-

forcement (Fig 23). When the backside 

plastic has cured, the temporary patch 

should be removed. Then the front side 

can be repaired as described above for 

a single-sided repair.

Depending on the type of plastic that 

is being repaired, an adhesion promoter 

may be necessary. Polyolef n, a plastic 

commonly used in the manufacture of 

f exible bumpers, requires an adhesion 

promoter. This product often comes in 

a spray can, and should be applied ac-

cording to manufacturer’s recommen-

dation, prior to applying adhesive bonds. 

18 19

20
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Fiber-reinforced repair
As with other plastics, the damage to 

f ber-reinforced plastic can vary, as will 

the repair method. In some instances, 

the surface might be repaired using only 

shallow, one-sided cosmetic repairs. Or 

the job could require a more extensive 

two-sided repair procedure when the 

damage has penetrated the part. First, 

as with other plastic repairs, it's impor-

tant to identify whether the part being 

repaired is a f ber-reinforced plastic, such 

as f berglass, where a single f ller has 

been used; or if it is an SMC, where more 

than one f ller may have been used, in 

which case special rosins are required. 

If it is a true composite repair, where 

multiple layers are involved, different 

rosins may be necessary than in either 

of the two previous situations.

Once the type of material to be re-

paired is identif ed and the correct repair 

rosins are selected, the procedure for 

single-side repair is:

•  Wash with soap and water to re-

move water-soluble contaminants.

•  Clean with the appropriate wax 

and grease remover to remove the non-

water-soluble contaminants.

•  Remove paint from the surround-

ing area with a DA and 80 -gr it 

sandpaper.

For more information circle #29
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•  Bevel the damaged area, allow-

ing for suff cient bonding of f ber agent.

•  Mix the ý ller and apply.

•  After a repair area has cured, level 

it by sanding, and then f nish sand.

•  Apply primer ý ller as needed and 

block sand for proper contour.

For two-sided repairs:

•  Wash part with soap and water.

•  Clean with a wax and grease 

remover.

•  Remove paint with a grinder and 

80-grit sandpaper.  The paint should be 

removed to approximately 3 inches be-

yond the repair area on both sides.

•  Remove sanding dust.

•  Cut enough ý berglass matting to 

make three layers that are each slightly 

larger than the area to be repaired.

•  Prepare and mix the rosin accord-

ing to the manufacturer’s directions.

•  With a paint brush, saturate the 

f rst layer of f berglass reinforcement 

with rosin. Paint rosin on the side of the 

FRP area to be repaired. Place the satu-

rated reinforcement on the backside of 

the repair area and tap into place with 

a brush. The saturated reinforcement 

should make tight contact with the FRP.

•  Repeat the process above until 

three layers of the reinforcement have 

been placed on the back of the area be-

ing repaired.  Allow to catalyze.

•  After the back has cured, grind 

the front of the reinforcement with 50-

grit sandpaper, and then clean.

•  Repair the front with polyester 

plastic body f ller, sanded and primed 

as needed.

This repair can also be completed 

with chemical adhesives, which are de-

signed for an FRP part. The adhesive is 

substituted for the rosin, but the pro-

cess to follow is the same. The proce-

dure for repairing sheet moldable com-

pound (SMC) is also the same, although 

the adhesive used should be specif cally 

designed for the repair of SMC.

The repair of plastic is no more diff -

cult to master than other skills most techs 

have already developed. By properly iden-

tifying the substrate being repaired, the 

proper repair materials, and the appro-

priate techniques, techs will learn to ac-

complish relatively simple and quick re-

pairs. Applying filler rod with plastic 

repair is no more diff cult than applying 

f ller rod when brazing or tape welding. 

Applying the adhesive is similar to the 

application of plastic body f ller, and cos-

metic repair uses the same skills used 

when applying plastic body f ller. Many 

discarded plastic parts can easily and 

prof tably be repaired. 

23
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technical information has had 

a FACELIFT!

THE NEWLY-REDESIGNED 

ABRN.COM BRINGS YOU 

AWESOME FEATURES 

YOU WON’T FIND 

ANYWHERE ELSE!

New and archived articles & posts 

covering EVERY aspect of collision repair!

Stay on top of industry news and events

Find tips and ideas for improving your business

Get tons of FREE technical training resources 

that will make sure your shop is a leader 

in repair!
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Work With the Best!  
Keep it Genuine.
From headlights to tail lights, 
body parts to engine parts and 
lubricants, there is no substitute 
for genuine. And the only way 
to assure that you are getting 
genuine Kia parts, backed by the 
Kia warranty*, is to order them 
from your Authorized Kia Dealer.

*Contact an Authorized Kia Dealer for details.

CALIFORNIA

The Kia Depot
Santa Ana
(888) 859-6573
Fax (714) 560-4124
parts@kiacarparts.net
www.kiacarparts.net

CONNECTICUT

Kia of Stamford
Stamford
(203) 883-8888
Fax (203) 883-8889
jgentillo@stamfordkia.com
www.kiapartsamerica.com

KENTUCKY

The Kia Store on Preston
Louisville
(502) 962-3261
Fax (502) 962-3239
Largest Kia Parts Dealer  
in KY
Next Day Delivery

MASSACHUSETTS

Wagner Kia of Shrewsbury
Shrewsbury
(888) 859-4827
Fax (508) 581-5789
wagnerkia.com
CollisionLink Dealer

Lev Kia
Framingham
(508) 879-5555
Fax (508) 626-1585
www.levkia.com

NEW YORK

Kia of Jamestown
Jamestown
(716) 664-1265
Fax (716) 664-9559
kiaofjamestown.com

NORTH CAROLINA

Gerry Wood Kia
Salisbury
(704) 216-2688
Fax (704) 638-9095
www.gerrywood-kia.com

Rogers Kia
Shelby
(704) 406-8191
Fax (704) 471-2542
wearls@rogersnc.com
Rogerskia.com
 

SOUTH CAROLINA

Best Kia
Easley
(864) 312-4049
Fax (864) 312-4061
Bestkia.com

WASHINGTON

Performance Kia
Everett
(425) 609-5622
Fax (425) 609-5661
parts@performanceKia.com

For more information circle #16
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In the past, not only were some of the repair procedures 

very cumbersome, but the type of plastic material had to be 

correctly identif ed in order to determine which repair prod-

uct to use on the damaged part. The technician had to as-

certain if the plastic material was f exible or semi-f exible, 

rigid or semi-rigid – and often a consensus could not be 

reached among several technicians. Adding to this challenge 

was the lack of any useful repair products for plastic parts.

Repair vs. replace 
Enter a new era of repair products – adhesives specif cally 

formulated for repairing bumpers, bumper tabs, emblems, 

headlamp modules, grilles, cladding and door trims. Now, 

the technician just chooses among a few products and only 

needs to know that the part is plas-

tic – not the type of plastic material. 

Repairing a damaged car part is as 

simple as identifying the damaged 

p a r t  a n d  c h o o s i n g  a  r e p a i r 

adhesive. 

The question of “repair vs. replace” 

can be prof tably answered by using 

repair adhesives. Almost any plastic 

part can be effectively repaired with 

Repairing rather than replacing plastic automotive parts 
can increase profits and customer satisfaction

This photo shows a

weighted bumper tab repair 

with adhesives.

BY ED STAQUET  |  CONTRIBUTING EDITOR

The case for 
plastic repair

A
nnually, thousands of plastic automotive parts can be repaired profi tably rather than be 

replaced. there has been a stigma in the automotive repair industry that plastic car parts 

are not repairable and can only be replaced once they are damaged. While this might 

have been true many years ago, recent developments in repair materials and processes have made 

it simpler to choose repairing over replacement.

Ed Staquet
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Expect More. Expect TYC.

w w w. t y c u s a . c o m

For more information about TYC premium replacement automotive parts, 

please consult your local TYC sales representatives.

• CAPA-Certifi ed Lamps

• NSF-Certifi ed Lamps

• Condensers / Radiators

• Cooling Fan Assemblies

• Mirror Assemblies

• Window Regulator Assemblies

TYC off ers premium quality collision replacement parts 

for most popular late-model applications. Every product 

is tested for proper fi t and function. Along with fast 

delivery and expedient customer service, TYC is your 

single parts source!

Built to a Standard, Not a Price.

For more information circle #35
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an adhesive. When used properly, ad-

hesives will repair a part to “like new 

condition” – rendering the repaired 

section as good as new. 

Some of the points to consider when 

deciding on repair vs. replace include: 

cost of the new part, time and labor for 

repairing the broken part, age of the 

vehicle, and the manufacturer and mod-

el of the vehicle. For a very simple re-

pair on a less expensive vehicle, it might 

be worth it to replace the part. If the 

replacement procedure involves exces-

sive disassembly work, it might also 

be more benef cial to use a repair ad-

hesive. Customer satisfaction is always 

of prime importance and the customer 

should be reassured that a good, reli-

able repair can be made with quality 

repair adhesives.

Do it once 
While making repairs with adhesives 

is relatively simple, it is important to 

understand the product being used 

and to carefully follow instructions to 

guarantee optimal results. Prof tabil-

ity comes from doing repairs properly 

– the f rst time. A good rule to follow 

is – “slow down to go faster!” You only 

want to make a repair once – there is 

no prof t gained in having to redo a 

repair – especially since the second 

repair might have to be done free-of-

charge to gain customer satisfaction. 

Spend the time needed to make the 

repair properly and be sure to follow 

the procedures recommended by the 

adhesive supplier. 

Here are some guidelines to follow 

when using adhesives to guarantee 

successful repairs:

Prepare 
•  Surface preparation – clean the 

front and back of the surface using the 

recommended cleaner

•  Backing patch – a backing patch 

is required if the damage penetrates 

through the part, such as a bumper 

cover

•  Sanding – for certain repairs use 

a sander or sandpaper to prepare the 

surface for proper adhesion

Apply 
•  Surface modiý er or adhesion pro-

moter – use the recommended surface 

For more information circle #12
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automotive components apply 
the adhesive and spread it 
evenly to ensure the best 
adhesion.
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modif er or adhesion promoter before 

applying the adhesive

•  Equal mix – two component ad-

hesives require leveling of the plung-

ers. Typically, a bead of adhesive should 

be dispensed through the mixer before 

it is applied to the repair area.

Finish 
•  Curing times – follow the manu-

facturer’s suggested curing times to 

guarantee optimal repair adhesion. In 

some instances, parts may require 

clamping or taping during the curing 

process, or the use of a heat gun.

•  Sanding – follow the manufac-

turer’s recommended sand times to ý n-

ish sand the adhesive.

Timing is crucial
One of the biggest failure situations 

that occur in the automotive repair in-

dustry is not allowing the proper time 

for each procedure to reach its ý nish-

ing point, before moving to the next 

step. This is where “slow down to go 

faster” can make a difference in the 

ý nal outcome. Make sure that clean-

ing solvents and surface modiý ers are 

allowed to dry for the recommended 

time. Rushing these procedures or 

steps may result in failure. If the re-

pair adhesives are applied before the 

proper drying time is reached, the ad-

hesive may not hold and the repair 

may fail.

Respect the written cure times be-

fore sanding or other ý nishing proce-

dures. Do not rely on observation to 

determine if the adhesive is cured. Fol-

low the recommended curing time be-

fore handling or completing work on 

the repaired part. When using primer 

or paint, follow the paint manufactur-

er’s instructions for proper use.

Structural vs. cosmetic repairs 
An automotive technician must decide 

if a damaged part requires a structural 

or a cosmetic repair. Appearance is 

one of the big determining factors 

when considering structural vs. cos-

metic repairs. A structural repair is 

usually warranted when a part is bro-

ken off from another section, such as 

a headlamp mounting tab or torn bum-

per tab. A repair adhesive may be used 

to bond the part together. For example, 

if the bumper cover is torn through 

(punctured) this is a structural repair 

requiring a backing patch. If the bum-

per cover sustained scratches only on 

the surface, this is a cosmetic repair 

requiring proper preparation, ý lling, 

sanding and repainting. Parts such as 

bumper tabs and headlamp-mounting 

tabs can be easily repaired with 

adhesives.

Bottom-to-top repairs 
When used properly, some manufactur-

“With a son in top-level gymnastics

 and a daughter in competitive 

cheerleading, I really value my time. 

NitroHeat saves me a ton of it. I can

paint an entire car in an hour – 

three coats base, clear and drying 

time. Flash-of  is so fast, dust has no 

time to settle. And we’re using 25% 

less paint. I love this system!”

– Dave Naismith, Painter

Craftsman Collision

North Vancouver, BC

“I use the time 

I save to take 

my daughter to 

cheerleading.”

Territories available for Distributor opportunities – contact 1.800.615.9949 (toll-free) 
or 604.207.9595 or Email: nitroheat@wedgeclamp.com  

©2012 Wedge Clamp Systems Inc. All rights reserved. Patents pending.

For more information circle #40
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ers’ repair adhesives carry a lifetime 

warranty. Repairing plastic car parts 

is both practical and proftable, and 

will garner customer satisfaction. It is 

crucial, though, to respect each adhe-

sive manufacturer’s product line to 

guarantee the best results. Do not com-

bine repair products from different sup-

pliers; they could be chemically incom-

patible and compromise the outcome 

of the repair or cause harm to repair 

personnel. Use the complete product 

line of repair products recommended 

from the repair product manufacturer. 

Not doing so could negate the warran-

ty. Always stay within one manufac-

turer’s process – bottom-to-top – from 

surface preparation to fnal fnishing.

Repair adhesives, specifcally for-

mulated for plastic components, are an 

ideal method for making sturdy repairs 

that also will increase the proftability 

of a repair shop. In the “repair vs. re-

place” question, repair adhesives can 

be the answer to making simple repairs 

that will assure customer satisfaction. 

Editor’s note: Ed Staquet has 

more than 40 years of experience in 

the auto body repair business. For 

the past 20 years, he has worked for 

Fusor Repair Systems and LORD 

Corporation and is now the senior 

staff technical support manager. He 

has been an instructor at I-CAR for 

30 years. At I-CAR, he has been the 

recipient of I-CAR’s Instructor of 

the Year several times and was 

awarded the I-CAR Founders Award. 

Staquet served two terms on the I-

CAR Board of Directors, and has 

served on several auto body repair 

committees for the Society of Auto-

motive Engineers (SAE). 

For more information circle #5
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Adhesive applied to repair an emblem.

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 #21
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Mobile Work 
Station

®

WORKS WHERE THE WORK IS!

The most versatile prep station available today, 

the Mobile Work Station® is perfect for adding 

capacity and fl exibility, while maximizing your 

workspace and productivity. 

This portable prep station provides a clean, 

enclosed area for prepping & limited high quality 

fi nishing anywhere in your shop - instantly.

• Runs on standard 110V power

• No ventilation or air make-up

• Reduces energy use

•  Keeps the air in your shop Clean 

and Clear of overspray

Our Shop-Pro customers say it all!

“Paid for itself in less than 6 months!”

“Does exactly what you said it would.”

“No need to shuffl e cars every time one 

is ready for paint.”

“Provides signifi cant energy cost savings.”

“No extra cost or concrete work necessary.”
Eliminate your 

Paint Booth 

Bottleneck and 

reduce your 

cycle time

CERTIFIED EPA 6H COMPLIANT!
Shop-Pro Equipment Inc. | www.shop-pro.com | 1-800-242-6870

For more information circle #31
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Of course, Moe isn't alone in his thinking. Many re-
pairers are gearing up for these challenges. According 
to Carlton Hendricks, an automotive design engineer 
with more than 25 years in the industry and aftermarket, 
repairers would be wise to place most of their focus in 
one particular vehicle area he says will experience the 
biggest changes – the frame. 

The driving reason behind Hendricks’ declaration: 
It's time for the frame to go through the same evolution-

ary changes that have affected nearly every other part 
of a vehicle in the past two decades. If automakers are 
to meet new CAFÉ standards and make their vehicles 
appealing to consumers feeling a pinch at the pump, they 
have to offer even lighter vehicles and those that can 
sport revolutionary designs.

“Designers have made huge inroads cutting weight and 
incorporating less expensive materials in the panels, inte-
rior and engine. They've probably done as much as they can 

Prepare to repair the coming generation of vehicle chassis.

The 2013 Mercedes-Benz SL roadster features an innovative sound system that incorporates part of 

the vehicle frame.  

BY TIM SRAMCIK  |  CONTRIBUTING EDITOR

Your frame 
future

W
hen ABRN was conducting its Top Shops research on contest fi nalist Car West Auto 

Body, owner Craig Moe presented his vision of the industry's future. Moe declared that 

shops would need OEM training, along with the next generation of tools and equipment 

to conduct more advanced repairs on the vehicles that soon would be passing through their doors.
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FREE
Super Sponge

RBL Products • 6040 Russell • Detroit, MI 48211 • www.RBLProducts.com

  

• For use on all surfaces

• Ideal for prepping surface prior to painting

• Cleans road grime and dissolves road salt

• Removes rubbing compound

Sprayer quickly and 

evenly applies foam

Foam remains on surface

not on floor

Safe for bumper covers.

Will not lift & soften primer

Use Super Sponge to 

clean surface

Super Sponge doubles

as squeegee

System Includes:

Foamer Sprayer
#3132FO

Foaming Pre-Cleaner 
#12022 (1 gal.)

Super Sponge
#526

with Purchase
of Sprayer &
Pre-Cleaner 

FREE
Super Sponge

FOAMING
PRE-CLEANING SYSTEM
Water-Based Wax & Grease Remover

Water
Based, 

Zero VOCs,
No Alcohol

ORDER Pre-Cleaning System Part #12024

For more information circle #26
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for the foreseeable future,” says Hen-

dricks. “That leaves the frame. It's still 

responsible for more than 30 percent 

of vehicle weight. Before we can move 

even further in terms of revolutionary 

world changes in vehicle design, we 

have to rethink how we manufacture 

and use the frame.”

Hendricks notes that automakers 

have known these facts for years but 

put off redesigning frames because 

of cost. It was quicker and more cost 

effective to focus on panels and elec-

tronics to shave off pounds and in-

crease efficiency. Designers are tak-

ing the lessons learned from these 

developments to create frames that 

are quickly moving from drawing 

boards to planning stages.

Let's look at the most signif cant of 

these developments and how they'll 

affect your business. 

Aluminum for everyone 
Aluminum frames have been around 

for decades but because of their cost 

they are exclusive to high-end vehicles. 

The use of aluminum in other parts 

has grown steadily. A recent European 

study indicates the average aluminum 

content in vehicles has nearly tripled 

since 1990, rising from 110 lbs. to 

roughly 310 lbs. as of 2011.

As automakers continue to develop 

electric and alternative-fuel vehicles, 

look for this trend to continue and for 

more vehicles to incorporate these light-

weight frames. Also driving their use 

is the development of manufacturing 

technologies that can build aluminum 

frames more efficiently and cheaply 

than ever before.

Audi has led the way in this area. 

It’s high-volume A8 model utilizes an 

aluminum frame assembly process 

that's almost fully automated. The pro-

cess features 48 bonding machines, 

106 machines for self-tapping screws 

215 robots, nearly 300 self-piercing 

rivet systems and a variety of MIG and 

other welders.

Carbon’s day has come 
Revolutionary manufacturing process-

es similarly are bringing nearer the 

day when carbon f ber will be a main-

stay material in auto frames.

Like aluminum, carbon fiber has 

been used in other parts for years. The 

frame was considered off limits due to 

the cost of the material and the slow 

drying time for frame components, mak-

ing them impractical for modern as-

sembly lines.

BMW made major strides to address 

both these issues in 2011 when it part-

nered with SGL Carbon SE (SGL) to 

build its own carbon f ber factory. This 

enterprise was intended to help the 

automaker secure a steady supply of 

carbon f ber and cut costs through a 

ref ned production process.

Less than two years letter, the en-

terprise is bearing fruit. The material 

produced by the plant is being used in 

the frame for BMW’s i3 city car, which 

should be introduced later this year.

“The i3 could be really signif cant,” 

says Hendricks. “It’s electric, recycla-

ble, has zero emissions, but the big 

news is that BMW is building it. It’s 

going to be in cities everywhere. The 

rest of the industry will be watching it 

and producing their own if it’s as pop-

ular as I’m guessing it will be.”

Plastic perspective 
Today, repairers worry about identi-

fying the different types of high-

strength steel and ultra high-strength 

steel they find throughout a frame. 

As designers rethink frames, they 

look at replacing all these different 

materials with other combinations of 

materials. Automakers already are 

experimenting with frames that in-

corporate both carbon fiber and alu-

minum, or other combinations using 

magnesium and plastic. 

Plastic has shown promise as a 

frame material that manufacturers will 

look to. Its main advantage is that it is 

molded, instead of stamped, making it 

a better choice for smaller and niche 

vehicles. Car buyers are trending to 

these vehicles. The plastics industry 

has taken note and begun targeting 

t h e  aut om o t ive  m a rke t ,  s ay s  

Hendricks.

While the thought of a frame con-

structed primarily or partially out of 

plastic may seem highly improbable, 

the idea has some history on its side. 

Henry Ford introduced the f rst plastic 

car (70 percent cellulose) in 1941. The 

car was dropped following WWII mainly 

due to the availability of inexpensive 

steel and cheap gas.

Frame power 
While designers conceive of new 

ways to make frames lighter, Hen-

dricks says they’re also seeking al-

ternative uses for it as well. One 

promising new technology he points 

to could help turn the frame into a 

battery.

BAE Systems has been working 

on technology that it says essentially 

creates "structural batteries” by 

merging battery chemicals into com-

posite materials (typically carbon fi-

ber) on the frame. The company al-

ready has tested the technology on 

a Lola-Drayson LeMans racecar.  The 

vehicle utilizes energy stored in the 

frame going to juice up some of its 

on-board electronics (its electric 

drivetrain is fueled by more tradi-

tional fuel cells).

Hendricks notes its success helps 

provide a solution to a weight issue 

electric and hybrid vehicles face. 

“These vehicles use electric power 

systems to improve fuel eff ciency, 

but they create some of their own in-

eff ciencies since their batteries add 

so much weight,” he explains.

“Car makers are turning to lighter 

weight frames to compensate for the 

weight,” he continues. “Carbon-fiber 

f rames solve th is problem, and 

they’re an ideal fit for this technol-

ogy. You end up solving two prob-

lems with one solution.” 
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BMW’s i3 city car utilizes a 

carbon fi ber frame made from 

materials processed in a plant 

owned by the manufacturer.
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Your chassis sounds good 
Mercedes-Benz is using a similar no-

tion to boost the audio quality of its 

vehicles. The company has created 

new technology it calls FrontBass that 

involves shifting the woofer speakers 

from the door panels to the footwells 

where a vehicle’s structural beams are 

used as enclosures behind the 

woofers. 

The setup reduces baffle vibra-

tion, which can distort sound. It also 

shifts the woofers away from the legs 

of drivers and passenger legs where 

sounds are absorbed and blocked.

FrontBass will first appear in the 

2013 SL roadsters, and then migrate 

to other Mercedes models.

Hendricks says this technology 

paves the way for other uses of the 

frame, particularly with the panoply 

of electronic devices motorists want 

in their vehicles. For repairers, it of-

fers a number of potential headaches, 

particularly when it comes to address-

ing collision damages that can be 

traced to a bent or compromised 

frame.

Prepare now 
Repairers may never see some of 

these new technologies. Hendricks 

cautions shops against believing that 

changes to the frame will come slow-

ly. He says repairers should expect 

the speed at which these and others 

innovations hit the market to speed 

up markedly due to the impact new 

players in the manufacturing sector 

– specifically upstart auto builders 

in India and China – are making in 

the auto industry.

Hendricks said that domestic and 

Asian manufacturers, like companies 

in many other industries, typically 

move very conservatively when im-

plementing new technologies.

“They're all working on the same 

technology. They know how much 

they'll need to spend to develop it for 

production,” Hendricks explains. 

“They look at what their competition 

is doing before they spend that mon-

ey because they want to hold onto 

those funds as long as they can. 

That's why you see manufacturers 

bring the same technology to market 

at the same time.”

Indian and Chinese manufactur-

ers have shown they won't abide by 

this same practice. It's not a part of 

their business culture, says Hen-

dricks, who further explains that 

these manufacturers are more will-

ing to take risks with innovations, 

especia l ly new materia ls, since 

they're looking to grab market share 

any way they can.

“They're either going to force the 

people in Detroit, Tokyo and Seoul 

to move faster with changes or they'll 

open the door for others to offer the 

same upgrades in their vehicles,” 

says Hendricks.

Considering just how immense the 

impact on the repair community could 

be as frame innovations reach public 

roads at a rate never before seen, Hen-

dricks says shops could be broken out 

in two types: Those prepared for the 

change who will therefore survive and 

those caught off guard who will never 

be able to catch up. 
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Audi is able to deliver 

signifi cant numbers of its 

popular, aluminum-frame 

A8 model to market thanks 

to a fully automated frame 

assembly process.
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FREE with
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     MARKETPLACE

BUSINESS FOR SALE

HIGHLY PROFITABLE
Auto repair and auto body shop for sale.  

30 years in business  
and over $1,000,000 in annual sales.  

Owner retiring.  
Located in New Haven county, Connecticut.

No reasonable offer refused.

Call Greg at 860-796-4399

or e-mail at gregdguay@gmail.com

POSIT IONS AVAILABLE

1000 + Automotive jobs Online

www.ACTAutoStaffng.com

800-489-0536

Looking for Collision Personnel?

7,500 + Collision Personnel Resumes Online

looking for a job?

PRODUCTS & SERVICES

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

SOF TWARE

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 fnd out more 

about how we can customize your acknowledgements and recognitions 

to enhance your marketing strategies.

Content Licensing for 

Every Marketing Strategy

Marketing solutions ft for:

• Outdoor

•  Direct Mail

•  Print Advertising

•  Tradeshow/POP Displays

• Social Media

• Radio & Television
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BY MIKE ANDERSON  |  shop advocate

62  MAY 2013  ABRN.COM

Mike Anderson, a former shop owner, 

currently operates COLLISIONADVICE.COM, a 

training and consulting f rm. He also acts as 

a facilitator for DuPont Performance Services’ 

Business Council 20-groups.

If you have an business issue or question 

youÕd like Mike to address, email him. 

mike@CollisionAdvice.com

everal months ago, I wrote about evaluating 
your estimators not by the total amount of their 
average repair order, but by looking at more 
specific numbers, such as the average body 
labor hours or paint labor hours per repair 

order. 
The point was that an estimator writing a lot of 

sheets on high-end cars might have higher average repair 
orders than the estimator writing sheets on more common 
makes and models, but that’s likely based more on higher 
parts prices rather than good estimating practices.

I suggested in that column that one rule of thumb to look for 
when evaluating an estimator’s overall averages (or those of your 
entire shop) is what I call a 30-20-10 breakdown. Print a report of 
your shop’s sales broken down into categories and look to see if 
your repair orders average 30 percent body, frame and mechani-
cal labor (combined); 20 percent paint labor; and 10 percent 
paint materials. (The other 40 percent will be parts and sublet.)

The value of the 30-20-10 rule really hit home for me when 
I started to facilitate shop 20 groups 
for DuPont Performance Services a 
few years ago. In comparing shops’ 
financial numbers at those meetings, it 
was clear some shops had better gross 
profit than others. I started to look 
for trends, and that’s when it became 
obvious: If you want to earn a maximum 
gross profit, you want your average 
repair order to be 30 percent body, 
mechanical and frame labor, 20 percent 
paint labor and 10 percent (or more) 
paint materials. I found the shops that 
maximize gross profit are those that hit 
those targets.

Take a look at your shop’s sales 
breakdown. As I always say, the data 
will tell you one of two things. It will tell 
you to celebrate, or it will tell you to “go look.” If need be, go look 
for why the numbers aren’t what they should be.

My experience is that most sales are between 26 percent and 
30 percent body/frame/mechanical labor, so you may well find 
you’re already hitting the 30 number. If not, it could be because 
your estimates are missing a lot of R&I operations. This is where the 
100 percent teardown method of building your repair order is so 
valuable. It’s easy to overlook necessary R&I operations while sit-
ting at a desk. But a person who is actually doing a complete tear-
down of a vehicle to identify every needed part and process can 
annotate all the R&I needed and get it listed on the repair order.

I also find a lot of shops are at only 13 percent to 15 percent 
in terms of paint labor sales, well below the 20 percent I recom-
mend for maximum gross profit. These shops, I find, are often 
missing a lot of non-included refinish operations, such as weld 
burn damage. They also might be accepting basecoat reduction 
paint times. Or they’re replacing a lot of parts versus repairing 
parts.

I’m not suggesting your estimates should include repairing 
parts that really should be replaced, but good estimators know 
when repair is the best option for the job.

I also have found that many shops come close to having 10 
percent of sales attributable to paint materials, but some fall a 
point or two short. If you’re only at 8 percent or 9 percent, it 
could be because you’re accepting paint and material caps or 
thresholds. It could be because some paint labor is getting put 
into the body labor category and thus you’re not being paid for 
materials on those operations.

I’ve also seen estimators use money from paint materials to 
help avoid having to supplement an insurance company. “I’m not 
going to call the insurance company for $40, so I’ll just lower 
the paint materials from $300 to $260,” these estimators think. 
This could be preventing your shop from having paint materials 
account for 10 percent of your sales and thus could be negatively 
affecting your gross profit.

As I said earlier, the shops that I most likely see digging into 
their numbers and estimating practices in order to hit the 30-20-
10 rule are those with the gross profit numbers to support it at 
the end of the month. 

FOLLOWING 
THE 30-20-10 
RULE

Maximize your gross profits by 
making sure the breakdown of 
your sales hits these targets

Look at your 
shop's sales. The 
data will tell you 

if you should 
celebrate, or 

look at why the 
numbers aren't 

what they 
should be. 

S

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
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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

Pro Spot International is proud to 
announce the launch of its new SMART 
spot welder. 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. All with the press of a single button.

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.

The i4 Inverter Resistance Spot Welder 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.

OEM approved by most 

manufacturers.

Over 3,500 Pro Spot i4 OEM 

repair procedure screens 

onboard.

i4 Inverter Resistance
Spot Welder

i4 the most popular

resistance spot      

welder in the U.S.

Introducing a new
member to the

Pro Spot
family.

For more information circle #25
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THE HEART OF YOUR A/C SYSTEM
NAPA A/C Compressors never miss a beat, because they’re made by the coolest brands in the business: 

DENSO, NAPA Temp, Delphi, and NAPA COLD POWER. So go where they KNOW HOW to keep your 

AC system running smooth, quiet, and healthy. Visit your local NAPA AUTO PARTS Store today.

800-LET-NAPA / NAPAonline.com

For more information circle #22
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