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Accurate Precise measurements for all under and  
upper-body locations

Complete Actual 3-dimensional length, width, and height offer 
an infinite number of points

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

Don’t Guess It . . . Gauge It
     And Get to the Point in ½ the Time

Car-O-Soft Vision X3  
Electronic Measuring Software

The Car-O-Tronic™ Vision X3 electronic measuring system
provides comprehensive data for over 14,000 vehicles worldwide
so you have the exact measurements you need – quickly! 
Don’t estimate . . . get the facts!

Contact your Local Distributor for a Demonstration | www.car-o-liner.com | 800-521-9696
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Q&A

QAP'S BRUNORI SPEAKS OUT
BY KRISTA MCNAMARA | MANAGING EDITOR

Quest Automotive Products' focus on high quality 
products, international growth keeps success coming 
for the chemical magnate.

LEGISLATIVE ISSUES

DEALERS, OEMS OPPOSE RENTAL 
CAR BILL

10The rental car recall safety bill could 
affect dealer service departments and 
shops that rent or loan cars.

INSURANCE MATTERS

LKQ CLIENT INSURANCE FORUM TO BE 
HELD AT NACE

10The LKQ Insurance Client Forum will be 
held in conjunction with NACE in Las 
Vegas, Oct. 16-18.
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affect change.
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BY GREG HORN
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20System shortcomings demonstrate that 
when humans are involved, there will be 
car crashes.
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BY MIKE ANDERSON
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62 Increase your closing ratio and boost 
sales by countering customer concerns.
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those companies ready to accept global challenges.

[COMMUNITY PULSE]      

BEST OF 
THE BLOGS

AUDIO 
WEBCASTS

TOP HOW 2 
VIDEOS

READER 
PHOTOS

INDUSTRY 
CALENDAR

MESSAGE 
BOARDS

INDUSTRY 
GROUPS

VIDEO 
WEBCASTS

14

24950 Country Club Blvd., Suite 200  
North Olmsted, OH 44070
Phone: (440) 243-8100
Fax: (440) 891-2675

WWW.ADVANSTAR.COM

EDITORIAL

MICHAEL WILLINS
GROUP CONTENT DIRECTOR
mwil l ins@advanstar.com
(440) 891-2604

KRISTA MCNAMARA
MANAGING EDITOR
kmcnamara@advanstar.com
(440)891-2746

STEPH JOHNSON-BENTZ
ART DIRECTOR
CONTRIBUTORS

BRIAN ALBRIGHT
b-albr ight@sbcglobal .net
(614) 237-6707

g g

MIKE ANDERSON
mike@col l is ionadvice.com
(301) 535-3333

CAMILLE EBER
camil le.eber@yahoo.com
(503) 257-9255

y

JAMES E. GUYETTE
j imguyette2004@yahoo.com
(440) 564-9180
j g yg

GREG HORN
greg.horn@mitchel l .com
(858) 368-7796
g gg g

KEVIN MEHOK
k.mehok@comcast.net
(708) 516-2936

TONY PASSWATER
tony.passwater@aei i .net
(317) 290-0611

y py p

JOHN SHOEMAKER
johnshoemaker1@cox.net
(757) 435-7118
j

STEPHANIE SKERNIVITZ
sdskern@gmail .com
(440) 239-9034

g

TIM SRAMCIK
tsramcik@yahoo.com
(330) 475-5969

y

ALFRED THOMAS
athomas@pct.edu
(570) 329-2712

p

JOHN YOSWICK
info@crashnetwork.com
(503) 335-0393

EDITORIAL ADVISORY BOARD

TOBY CHESS
I-CAR 
MIKE ANDERSON
COLLISIONADVICE.COM
DARRELL AMBERSON
LAMETTRY'S COLLISION
JO PIERCE
CARSTAR FRANCHISE SYSTEMS INC.

PUBLISHERS

TERRI MCMENAMIN
GROUP PUBLISHER
tmcmenamin@advanstar.com 
(610) 397-1667

LISA MEND 
ASSOCIATE PUBLISHER
lmend@advanstar.com 
(773) 866-1514
Fax: (773) 866-1314
( )

BUSINESS

JIM SAVAS
VICE PRESIDENT GENERAL MANAGER
BORIS CHERNIN 
MARKETING DIRECTOR
BALA VISHAL 
WEB MARKETING & STRATEGY
DIRECTOR
DOMESTIC SALES

MIDWEST & N. CALIFORNIA
CHUCK STEINKE
csteinke@advanstar.com
(630) 369-0752
Fax: (630) 369-3755
( )

EASTERN
PAUL ROPSKI
propski@advanstar.com
(312) 566-9885
p pp p

Fax: (312) 566-9884
( )

OHIO, MICHIGAN & SOUTHERN CA.
LISA MEND 
lmend@advanstar.com
(773) 866-1514
Fax: (773) 866-1314
( )

ACCOUNT EXEC./CLASSIFIED SALES
KEITH HAVEMANN
khavemann@advanstar.com
(818) 227-4469
Fax: (818) 227-4023
( )

PRODUCTION &
ADMINISTRATION

KAREN LENZEN
SENIOR PRODUCTION MANAGER
TRACY WHITE
CIRCULATION MANAGER
GLADYS HART
ADMINISTRATIVE COORDINATOR
FRANCES FRANCO
GROUP CONTROLLER
CUSTOMER SERVICE

SUBSCRIPTION INQUIRIES
(888) 527-7008

QQ

(218) 723-9477
( )( )

LIST SERVICES
CARISSA SIMMERMAN
csimmerman@advanstar.com
(440) 891-2655
fax: (440) 826-2865
( ))



1-800-524-0340
Call for more info!

Dustless Engineering

Outdoors

Expanding your shop? Try thinking outside the box... 
Most locations can achieve a perfect flowing production line if they 

just think outside the building. Take a look at an accudraft outdoor 

unit. The possibilities may be endless. Your finishes will be dustless. 

Accudraft is dustless engineering.

2013 

Accudraft TITAN :
TM

- Dual Paint Modes:

  Choose Waterborne 

  or Solvent Mode

- Energy Savings: Uses 

  up to 50% less energy

  than traditional spray 

  booths.

- Textured Vinyl Exterior

  & Complete Gutter 

  System

- Save Valuable Shop

  Space

- Visit Accudraft at

  thinkdustless.com

Think Dustless
.com
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MINDING YOUR BUSINESS

A ROUNDTABLE DISCUSSION
BY JOHN YOSWICK | CONTRIBUTING EDITOR

Panel representing a cross-section of the industry discusses 
current and future issues. 
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Don’t dent your rep.
Trust only Genuine Mercedes-Benz Parts. 

When Mercedes-Benz owners depend on you for quality collision 

repair work, using or recommending non-genuine parts can 

damage your credibility. 

With readily-available Genuine Mercedes-Benz Parts, manufactured 

precisely to original model specifi cations, you can meet the 

superior standards your customers expect.

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

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

Contact your local Mercedes-Benz dealer 

or learn more at mbwholesaleparts.com.
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COMPANIES BY CATEGORY:

t� Collision Repair
t� Accessories-Safety/Security

t� Chemicals
SPECIALTY PARTS

t� Lighting System
t� Remanufactured/Rebuilt 

Products
UPKEEP/MAINTENANCE

t� Adhesives
t� Chemicals

SHOP EQUIPMENT

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

SHOP MATERIALS

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

REPLACEMENT PARTS

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

VEHICLE STYLING

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

BUSINESS SYSTEMS

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

t� Information Systems
t� Internet

ORGANIZATIONS/ASSOC.

t� Trade Associations
OFF-ROAD

t� Abrasives & Cleaners
t� Air Filters

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

JUST 
SCAN IT 

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

join
those in the 
know
with these 
FREE
ABRN
COMMUNITY 
RESOURCES

 COLLISION REPAIR E-NEWS

 COLLISION REPAIR ALERTS

 COLLISION REPAIR FLASH

 ABRN DIGITAL EDITION E-ZINE 
JUST CLICK

@ ABRN.COM

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

Ô FIND MORE 
PRODUCTS ONLINE 

ABRN.COM/PRODUCTS

AUGUST'S FEATURED VIDEO

SIMPLE AND QUICK 
MIG WELDING 

PRODUCT SPOTLIGHT
RBL Products, Inc. introduces a water-based foaming cleaner 
that prior to painting acts as a wax and grease remover. It also 
contains no alcohol and zero VOCs. 

BONUS ONLINE CONTENT

PRODUCT FOCUS

56    ESAB Welding & Cutting Products 
introduces the new Swift Arc series of 
pre-engineered, robotic welding cells, 
available in three models.

56

VIDEO SPOTLIGHT

�
 MANAGEMENT SUCCESS seminar: Front 

of the shop versus the back

Mike Lee with Management Success 
explains "How to Increase Your Profi ts" 
and reduce problems while juggling the 
front end of a shop with the back. 

[URL ABRN.COM/SHOPJUGGLING]

SEARCH THOUSANDS OF RESOURCES 
TO HELP YOU WORK SMARTER

VISIT ABRN.COM

BLOG SPOTLIGHT

�
 THE NORTHWEST Automotive Traders 
Association released its survey of 
Oregon collision repair facilities, and 
State Farm and two other regional 
auto insurers topped the list, while 
GEICO, Safeco and Farmers received 
low rankings.

[URL ABRN.COM/NATASURVEY]

�
 LOOK AT your shop and staffi ng levels. 
Are you positioned to best handle 
whatever comes in your door? The 
best strategy is to have strong, 
seasoned, productive B-level techs 
who can reliably handle repairs.

URL ABRN.COM/TECHSTAFFING]

L ATEST PRODUCTS & EQUIPMENT TO GET THE JOB DONE

abrn

PRODUCTS

ABRN HOW2 
VIDEO GALLERY



Built for 
performance.
Big success takes singular focus. That’s why at Axalta Coating Systems,

formerly DuPont Performance Coatings, we’re 100% dedicated to the 

science and technology behind coatings. Our 145 years of innovation 

inspire us to perform better in every measure, designing systems that work 

harder than ever. Fueled by passion and perspective, we’re raising the bar 

and building a brighter future for our customers.

Learn more at axaltacoatingsystems.com

© 2013 Axalta Coating Systems, LLC and all affi liates. All rights reserved.
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ANNIVERSARY

Evercoat turns 60  
Evercoat works to maintain a reputation of innovation 

by listening to customers’ needs, continuously improv-

ing product quality and maximizing the efficiency of 

processes used by body repair professionals. 

Founded in 1953, Evercoat (formerly Fibre Glass-

Evercoat) began producing a fiberglass resin mate-

rial to recover and repair wooden boats. By the mid 

1970s, Evercoat entered the professional autobody 

repair market with polyester body fillers and putties.  

In 1995, Evercoat was acquired by Illinois Tool 

Works Inc. (ITW) and became part of ITW’s Automotive 

Aftermarket Group.

Today, Evercoat is a leading U.S. manufacturer of 

autobody repair fillers and putties in the automotive 

refinish industry and patch and repair products for 

the recreational marine market. The company has a 

global reach, providing products to distributors in all 

of North America, much of South America, Europe, 

Africa, Australia and several Asian countries.

Evercoat officials claim product innovation has 

always been an essential aspect of the business. 

Beginning in 1961, Evercoat has brought many tech-

nologically advanced products that the company 

claims were firsts in the industry.

The company is proud of its history and optimistic 

about the future. Evercoat looks forward to serving its 

customers for the next 60 years. 

Evercoat is headquartered in Cincinnati and has 

distribution warehouses in Ohio, California and Spain.

BREAKING NEWS

LEADERSHIP

AUTEL NORTH 

AMERICA 

APPOINTS 

JACOBSEN CEO

Autel North America, a 

diagnostic tools, equip-

ment and services provid-

er, appointed Art Jacobsen 

chief executive officer. 

“Mr. Jacobsen’s creden-

tials and expertise in busi-

ness development, strat-

egy and top line corporate 

growth uniquely qualify 

him to lead our business,” 

said Hongjing Li, Autel 

board chairman. 

Jacobsen will be respon-

sible for all North American 

operations, including the 

launch of innovative new 

products. He will play a key 

role in building and devel-

oping relationships and 

partnerships to introduce 

Autel products and services 

to a larger marketplace.

“With an array of cat-

egory leading products in 

place and a roster of new 

products in the pipeline, I 

couldn’t be more pleased 

to lead Autel  North 

America,” said Jacobsen.

Photo: ITW Evercoat
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THERE’S MORE 

ONLINE:

MARYLAND REPAIRER WINS 
SHORT-PAY LAWSUIT 
AGAINST GEICO

Mark’s Body Shop in Baltimore 
won full damages and court 
costs for GEICO’s short pay to a 
customer.

»» ABRN.COM/GEICOPAY

DEALERS, OEMS OPPOSE 
RENTAL CAR BILL

The rental car recall safety bill 
could affect dealer service 
departments and shops that rent 
or loan cars. 
»» ABRN.COM/RENTALBILL

U.S. COMMITTEE HOLDS 
INSURANCE HEARING 

House Committee on Financial 
Services Subcommittee on 
Housing and Insurance held a 
hearing on the impact of 
international standards on the 
competitiveness of U.S. insurers.

»» ABRN.COM/INSURERCOMPETITION

NATA REPORT CARD RANKS 
INSURANCE COMPANIES

State Farm, Oregon Mutual got 
top grades from Oregon body 
shop owners; Farmers ranked the 
lowest in the annual report. 

»» ABRN.COM/NATA

NORTH CAROLINA SHOP WINS 
ARBITRATION

K&M Collision of Hickory was 
awarded short-pays in arbitration 
against Nationwide Insurance. 

»» ABRN.COM/KMSUIT

LKQ CLIENT INSURANCE 
FORUM HELD AT NACE

The LKQ Insurance Client Forum 
will be held in conjunction with 
NACE in Las Vegas.

»» ABRN.COM/LKQFORUM
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For complete testing results visit WD40Specialist.com

BLU TORCH
INTRODUCING WD-40  SPECIALIST  RUST RELEASE PENETRANT 

WITH                        TECHNOLOGY. 
50% FASTER THAN THE LEADING COMPETITOR. 
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Ô DRIVABILITY
TRENDING

Ô Q&A

Q
uest Specialty Chemicals (QSC) 

recently acquired  U.S. Chemical 

& Plastics. David Brunori, presi-

dent of Quest Automotive 

Products (QAP), spoke with 

ABRN about the move and impact it 

will have going forward.

ABRN: Why is U.S. Chemical & 

Plastics a good fit for QAP? 

DB: QAP, under the Matrix System 

brand, has been distributing high qual-

ity paints and coatings for over 30 years! 

Matrix System clearcoats and our inter-

mix platforms are leaders in these cate-

gories. When the opportunity to acquire 

U.S. Chemical presented itself, we knew 

it would be a perfect fit. The USC body 

fillers and putties, in combination with 

the Pro Spray intermix products, are 

complementary brands that will posi-

tion QAP to compete from substrate 

to clearcoat. U.S. Chemical has over 55 

years’ experience supplying high qual-

ity products to the industry. Not many 

organizations can say they have been 

around as long as QAP.

ABRN: How will the acquisition help 

QAP expand its customer base?

DB: As with any acquisition, one of the 

factors we consider is product line and 

customer overlap. Our seasoned man-

agement team will be searching for 

new relationships and opportunities as 

a blended organization. We believe our 

seasoned professionals in the field, our 

support staff, superior distribution net-

work and the complete range of prod-

ucts we have to offer the market will 

intrigue others to join our team.

ABRN: What benefits will the 

acquisition offer to your existing 

customers? 

DB: QAP currently supplies products 

to our industry’s largest distribution 

network. We are focused on offering 

value-added benefits centering around 

one-stop shopping, simplified order 

placement and logistics improvements. 

Our primary goal is to have a seamless 

integration with no change in service to 

our customers; that is our commitment. 

The addition of U.S. Chemical to our 

portfolio solidifies our commitment to 

the automotive refinish industry.

ABRN: Excitement over both 

domestic and international growth 

continues. What markets are of 

particular interest? How does QAP 

plan to expand use of its product 

portfolio internationally?

DB: QAP has facilities in Walled Lake, 

Mich.; Massillon and Gnadenhutten, 

Ohio; and Biggleswade, United 

Kingdom. All of our locations will con-

tinue to perform manufacturing opera-

tions, product development and on 

time shipments to our distribution net-

work; and all four sites are strategically 

important to our business. Our product 

brands — Matrix System, U.S. Chemical 

and Pro Spray — all have a great repu-

tation in the market. We believe our UK 

site offers additional opportunities for 

the EU and ROW markets. Our exper-

tise in low VOC water and solvent tech-

nologies, clearcoat formulation and body 

fillers and putties will position QAP to 

gain substantial market share outside 

the United States. 

FOCUS ON HIGH QUALITY PRODUCTS, 
INTERNATIONAL GROWTH KEEP SUCCESS 
COMING FOR CHEMICAL MAGNATE

BY KRISTA MCNAMARA  |  MANAGING EDITOR
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PRESIDENT, 

QUEST AUTOMOTIVE PRODUCTS
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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
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BY AUTOBIZGURU | ABRN BLOGGER

G
iovanni Pisi speaks broken English 

with an engaging Italian accent. Well 

dressed and confi dent, he sits, hands 

folded at a table, hoping to fi nd a U.S. distribu-

tor in the automotive sector. His 30-minute 

business-to-business meeting is not a make-or-

break deal for his company, Fenice Care System 

S.p.A., but it’s important. Like a speed dating 

event, the 30-minute B2B meeting is an oppor-

tunity to determine mutual interest, and you 

can see in Pisi’s eyes a hope for expansion.

On the other side of the table is Guy Bargnes, 

vice president of sales and marketing for Paint-

ers Supply & Equipment. Headquartered in 

Taylor, Mich., his company services the states 

of Ohio, Indiana and Michigan.

Bargnes stares, listening intently as Pisi pitches 

the leather repair kit manufactured at his family’s 

business near Venice. He uses a standard pitch about 

“high quality” shared by most suppliers. He notes 

that his company already has plans to open offi ces 

this summer in North Carolina, to support products 

they sell to furniture builders. 

He adds that Fenice already sup-

plies tanneries that support the 

automotive OEMs in Europe.

That’s all fairly standard 

and run-of-the-mill. Then he 

hits a nerve.

“We have just made a 

whole new set of videos with a very detailed 

procedure on how to use the product,” Pisi says. 

“The main thing is to provide some training, 

because people are a bit scared about leather.” 

Collision repair shops that follow the training 

can become “authorized repair centers,” which 

opens up new sales opportunities for them.

Commercial vehicle 
registrations rose 

4.7% in the fi rst 
quarter of 2013, 
when compared to 
Q1 2012, accord-
ing to Polk.  

Helping to foster a global 

industry connection

Autopromotec brings opportunities for those ready to accept global challenges

BECOME A BLOGGER

abrn.com/JoinCommunity

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

Get your business organized
Bob Spitz
“I’m too busy to get organized!”

I’m sure it was originally said in jest, 
but that’s exactly what goes on in 
too many small businesses. The 
owner/manager is extremely good 
at what he or she does, but the idea 
of stopping long enough to organize 
the business seems impossible. 

The result is management gets 
overwhelmed trying to get the ma-
chine (the business) to produce 
anything profi tably. Too many times 
the real problem is the person re-
sponsible for running the business 
doesn’t know how to organize. 
Here are some tips on how to tackle 
this problem.

Let’s fi rst look at what organization 
means: Organization is the ac-
tion of lining things up in a logical 

sequence to get something done, 
and done effi ciently; in other words, 
getting it done in the most econom-
ical manner without wasted time 
or motion. Management means 
controlling some activity so that 
activity can operate smoothly and 
productively.

Management’s job is to ensure the 
products of the company are being 
produced profi tably. When we look 
at this explanation, it’s easy to see 
why management can have a very 
diffi cult time. It’s hard to manage 
an area and get things done when 
organization is lacking!

Never organize for organiza-
tion’s sake. When embarking on 
the task of getting organized, it’s 
important fi rst to look at what it is 
you’re trying to produce or accom-
plish. What’s your goal? It’s easy to 
get lost in the woods if the destina-

tion isn’t clearly defi ned and known. 
So the fi rst step is to name what you 
want to accomplish. A complete 
understanding of what products 
the business produces or could 
produce is the starting point for any 
organization project.

Make a list. Start off with a list of, 
say, 10 things you’d like to improve 
about the business. Now narrow 
the list down to 3 items… and then 
pick one. Hopefully it will be the 
one that, if done now, will quickly 
improve the overall performance of 
the business.

Name what you really want. If 
you don’t completely name what it 
is you what to accomplish, you can 
end up with weird, unworkable so-
lutions.

Example: Doing it wrong

Situation: Production is being 

s l o w e d 
down wait-
ing for replace-
ment parts.

Improvement wanted: 
Speed up the production line.

Solution: Keep a large inventory of 
parts on hand.

Problem with this solution: Ties 
up my money in inventory; drives up 
assets; drives up taxes. Parts are 
hard to control and start walking out 
of the shop; lost revenue.

Solution to inventory problem: 
Hire a parts person.

Problem with this solution: Hire 
Increases inventory and payroll.

See how nutty this can get? 

Continue reading this blog at 
ABRN.com/GetOrganized.
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extreme conditions, without breaking a sweat. Plus they have a simple drop-fi t installation, 

because we KNOW HOW important it is to get the job done right the first time. Visit your 

local NAPA AUTO PARTS Store today.  

800-LET-NAPA / NAPAonline.com



P/N: I-MCWM 

INNOVAT IVE  PA INT PREP  

CART WITH MASKER™ 

> Stores material & supplies in full view from any angle
!�5ROOV�LQWR�WKH�ZRUN�DUHD�IRU�JUHDWHU�HIÀFLHQF\
!�.HHSV�VXSSOLHV�KDQG\�DQG�WHFKV�RQ�WKH�MRE
!�)DFLOLWDWHV�HDV\�WR�XVH�EDU�FRGH�LQYHQWRU\�V\VWHP
!�(QDEOHV�UHSDLU�	�SURFHVV�FRQWUROV�IRU�FRQVLVWHQW�TXDOLW\
!�$GGLWLRQDO�PRGHOV�DYDLODEOH�IRU�ERG\PHQ�	�GHWDLOHUV

!�/RDG�SDUWV�GLUHFWO\�IURP�WKH�GHOLYHU\�WUXFN
!�9HUWLFDO�VWRUDJH�VDYHV�YDOXDEOH�ÁRRU�VSDFH
> Open design for easy loading & unloading
!�+LJK�&DUERQ��GXUDEOH�VWHHO�FRQVWUXFWLRQ�
!�6KHOYHV�DGMXVW�	�QHVW�LQ�VHFRQGV
!�'XUDEOH�SRZGHU�FRDW�ÀQLVK
!�2QO\�SDUWV�FDUW�ZLWK�D�/LIHWLPH�:DUUDQW\
!��$GGLWLRQDO�PRGHOV�	�DFFHVVRULHV�DYDLODEOH� 

to meet your needs

P/N: SSPC-B

INNOVAT IVE  PARTS CART B™ 

VISIT OUR NEW WEBSITE
INNOVATIVETOOLS.COM ::  1.866.438.4884







Search thousands of archived 
and breaking news stories by keyword

LEARN MORE: ABRN.COM IS UPDATED PERPETUALLY

2
0
1
3

 W
E
B

C
A

S
T
 S

C
H

E
D

U
L
E

W
E
B

C
A

S
T
 A

R
C

H
IV

E
S

2
0
1
3

 IN
D

U
S

T
R

Y
 C

A
L
E
N

D
A

R

● The Value of OEM Certifi cation 
for MSOs

Learn the ins and outs of OEM certifi cation for 
MSOs and evaluate this strategy as part of your 
overall business. 
Visit: www.abrn.com/MSOOEM 
● Repairing Aluminum-Intensive 

Vehicles
How can you ensure that you are equipped with 
the knowledge needed to repair aluminum-inten-
sive vehicles of tomorrow?
Visit: www.abrn.com/ICARaluminum
● Frame Systems & the MSO 
Learn what style frame system is best, depend-
ing upon certifi cation, insurance requirements, 
building designs, clientele and more.
Visit: www.abrn.com/MSOframe

SEPTEMBER 8-10
● PPG Fall MVP Conference 

Amelia Island, Florida
OCOTOBER 16-18 
● NACE/CARS 

Las Vegas, Nevada  
NOVEMBER 5-8
● SEMA 2013

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

Las Vegas, Nevada

AUGUST 13
● Structural Steel Parts 

Replacement
Produced in cooperation with I-CAR.

AUGUST 22
● Cooling System Service & 

Testing
Produced in cooperation with TST.

SEPTEMBER 26
● Reducing MSO Paint Costs
Contact ABRN to sponsor this webcast.

NOVEMBER 12
● Electrical Testing Techniques
Produced in cooperation with TST.
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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

The words cause Bargnes to shift in his 

chair, realizing he may have something here.

“What interests me is bringing in new rev-

enue opportunities for the body shops,” he 

says. “That’s a big value to the customer.”

Connecting the U.S., world
Business-to-business meetings connecting 

U.S. companies with foreign fi rms are a core 

value proposition for shows like Autopromo-

tec. Hosted in Bologna, Italy, last May, the 

show attracted more than 100,000 attendees 

from 52 different nations. Held bi-annually, 

Autopromotec showcased the wares of 1,512 

exhibitors and covered roughly 1.7 million 

square feet of space, including a large outdoor 

section for car wash equipment. 

Continue reading this blog by vising 

ABRN.com/globalPBES. 

● Door skin replacement
3M’s Shawn Collins explains common mistakes sur-
rounding door skin replacement.
[ABRN.COM/ DOORSKIN]

● Air quality volume needs for water-
borne refi nish

Charley Hutton explains how clean, dry air affects 
waterborne refi nishing and tools.
[ ABRN.COM/ CHARLEYHUTTON]

● Einspect Pro software demo
Learn more about Einspect Pro software.
[ABRN.COM/ EINSPECTPRO]

● Dent repair without mudding
John Dragan with Ohio Technical College demonstrates 
how to remove body dents without mudding.
[ABRN.COM/ DENTREPAIR]

Instagram for 
collision repair: A 
crash course

SEARCH OUR ARCHIVES OF OVER 
800 ONLINE VIDEOS

abrn TOP VIDEOS

AUGUST’S FEATURED WEBCAST

August 13, 2013 
@ 12 p.m. EST

Steel parts 
replacement 
PRODUCED IN COOPERATION WITH I-CAR
Register at www.abrn.com/ICARsteel

PAGE

MIKE ANDERSON

Customer objec-

tion overruled

62

PAGE

THE 

FUTURIST
GREG HORN

Impact of accident 

avoidance 

20

PAGE

THE 

SHOP OWNER
CAMILLE EBER

You are not the 

only one

18

LinkedIn discussion started by 

Mike: “Who should pay the labor 

and costs when insurance com-

pany proposed aftermarket parts 

don’t fi t?” 
From Galen Carlson: Even though we try to test 
fi t everything we can, whether it is OEM, LKQ or 
aftermarket, we don’t get paid. Maybe we could have 
a line item for test fi t. Wishful thinking. Court could 
be the option, but who wants to take on that battle?

From Joe Fisher: There is a person who has 
showed us that it’s possible to go to court and win 
— Ray Gunder in Florida. We should all like to do 
what he is doing. 

From Bruce Laidlaw: Unless the P-Pages have 
changed recently, the R&R times state for new and 
undamaged parts on new and undamaged vehicles, 
the not included items “should” address non-
standard parts and fi t. The carriers use the same 
databases as we do, so they should abide by the 
P-Pages, too.  

From Anthony Ford: The fi rst thing I do if the part 
does not fi t is take photos and show them to the 
appraiser. If the insurance company refuses to pay 
for OEM, I get the owner involved and tell them to fi le 
a complaint with the DMV (all this can be done on 
the computer). Once the insurance company gets a 
copy from the DMV, things get done.

From Jim Pfau: I have been getting paid by 
insurance companies. It depends on the adjustor 
and the negotiation process. We dry fi t it, call for a 
supplement, put the repair to the side and move on. 
It dumps my cycle time, but I don’t work for free. 

From Michael Pollak: Aftermarket parts are going 
to be a bigger issue for all of us. The appraiser and 
shop owner/estimator should be able to reach a 
fair and reasonable cost to repair without acrimony. 
The fi nal result should be a satisfi ed customer and a 
profi t on the job. Then everyone is happy. 

From Louis Pope Jr.: If a carrier wants to utilize 
aftermarket parts, then they should take the respon-
sibility of dealing with the results.
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THE SHOP OWNER 

If there's a topic you'd 

like me to address,  

I'd love to hear from you.

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

BY CAMILLE EBER | columnist
camille.eber@yahoo.com
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to search thousands of ar ticles, videos & 
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You are not the only one
Take advantage of ways you can interact with other shop owners and affect change

D
o you ever ask yourself, “Who is really 

running MY business?” Have you made 

business decisions based on fear? Do you 

ever feel like you’re the “only one?” Do you some-

times wonder how this industry came to operate 

the way it does?

These aren’t new questions, observations or problems. Some of the catch phrases 
may have changed, but I recall my folks talking about these things back in the 1970s 
as they worked to build a state association to help shop owners address things like this.

A trade association is just one of the ways we as individual shop owners can 
nurture camaraderie, affect change and spur 
interaction with other forward-thinking and 
like-minded people within our profession. If 
you’re not involved in something in the industry 
beyond your day-to-day shop operations, you 
are, in my opinion, contributing to the prob-
lems facing our trade.

I talked to Dan Risley shor tly af ter 
he became the executive director of the 
Automotive Service Association earlier this 
year. Not surprisingly, Dan believes the best 
opportunity we as individual shop owners 
have to affect change in the industry is through membership in an association.

“As a national association, we have access to many of the decision-makers in 
the industry,” Risley points out. “When an issue arises, we have the relationships 
to express concerns, recommend change and be the voice of our members. And 
because of the number of members we represent, we are often in a position to 
influence change.”

The challenge, Risley said (and certainly one I’ve seen in more than 25 years of 
membership in state associations), is that not all associations are active and effec-
tive — perhaps in part because not enough of us belong and because some shop 
owners belong only with a “What can you do for me?” viewpoint.

“If you are going to support a state and/or national association, you will find that 
the more engaged you are, the more value you derive from the association,” Risley 
said. “You will help define the effectiveness and success of the association.”

Associations are just one of the ways to realize you’re not “the only one,” and 
to make a dif ference in the industry. What if every shop in your market wrote 
estimates or repair plans as thoroughly as yours does? Wouldn’t that help you get 
paid for operations that you’re currently being told aren’t “prevailing practice”? 
Wouldn’t that reduce the chance you’ll be told your severity is not competitive? 
I encourage you to work with other shops (or maybe a jobber) within your geo-
graphic market to bring in estimating or other training for all shops in your area.

If you don’t belong to a 20 group or other type of networking group for shops, 
reread my earlier column on this topic at www.abrn.com/20group. You will 
quickly reap multiple benefits from this type of collaboration with peers.

Join an industry committee or board. You share your expertise and give back 
to the industry — and will just as of ten find you enhance your skills by doing so.

If you’ve ever been upset about missing or seemingly incorrect information in 
the estimating systems, you have a tool — the DEG (www.DEGweb.org) — to quickly 
address it. Take 3-5 minutes to enter an inquiry about a labor time or other aspect of 
the estimating database that seems wrong, and as you’ll see, that inquiry can often 
result in dramatic improvements to the systems.

Lastly, there is a way to interact with others in the collision repair industry and 
help to affect change that I think should be resurrected. Have you ever caught 
yourself cursing the proprietary software that we use (often only because of insurer 
mandates) because it is clunky or sometimes glitchy? I think it is time to bring back 
“user groups” (like 3M had back when it had a shop management system) that 
allow shops using a system to collectively talk about it and call for changes that will 
enhance the way it functions. I know the information providers each have an advisory 
committee (I’ve served on one), but if there are effective “user groups” out there, I 
don’t know about them.

Let’s add these groups to the ways we as individual shop owners can interact with 
others and bring about change. 

“MEMBERSHIP 
IN A TRADE 

ASSOCIATION 
IS ONE WAY 

SHOP OWNERS 
CAN AFFECT 

CHANGE.”



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



20  AUGUST 2013  ABRN.COM

BY GREG HORN | columnist
greg.horn@mitchell.com

THE FUTURIST 
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Will accident avoidance systems 

drive us out of business?

I
n a recent presentation to a group of colli-

sion repair shops, I discussed the fascinating 

advances companies like Volvo, Cadillac and 

Mercedes are making in collision avoidance technol-

ogy. It was hard not to notice the deflated look on 

the faces of my audience. One member of the crowd 

even asked, “Don’t you have any good news?” 

There is plenty of good news out there for colli-
sion repairers — there will always be car crashes, no 
matter how much technology we put on cars. Still, 
there seems to be a fear that technology will put us 
out of business. A closer look should help put those 
fears to rest.  

It is important to understand what is currently 
offered in collision avoidance, what is coming and how 
quickly this technology will be included on the major-
ity of U.S. cars. Let’s examine the two basic types of 
accident avoidance technology and how quickly they 
will enter the U.S. car parc. 

Active and passive technology 

Accident avoidance technology is either active or passive. Active means evasive action, 
like full braking or even steering, will be done automatically without driver input. Passive 
means the vehicle’s technology will only perform a warning of an impending hazard and 
the driver will have to take it from there. Back-up cameras and blind spot warning systems 
are good examples of passive and far-from-foolproof technology. Let’s take a look at what 
can go wrong:
t��#BDL�VQ�DBNFSBT�BSF�IBOEZ�CVU�MBDL�UIF�BCJMJUZ�UP�TDBO�XJEF�BSFBT�UP�UIF�TJEF�PG�

a backing vehicle. The cameras often are in areas that are susceptible to road grime, 
reducing image clarity. 
t��/FYU�UP�CBDL�VQ�DBNFSBT�CMJOE�TQPU�XBSOJOH�TZTUFNT�BSF�UIF�NPTU�DPNNPO�BDDJEFOU�

avoidance system today. But the system is so fraught with false alarms, dealer service writ-
ers say it is the most common item that vehicle owners want to disable. 

"DUJWF� TZTUFNT� MJLF� 7PMWP�T� 5SBGGJD� +BN� "TTJTUBODF� PS� /JTTBO�T� "VUPOPNPVT�

Emergency Steering System both provide autonomous braking and steering of a vehicle, 
but the goals are different. Traffic Jam Assistance, an outgrowth of Volvo’s Adaptive 
Cruise Control and Lane Keep Aid technology, will allow a car to automatically follow the 
vehicle in front at low speeds. Both systems allow a car to act on its own in limited cir-
cumstances, but Traffic Jam Assistance will give the vehicle more control. Like Adaptive 
Cruise Control, Traffic Jam Assistance maintains a set distance from the car in front; 
however, the new system works at slower speeds (under 31 mph). When the system 
is used, a car can accelerate, steer and brake itself without any driver involvement by 
following the actions of the vehicle in front. At this point, I think: if everyone jumps off a 
cliff, would you do it, too? In other words, if you were following a car whose owner was 
having a really bad day and wanted to end it all, would your Volvo follow? To that, Volvo 
engineers insist the driver can take control at any time.
/JTTBO�T�"VUPOPNPVT�&NFSHFODZ�4UFFSJOH�4ZTUFN�EPFT�XIBU�UIF�OBNF�TBZT��$BNFSBT�

and a combination of radar and laser scanners capture a constantly evolving picture of 
the car’s surroundings. An onboard computer processes the data, continuously searching 
for potential accidents and for safe, obstruction-free escape paths. When an accident is 
imminent and determined unavoidable by braking alone, the electric-assist power steering 
SBDL�BDUT�PO�JUT�PXO��"T�XJUI�UIF�7PMWP�JG�B�/JTTBO�ESJWFS�IBT�B�GJSN�HSJQ�PO�UIF�XIFFM�UIF�
resistance will be enough to override the autonomous avoidance maneuver. 

The downsides? Because both rely on scanners and cameras, lens cleanliness is of 
utmost importance for the systems to work properly. And, just as with the human eye, 
the angle of the sun shining on the sensors can cause the system to fail. You can see it in 
action, and learn some interesting curse words in Swedish by Googling “Volvo crash fail.”

The collision repair industry is safe 

The shortcomings of the systems demonstrate that when humans are involved, accidents will 
happen. But more important is how long it will take before these systems are found on a major-
ity of vehicles in the U.S. The average age of a U.S. vehicle is more than 11 years, and none of 
these systems are mandatory nor are they standard equipment in most cases. The Highway 
Loss Data Institute predicts it will be decades before we see these systems on the majority of 
vehicles on the road. In other words, don’t switch careers just yet. 

“THERE 
WILL BE CAR 

CRASHES, 
NO MATTER 
HOW MUCH 

TECHNOLOGY 
WE PUT ON 

CARS.”
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THE FOURTH annual ABRN Industry Roundtable, 

a convening of representatives from a 

variety of backgrounds in the industry, 

spurred the participants to discuss some key issues facing the 

collision repair industry – and offer some predictions on what 

may lie ahead.

Here are some highlights of this “roundtable” discussion 

that brought together seven representatives from shops and 

associations – and even an insurer (see sidebar, “Who Was 

At The Table?”, page 26).

ABRN: There’s been a lot of discussion about “industry 

standards.” How would you feel about some sort of certifi -

cation criteria for shops, including requirements for equip-

ment and training, with third-party inspections to ensure 

ongoing compliance?

Yeung: We currently participate in fi ve OEM certifi cation 

programs, and each have a different criteria. The positive end 

of it is that when you deal with an OEM certifi cation, you can 

assess the cost of participating and then calculate what type 

of rate of return is likely on your investment. With a general 

shop certifi cation, that might not be the case. And if the in-

surers aren’t on board, then we have issues. If you put in a 

4-wheel alignment machine and only get paid for a 2-wheel 

alignment, it doesn’t make sense. Every-

body has to be on board if the certifi ca-

tion is going to work.

Schulenburg: Kye hits it on the head 

with the ROI element. I think there are 

insurers in the market today looking for 

and requesting top-tier training, yet they 

are only willing to remunerate shops for 

untrained level work. There needs to be an understanding 

that as we advance and hold ourselves to higher standards 

that an ROI is necessary if that is to continue.

Gange: It’s hard to argue with the fundamental de-

sire for standards and the hope that they will create some 

comfort level that vehicles are being repaired properly. I 

think we should look at markets where standards have 

been implemented to try to understand the pros and the 

cons. Our organization has a sister group in the United 

Kingdom, and I spent a fair amount of time evaluating the 

standard in place there. There are certainly a lot of bene-

fits to that, but there are a lot of drawbacks. It’s excruci-

atingly expensive. Just to give you a perspective, to im-

plement (the standard) in the U.K. costs between $40,000 

to $75,000 initially, and probably between $7,500 and 

$10,000 a year to maintain.

PANEL REPRESENTING
A CROSS-SECTION OF THE

INDUSTRY DISCUSSES CURRENT
AND FUTURE ISSUES 

BY JOHN YOSWICK  |  CONTRIBUTING EDITOR

A

Aaron Schulenburg



Schulenberg: And the shame of it is 

that I think U.K. repairers face almost 

as much friction, if not more, over being 

paid for necessary documented opera-

tions as we do here in the U.S., despite 

the fact that the standard exists there.

 Risley: The person who needs shop 

certifi cation the most is the person not 

represented in this conversation: the con-

sumer. We’re far behind the curve as an 

industry in terms of being able to provide 

some assurance that where they’ve hav-

ing their car repaired is a place that is 

qualifi ed to do so. Just having a certifi ca-

tion doesn’t necessarily mean you are go-

ing to do a good repair, but at least it says 

you have everything in place to do so.

Nagy: I have to agree with Dan. It 

comes down to the consumer. Certifi -

cation isn’t the cure all, but it’s a step 

in the right direction.

ABRN: George, what’s your take on 

shop certifi cation from an insurer’s 

perspective?

Avery: We certainly have an interest 

in making sure cars are fi xed right. But 

I think it’s a repairer-driv-

en issue. Insurers need 

to be supportive; as Kye 

says; everybody’s got to 

be in. You just can’t have 

part of the stakeholders in 

and part out. I know that 

State Farm, for example, is very sup-

portive and interested in seeing this 

move forward.

ABRN: Turning to another issue, what 

are some of your thoughts and con-

cerns about the electronic parts pro-

curement systems some insurers are 

mandating shops use?

Nagy: We order everything electron-

ically now. We are paperless. I have no 

problem implementing (the systems), 

but I think my biggest hang up is if 

I’m being told I have to use a particu-

lar product.

Yeung: My feeling is 

if these procurement pro-

grams were to stand out 

on their own, in the open 

market, they wouldn’t 

succeed. And they don’t address the 

issues of getting wrong parts, getting 

damaged parts, payment of multiple 

vendors and the relationships you build 

with your parts vendors.

Jones: I agree with Kye. It’s not fi x-

ing the other end of the problem. I’m 

all for technology. I’m all for effi ciency. 

But if it’s not benefi ting me as a busi-

ness owner, if it’s not benefi ting my cus-

tomer, then I don’t know if it’s some-

thing that’s going to be good or that’s 

usable. And it doesn’t solve the prob-

lem of wrong parts, or the salvage yard 

telling me it’s a good part when it’s not.

Risley: Insurance company mandates 

don’t work. We went through a similar 

thing many years ago with 

the estimating systems, 

and we had shops paying 

for three different estimat-

ing platforms that all did 

the same thing. And whose 

to say that a product won’t 

come out tomorrow that’s three times bet-

ter than one being mandated? So now I 

have to use an inferior product because 
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of a mandate from an insurer? And when 

you sign these insurer agreements, there 

is a clause that says if there’s a change 

in the program, you have to immediate-

ly adopt that change to continue on the 

program. I think that is unfair. I would 

like insurance carriers to consider what 

I’ll call a grandfather clause where shops 

have six months to adopt the change in 

the program. At least then you have six 

months to start building a business model 

moving away from that program so that 

dropping it doesn’t have such an imme-

diate negative impact on your business.

ABRN: George, your company is one 

that is rolling out mandated use of a 

particular parts procurement system.

Avery: Dan has a good point. Busi-

ness men and women need to have time 

to make decisions. As far as the other 

problems with parts, my sense is that a 

level of transparency may help get some 

of those fi xed. There’s a vendor rating 

system with PartsTrader, for example. 

And what PartsTrader does do is intro-

duce competition to the parts arena that 

frankly I don’t believe has been there. 

Also, I don’t think State Farm is the fi rst 

one to mandate something. There’s a 

lot of mandates that have been going 

on for a lot of years that are not getting 

the attention that State Farm is get-

ting. These are agreements that peo-

ple signed. We are not forcing this on 

everybody, only on those who choose 

to be on our Select Service program.

ABRN: Shop acquisitions are in the 

news nearly every day. What do you 

PARTICIPANTS BULLISH ON 
COLLISION REPAIR AS CAREER

If you had an 18-year-old relative 

thinking about a career as an 

autobody technician, what would 

you tell him or her? ABRN Roundtable 

participants were asked to choose 

one of six responses, ranging from 

“It’s a good trade with good career 

options,” to “Don’t do it.”

A l l  seven sa id they would 

respond positively to the relative. 

Five of the seven chose the “It’s a 

good trade,” response.

“Though I’d say it a little differently. 

I’d say ‘it’s a great time to be a part 

of the collision repair industry’,” Paul 

Gange, of Fix Auto USA, said.

Two of the multiple choice 

answers had the same wording 

(“That’s why I did and look where I 

am today”), but participants had to 

indicate whether that would be said 

with “genuine enthusiasm” or “heavy 

sarcasm.” The two participants who 

chose this wording said they would 

say it enthusiastically.

“I recently spoke to a graduating 

class of the Top 16 students out of 

50 high schools in Arizona, and I 

basically told them it’s a great career 

with endless opportunities,” Dan 

Risley, of the Automotive Service 

Association, said.

GET THE TRAINING THAT HAS EQUIPPED 50,000+ 

TECHS TO PROFITABLY REPAIR TODAY’S VEHICLES.

Learn complex structure repair with comprehensive, hands-on training from  

Chief University. Chief instructors teach the latest design-based repair procedures  

on today’s vehicles. Fully certified and associated with the I-Car Training Alliance, 

there’s no better training system for accurate – and profitable – collision repair.

New courses now available. Call 800-445-9262 or see the  

complete course list at www.chiefautomotive.com/courses/abrn.
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OPERATIONS: MINDING YOUR BUSINESS

think the growth of MSOs will mean 

for the independent single-location 

shops?

Jones: Being a repair facility under 

$2 million a year, we may not be the 

shop that MSOs are looking to pur-

chase, but MSOs do offer an oppor-

tunity to sell our business. But some-

thing that concerns me is saturating 

the market with companies that may 

not be known in our community; we 

as independents may lose our iden-

tity and may lose business.

Yeung: I’ve been in the business 

for 38 years. We know the consumer 

wants choices. A lot of the MSOs have 

a business model that caters to insur-

ers. I feel that’s not what every con-

sumer wants. I think you can have a 

specialty store to cater to those peo-

ple who may be a little more fi nicky, 

or who have a specialty vehicle that 

some of the MSOs don’t want to touch. 

An independent store can survive by 

offering things that don’t fall into the 

MSOs’ business model.

Risley: I would tell the independent 

shop owner that they need to own the 

customer. Often at larger shops, be-

cause the sole proprietor isn’t there, 

it becomes more transaction-based 

as opposed to owning that customer 

and having a relationship with them 

to get that repeat business. Most sole 

proprietors are good at that, but it’s 

becoming even more critical for them 

to be experts at it. It’s a competitive 

advantage that the MSOs have diffi -

culty replicating. And insurance com-

panies can’t be the only people you 

market to.

Gange: When you think of who has 

been successful in business, whether 

a Fortune 500 company or a street cart 

vendor, it’s those companies who have 

differentiated themselves. They’ve 

created an offering that is irresistible 

to their customer. I think repairers 

have a great opportunity to do that. 

I really don’t think it has to do with 

how big you are. I think even the big-

gest can and will fail.

Schulenberg: I think there will al-

ways be a place for independent busi-

nesses. It just may mean they do need 

to change their strategies. It can’t be 

business as usual. Defi ne yourself dif-

ferently within your market to your 

customer. I think shops have gotten 

away from grassroots community mar-

keting. I also think OEM certifi cations 

can really differentiate your business.

ABRN: George, you’ve said in the 

past that State Farm evaluates each 

location of an MSO as a individual 

shop. Still true?

Avery: This could change, but at 

this point we have found value in eval-

uating each store on its own merits. 

That serves us well. The single store 

operator can be very competitive. Hav-

ing said that, the independent opera-

tor, compared to the MSOs, may not 

have the buying power or some of 

the benefi ts of a bigger number that 

an MSO has. But at the same time, 

an independent repairer may have 

some benefit in how they do busi-

ness. At large MSOs, there is a lot of 

management involved who don’t fi x 

cars. That’s a necessary load, but it 

is a load on the enterprise. 

ABRN: Ron, with eight shops in one 

state, what’s your strategy as an MSO?

Nagy: We have been pretty ag-

gressive. We go after the towns with 

populations of 25,000 

to 50,000 people and 

try to stake it and say, 

“This is ours” and hit it 

with all we have. We’re 

not going to slow down. 

We’re excited about it. 

I think other MSOs might struggle 

in some of the small towns we’re in. 

But there’s opportunity for anyone 

out there.

ABRN: We always end the Roundta-

ble by asking you to look to the fu-

ture, say fi ve years from now, 2018. 

What do you think will look different 

at your business or for the industry?

Gange: It will surprise me if in the 

next 5-10 years we don’t see large 

groups of shops specifi cally focused 

on non-structural repair, repairs un-

der $1,500. They may even set up shop 

in strip malls. On the insurance side, 

I think we’ll see more consolidation 

among insurers, and we’ll see some 

foreign insurers land in the U.S. We al-

ready have Mapfre, a very large Span-

ish insurer; I think we will see oth-

ers from Canada or Europe.

Jones: I think you will see more 

shops that are OEM-specifi c, doing 

just GM work or just Toyota work.

Risley: I agree. I would expect in 

about fi ve years that you’re going to 

have 10 to 15 percent of the industry 

that is very (OEM) network specifi c. 

And I think fi ve years out we’ll have 

3,000 to 5,000 fewer shops overall.

Schulenberg: I think for at least the 

past decade there’s been predictions 

of massive consolidation of the market, 

and it’s happening, but it’s not happen-

ing as quickly as it was predicted. I re-

ally don’t think our industry will shrink 

below 28,000 to 30,000 shops. Will that 

happen within the next fi ve years? Prob-

ably not. I do think in the next fi ve years 

we’ll start to see some consolidation of 

the consolidators, some of the bigger 

groups purchasing others. We’re see-

ing some of that already. 
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Association.
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Ron Nagy
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A snapshot of one of the industry’s leading shops

COMPANY NAME COMPANY NAME / LOCATION, N.N.

Recognized as the fastest-growing inde-

pendent multi-shop operation in the state, 

the company’s view that “we are only as 

good as our last repair” embodies a phi-

losophy of “continual vigilance and com-

mitment to perfect every aspect of the 

business from the fi rst customer contact 

through delivery,” according to Alan 

Gomez, general manager of the 43-bay 

Boulder branch.

“When I see a customer walk in com-

pletely stressed, and then I see the worry 

melt off them as we demonstrate we will 

take care of everything,” says Gomez, 

“that’s still the best feeling.”

Formerly a sergeant with the 82nd Air-

borne who served in Iraq with Operation 

Desert Storm and the Joint Endeavor mis-

sion in Bosnia, Gomez points out that his 

military training brings added value to his 

management duties at the shop. “In the 

Army, you learn about leadership, respon-

sibility, showing 

initiative, follow-

ing procedure and 

w o r k i n g  w e l l 

under pressure. 

Those are all skills 

that transfer well 

to the col l ision 

repair industry.”

Ru n n i ng a n 

automotive service 

facility “in one of the most highly health 

and environmentally conscious communi-

ties in the U.S.,” Gomez takes seriously 

his goal of making his operation “the green-

est in Colorado – if not the nation.” The 

shop was recently recognized with the 

state’s highest environmental accolade as 

part of the Colorado Department of Health 

and Environment’s Environmental Lead-

ership Program for reducing volatile organic 

compound (VOC) emissions via its conver-

sion to waterborne paints. The company 

is also a member of Partners for a Clean 

Environment (PACE).

The Boulder shop was purchased by 

the company in 2006, and since then has 

more than doubled in size due in part to a 

large increase in direct repair program 

(DRP) traffic. The facility has two new 

Garmat 3000 downdraft waterborne paint 

booths and is being further upgraded to 

include an aluminum clean room.

Gomez, who joined the fi rm as an esti-

mator in 2007 and quickly moved up 

through the ranks, is part of a team work-

ing on an Environmental Management 

System being rolled out across all nine of 

the locations. He also manages pilot pro-

grams for a number of other company-wide 

initiatives. Based on his own experience, 

and supported by corporate policy, Gomez 

says he looks favorably on former armed 

forces applicants and is proud to assist in 

their transition back to civilian life.

In addition to recruiting veterans, “We 

have developed strong relationships with 

local tech and training colleges and regu-

larly invite their trainers and students to 

On a mission
Colorado chain highlights quality and 

exceptional customer service

BY JAMES E. GUYETTE  |  CONTRIBUTING EDITOR

Established in 2003 and providing “obsessive customer 
care from a Ford to a Ferrari,” Colorado’s Global Collision 
Centers opened its ninth location in March. 

AT A GLANCE

Global Collision Centers
Name of shop

Boulder, Colo.
Location

George Lilley
CEO

9
Number of shops

10
Years in business

160+
Number of employees

20+
Number of DRPs

250+
Number of bays

150,000+
Square footage

Dupont Performance Coatings 
— Standox, Standoblue

Paint supplier

Car-O-Liner, Carbench, Global Jig
Frame machines used

Audatex, CCC, Mitchell
Estimating systems used

www.globalcollision.com
Internet site

Alan Gomez
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visit our facilities and discuss our hiring 

needs,” he reports. “We also run regular 

hiring open days and advertise positions 

in the trade press and online. To attract 

and retain the best people, we also ensure 

that our pay and benefits are highly 

competitive.”

The company maintains a close rela-

tionship with the Thatcham Motor Insur-

ance Research Centre in the United King-

dom, having sent several employees for 

training at its Thatcham Automotive Acad-

emy, which Gomez describes as “the most 

rigorous auto body training school in the 

world.”

CFO Tim Bator notes that key compo-

nents of the hiring process include “recruit-

ing employees who have the skills and 

commitment to work to the quality stan-

dards we expect and retaining employees 

for as long as possible to maximize the 

return we get on our investment in their 

training and development. We have numer-

ous incentives and benefits in place to 

facilitate these efforts and work closely 

with employees and local tech schools and 

training colleges, but the industry is still 

very mobile and the on-the-job learning 

curve is steep.”

Management is wholly convinced of the 

value of manufacturer certifi cations. “Cer-

tifi cations give us the inside track on brand-

specifi c training and technology. They offer 

customers greater security and often addi-

tional benefi ts like free towing,” says Mar-

keting Director Liza Milijasevic, adding that 

the company’s amount of European and 

performance car certifi cations is unrivalled 

in the Rocky Mountain Region. It currently 

holds 11 repair certifi cations from Nissan, 

Volkswagen, Porsche, Aston Martin, Bent-

ley, Jaguar, Land Rover/Range Rover, Gen-

eral Motors, Honda, Chrysler and Tesla.

Above and beyond

Out on the shop fl oor, a team approach to 

teardown substantially improves cycle 

time and ensures that parts are ordered 

at the earliest possible stage, along with 

providing accurate estimates.

Cycle time is additionally reduced with 

a “fl ow line” shop design, invented by CEO 

George Lilley for his original shops in the 

UK, which locates the paint booth at the 

center of operations.

Gomez counts Lilley among his key 

industry mentors. “George’s unwavering 

commitment to ‘Right First Time’ quality 

guides my work and that of all Global Col-

lision employees,” he says.

“Global Collision is a true learning orga-

nization; fully committed to the continu-

ing education of all employees,” says Mili-

jasevic. “Employees’ safety and job 

satisfaction is paramount, and they are 

incentivized fi nancially as well as with 

specialized training and a commitment to 

career promotion from within. Training 

plays a key role in ensuring employees can 

deliver Global Collision quality and gain 

manufacturer certifications. We have a 

full-time training manager who sets train-

ing goals related to business priorities and 

changing technology. He pinpoints knowl-

edge gaps and helps employees to select 

and schedule appropriate courses.”

Along with tapping training expertise 

through I-CAR and ASE, the company 

embraces educational opportunities offered 

by OEMs and vendors. “Our senior team 

understands that employees in this pro-

fession can be under a high level of stress 

and require empathy as much as custom-

ers,” Milijasevic says. “By showing under-

standing and commitment to our employ-

ees, Global Collision inspires loyalty and 

commitment from them. This translates 

to people who are prepared to go above 

and beyond to deliver promised results to 

our customers and alliance partners.”

The genera l  managers meet 

monthly to fi ne-tune quality controls 

and discuss best practices in customer 

relations, she reports. “A ‘one call 

books all’ call center offers statewide 

customer convenience. Customers are 

contacted as they prefer – phone, 

email, text – and internal customer 

surveys complement those of insur-

ance companies.”

Gomez describes a “high comfort” 

paperless greeting procedure for cus-

tomers that has recently been imple-

mented. “On arrival, they are welcomed 

by a customer coordinator who is trained 

to defuse any stress from the accident 

and convey that we will ‘handle it from 

here.’ At delivery, the estimator and 

customer coordinator are both present 

as points of contact to ensure a personal 

touch and that the customer is fully 

thrilled with the repairs.”
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‘Easy and pleasurable’

The company participates in more than 20 

DRPs. “We try to make it as easy and plea-

surable as possible for them to work with 

us. Two of our senior executives act as 

DRP contacts for all our facilities and are 

always available to answer DRP questions 

o r  de a l  w i t h  a ny  i s s ue s ,”  s ay s 

Milijasevic.

 “Being responsive to DRP needs and 

requests is a top priority for our senior 

team and for all our managers, technicians 

and estimators,” she reports. “We regu-

larly meet with our DRP contacts – either 

in one of our facilities or our corporate 

offi ces – and carry out our own CSI (cus-

tomer service index) to complement their 

own CSI surveys. Our marketing depart-

ment ensures that our insurers are kept 

up to date with all relevant news through 

emails, e-newsletters, our own Global Col-

lision magazine and personal phone calls.”

Bator, the CFO, explains that “our 

growing network is a substantial benefi t 

to our customers and DRPs. It is a huge 

plus for DRPs to have a single point of con-

tact for collision repair service anywhere 

in Colorado and for customers to only have 

to remember one name and number when 

they have an accident.”

When pondering additional acquisi-

tions, the company leverages the “strong 

relationships with our DRP insurers, and 

we also carry out our own demographic 

research to identify gaps in our network 

and communities, which have the ingre-

dients to make for a successful Global Col-

lision location based on our knowledge of 

our most successful existing locations,” 

says Milijasevic.

Partners and relationships

In discussing parts procurement, Milijase-

vic declares, “Global Collision does not 

have suppliers.”

“We have partners,” she elaborates, 

“companies we can count on to deliver the 

level of quality we are proud to pass on to 

our customers and who are committed to 

a long-term and two-way relationship. A 

good example would be our relationship 

with DuPont and its distributor, National 

Coatings and Supplies. Convinced of the 

quality of their Standox paint brand, we 

were among the fi rst shops in Colorado to 

introduce this premium European water-

borne paint and offer our insurance com-

pany partners and customers the option 

of a truly ‘green’ MSO. Our parts philoso-

phy is shaped by various factors including 

our many manufacturer certifi cations and 

individual insurance company policies. 

Above all, quality is never sacrifi ced for 

cost.”

A dedicated marketing department 

conducts marketplace, media and competi-

tor research; manages agencies; works 

directly with DRPs, partners and media; 

creates campaigns and promotions; and 

writes and manages the content.

“We recognize that collision repair is 

all about relationships,” Milijasevic 

observes. “We are also aware that it is 

vital to develop brand recognition well 

before an accident situation, as well as 

offering practical information in an acci-

dent. Key brand messages have been iden-

tified and targeted marketing vehicles 

developed,” she adds, citing an array of 

advertising initiatives. “There are even 

tracking banners and YouTube videos on 

key websites. Recommendation is key, so 

review sites and social media have obvi-

ous value. Our Facebook page offers advice 

and a human touch.”

Each shop “is a key member of their 

local community,” according to Milijasevic. 

“We are Chamber of Commerce members 

and encourage each store to get involved 

with schools, charities and sports teams. 

For instance, our Denver location supports 

the Concours D’Elegance for Cerebral Palsy 

and CEO George Lilley judges the techni-

cal skills competitions at Warren Tech. We 

have recently launched a major ‘Don’t text 

and drive’ campaign, which encourages 

customers to pledge on our website and at 

our locations. Global Collision works closely 

with the YoungLife organization, which 

inspires ‘at risk’ youth and recently donated 

a Dodge Caravan to transport members to 

YoungLife events safely.

Google Analytics has been applied 

to research into the company website’s 

audience. “Customers are encouraged 

to post online reviews and we monitor 

and respond to their comments promptly,” 

Milijasevic says. News and content are 

regularly updated. “We also recently 

used a form on our website and Facebook 

page to allow people to nominate deserv-

ing families for our Wheels4Heroes car 

donation program to military families. 

We have recently invested in a stunning 

new graphic design style for our printed 

and electronic materials. The design con-

veys our commitment to quality and 

exceptional customer service.”  
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Accomplishing your 

goals

Standardize to meet 

expectations

What your techs 

really cost you

You can no longer just expect vehicles to 

arrive at the shop. You have to devote time 

and effort to building your brand.

Today, the average consumer has a col-

lision every seven to 10 years. With the 

increased availability of vehicle technology 

such as collision avoidance, stability con-

trol and lane departure warning systems, 

as well as changes in teen driving laws and 

other infl uences that change driving habits 

and reduce the number of miles driven, the 

frequency of a consumer being involved in 

a collision may continue to decrease in the 

future. As the interval between collisions 

increases, your shop’s interaction with con-

sumers becomes even more limited.

Always remember that no one wants 

to have their vehicle damaged, and few 

consumers know what to expect in the 

insurance claim and collision repair pro-

cesses. However, when they are involved 

in a collision, they come to this experience 

the same way they come to any other expe-

rience — with expectations. These expec-

tations may be that you will help guide 

them through the process, that you will 

fulfi ll your commitments to them, that you 

will properly repair their vehicle in a timely 

manner, and that you will create an overall 

positive experience.

For collision repair businesses, the chal-

lenge is to take the infrequent and unex-

pected negative experience of a collision 

and have the consumer immediately think 

of your shop as the place to go. If you want 

your shop to be perceived as the best shop 

in your area, you have to differentiate your-

self from your competition and keep your 

name and brand in front of your customers 

and future prospects.

We see logos and slogans everyday that 

we easily relate to specifi c brands. Most of 

you can easily name a soda, fast food, smart 

phone or clothing brand either by their logo 

or a slogan. In most cases, we also think of 

these as quality products. For a collision 

repair business, we don’t have the market-

ing budget to create the same level of famil-

iarity, nor do you need national brand rec-

ognition. You do need to create a brand in 

your local community that your neighbors 

recognize and perceive as quality.

While important, your brand isn’t lim-

ited to the sign on your building or what is 

on your business card. Your brand is every-

thing that your business does, its appear-

ance and your values.

The way your employees appear and 

conduct themselves is also a part of your 

overall brand: the uniforms they wear, 

whether or not they look professional. Are 

they polite, courteous and helpful? A con-

sumer will make a decision in seconds about 

whether they approve of the individual they 

are conducting business with. Brand and 

culture intertwine. You can’t fake it. Your 

team must believe and display your brand 

at all times. It is very important that your 

employees live the brand and are not try-

ing to be something they are not.

Today, collision repair business owners 

need to think like consumers. Very few use 

a phone book — today they use smart 

phones and tablets. It is critical to have a 

strong Internet presence that makes it easy 

for consumers to fi nd you when using search 

engines such as Google. And when they 

fi nd you, your site must display properly on 

the device they are using. In addition, look 

at how your business utilizes text messag-

ing, email, YouTube, Facebook, Twitter, 

LinkedIn and other media outlets.

Effective use of technology not only 

enables shops to meet consumer expecta-

tions, but can also increase the frequency 

that they see your brand and can deliver 

a personalized experience that exceeds 

your customer’s expectations.

While it is not a short-term project and 

not always easy to measure the results, 

successful collision repair businesses take 

an active role in their communities. There 

are many different ways to create oppor-

tunities for keeping your brand in front of 

your neighbors and community. You can 

visit www.ationlinetraining.com/abrn1308 

to get a list of effective ways for a collision 

repair business to support their commu-

nity. Your goal should be to have your brand 

own your local community! 

Do you own your

community?
Focused branding and marketing efforts can boost profi tabiity

BY TOM MCGEE  |  CONTRIBUTING EDITOR

I
n the old days, cars just arrived at the shop and it didn’t take 
much effort to keep the shop full. Today, if you are in the offi ce 
waiting for cars to come to you, it may not be long before you 
look around your shop and discover you don’t have any work. 
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vehicles the best. Give them Genuine Hyundai Parts.

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

you for all their vehicle needs. Hyundai parts are designed and engineered to fi t strict factory 
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JOHN BOREK has developed a reputation for devis-

ing unique responses to shop issues 

during his nearly three decades as 

a shop owner. So when he couldn’t fi nd a parts cart that he felt 

met his needs, he built his own. 

“I’ve traveled around, but I just couldn’t fi nd the parts cart 

I wanted,” said Borek, owner of Autocraft Bodywerks in Aus-

tin, Texas. “There are a lot out there, but not one that will 

hold small parts, big parts, headlights, bumper covers.” So 

Borek’s shop built its own parts cart. 

“It works for us,” Borek said. “It 

has two ‘goalposts’ you can put bum-

per covers on, and rebars and absorb-

ers can go in the rear. It has a draw-

er and also a dispenser for a box of 

sandwich baggies. Each one has a 

dry erase board and a marker chained 

to it, so you can put the vehicle and 

tech info with it, and anyone can lo-

cate the parts they need.”

Parts continue to be a source of frustration – and much-

needed profi t – for shops. Borek is not alone in implementing 

solutions to improve his shop’s performance through more ac-

curate and effi cient parts ordering and handling.

Get all parts identifi ed up front

Sometimes parts process improvements result from having a 

fresh set of eyes look at your shop. Danny Panduro, second-

generation owner of J & L Body Shop in Sun Valley, Calif., said 

a consultant recommendation led him to move his parts area 

from the back of the shop to a more centrally located bay, re-

ducing time employees spend getting parts.

Panduro also implemented a system for 100 percent tear-

down of every vehicle, to ensure all needed parts (and re-

pairs) are documented before a vehicle moves into produc-

tion. He recently posted a 9-minute YouTube video (abrn.com/

Panduro) explaining the process and the reasons behind it.

A key goal, he explains in the video, is to avoid those Fri-

day afternoon parts emergencies when a technician realizes he 

doesn’t have something he needs to put a vehicle back together.

SHOP MANAGEMENT | BEST PRACTICES 

MINDING YOUR BUSINESS

John Borek

SHOPS IMPLEMENT SYSTEMS TO KEEP PARTS 
PROCESSING TRAFFIC FLOWING SMOOTHLY 
BY JOHN YOSWICK  |  CONTRIBUTING EDITOR



Everything 

you need, 

just around 

the corner.

Think of us as an extension of your body shop. From automotive coatings to all of the 
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H e  a l s o 

recommends 

providing 

a  l a r g e ,  

working-

height table to 

allow whoever 

checks in parts 

to comfortably 

compare 

o r  “ m i r r o r 

match” the replacement parts to the 

damaged parts.

The video explains his shop’s sys-

tem, which indicates on the parts cart 

when all parts for that job have been 

checked in and are ready to go.

“The goal is once we commit our-

selves to putting that vehicle into pro-

duction, it doesn’t stop and just moves 

through the process,” Panduro said.

Find creative alternatives

Darren Pierse, co-owner of Arizona Colli-

sion Specialists in Scottsdale, Ariz., told 

attendees of a seminar on parts manage-

ment at an industry event that  improve-

ments at his high-volume two-shop busi-

ness began with his parts department. 

Like any shop owner who has tracked 

the causes for delays or late vehicle de-

liveries, Pierse knew the most common 

causes are parts related. One opportu-

nity for improvement he saw would be 

an additional parts delivery, essential-

ly overnight, so his shops could hit the 

ground running the next morning. 

When he spoke with some of the 

dealerships his company had pur-

chased parts from, he didn’t get the 

response he’d hoped. “We didn’t get 

any response,” he said. “And we’re 

a decent-sized player in our market.”

So he instead looked to consolidate 

some of his purchasing power through 

a multi-line dealer who proposed that 

in addition to their regular deliveries, 

all of their dealerships would make a 

late-in-the-day delivery of the shop’s 

parts to a central hub; Arizona Col-

lision Specialists would use a third-

party to pick up those parts overnight 

and deliver them to the shop by 6 a.m.

Pierse’s shops have a system so that 

parts are loaded onto carts in a consis-

tent manner. The estimate is included on 

the carts in a color-coded pouch (red or 

green) to indicate whether the cart con-

tains all the needed parts. Other shops 

use color coding to indicate which tech-

nician or team the job/cart is assigned.

Handling clips and fasteners

Will Latuff, manager of the fourth-gen-

eration Latuff Brothers collision repair 

business in St. Paul, Minn., said his 

shop has a meticulous system related 

to clips and fasteners during the blue-

printing process. When the blueprint-

er disassembles a vehicle, for example, 

all fasteners are placed in a plastic box 

with numbered compartments. A fasten-

er box for a front bumper, for example, 

includes a generic photo of a front bum-

per, showing that the fasteners in com-

partment No. 1. are from the top center 

of the bumper cover, compartment No. 

2 has the bolts going into the fenders, 

etc. This allows whoever is reassem-

bling the vehicle to locate the needed 

fasteners quickly. 

If the blueprinter can’t fi nd neces-

sary replacement fasteners within the 

shop’s supply, he can use the electron-

ic parts catalog. He also puts a sample 

of the fastener in a plastic bag marked 

with a pink X (the shop’s visual cue for 

“replace”), along with the number that 

MORE PARTS QUICK TIPS

t� �$POTJEFS�BTLJOH�ZPVS�QBSUT�

vendors to deliver complete orders 

only, unless you request otherwise. 

This saves in-house processing time, 

such as dealing with multiple check-

ins of deliveries, and multiple invoices 

for a single job.

t��&TUBCMJTI�BOE�DPNNVOJDBUF�B�

standard operating procedure (SOP) 

for parts delivery drivers, specifying 

where they are to park, where parts 

are to be delivered, how they are to 

check-in the parts with your staff, 

how they are to check for parts 

returns, etc.

t� �.BSL�BMM�QBSUT�VTJOH� MBCFMT�

(that often can be printed from a 

management system) that include 

the repair order number, the vehicle, 

technician, vendor name and invoice 

number.

t��1SFGFS�UP�VTF�0&.�QBSUT �$IFDL�

with your dealer about their ability 

to price-match if a customer’s insurer 

will only pay for non-OEM.

t��$SFBUF�XSJUUFO�401T�GPS�BMM�UIF�

parts processes to ensure consistency 

and make it easy for someone to fi ll 

in when the shop’s parts manager 

is not there. The SOPs should detail 

parts ordering; check-in and labeling; 

how parts carts are to be labeled and 

stored; and how parts returns and 

credits are to be handled.

SMARTER PARTS RETURNS

Parts returns are a costly process 

for shops and vendors. But no matter 

how much you are able to reduce 

them, some returns are inevitable. 

Here are some ways to handle them 

effi ciently:

Submit returns promptly. If you 

expect vendors to pick up and process 

your parts returns quickly, it’s only 

fair to do your part by getting parts 

returned to them in a timely manner. 

Keep potential part returns in 

good condition. Painted, damaged 

or dirty parts, and parts that have 

obviously once been installed can 

result in delayed, denied or reduced 

credit.  “If you’re sending a part back, 

think about if it’s in a condition you’d 

accept if we delivered that part the 

next time you ordered it,” one parts 

manager said. “If you wouldn’t accept 

it as a new part, you can’t expect to 

get full credit.”

Care for the packaging. The 

condition of the parts packaging 

has become every bit as important 

as the condition of the part. Don’t 

tear or crush boxes, don’t write on 

packaging (use removable labels to 

mark them as needed), and try to keep 

packaging reasonably free of dirt, 

dust, tape and paint.

Include some paperwork with 

returns. Parts vendors say they are 

amazed at the number of returned 

parts that arrive with little or no 

indication of what shop bought them 

or when. Processing credits for other 

returns will take priority over these 

“mystery parts.” So provide the 

vendor with a copy of the invoice. 

Alternatively, use a 2-part form to 

list the purchase order number and 

the parts being returned, having the 

parts driver sign the form when they 

pick up the returns; this will also help 

you track returns to ensure you get 

credits due.

Danny Panduro



Are you on this map?
Well, you should be.

When you become an American Honda´s qualifi ed ProFirst shop, your facility´s name will 
be listed on the American Honda Body Shop Locator website. This makes it a lot easier for 
potential customers to fi nd you fast. Our ProFirst program offers many more advantages to 

qualifying shops–and it’s free. Go to the ProFirst website, profi rst.honda.com, and sign up today.
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©2013 American Honda Motor Co., Inc. All rights reserved.
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are needed. When those parts arrive, the 

person mirror-matching the parts can 

compare them to the sample, ensure the 

correct number arrived, and put them 

with the rest of the parts for that job.

Looking outside your market

Gary Baugh has some unique parts-re-

lated challenges because Baugh Auto 

Body in Richmond, Va., operates sev-

en days a week. He grew disenchant-

ed with the parts service he received 

from some local dealerships, and be-

gan driving 100 miles into Northern 

Virginia to see if, despite the traffi c, 

he could get better service from deal-

ers outside his market.

“People ask why I didn’t just send 

a parts runner, but I knew that in or-

der to do business outside my back-

yard that I had to build relationships 

and trust,” Baugh said. “That’s need-

ed when you’re asking for parts service 

at odd times of the night and on Satur-

days and Sundays.”

The payoff? Some of those parts 

managers he got to know were willing 

to bring parts to their home at night for 

Baugh to pick up, shaving a number of 

traffi c-clogged miles off his parts run. 

Some dealers gave him nighttime ac-

cess to a storage area to pick up parts. 

Others arranged to leave them for him 

with the dealership sales departments, 

which are open in the evenings. By clus-

tering his parts purchases, he was able 

to secure added discounts that help off-

set his fuel costs.

Baugh said overnight shipping also 

can enable shops to quickly get parts 

like mouldings, mirrors or lights from 

anywhere in the country if they aren’t 

immediately available locally.

“I can order a part from a California 

dealer at 3 p.m. my time and have it at 9 

a.m. the next day,” Baugh said. “In some 

cases, the local dealer told me it would 

be two days out from the warehouse.”

Help vendors improve

Industry con-

s u l t a n t  a n d  

ABRN colum-

nist Mike An-

derson of Colli-

sionAdvice.com 

said Baugh’s ex-

amples demon-

strate the need 

for shop estima-

tors and parts 

managers to think strategically. Will it 

pay to give up a discount in order to get 

a part more quickly? He recommends 

meeting with parts managers annual-

ly to ask, for example, that they let you 

know if they can get a part from anoth-

er dealer but at less of a discount than 

your normally receive. That enables 

you to make that business decision.

“One of the principles of Toyota’s 

production system is to respect your 

suppliers by challenging them and 

helping them improve,” Anderson said. 

“Treat your parts vendors like you treat 

your employees. Challenge them to do 

better, and help them achieve it.” 

Gary Baugh

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

©2013 Wedge Clamp Systems Inc. All rights reserved. Patents pending.

In the dog-eat-dog business of autobody repair, you need the fastest 

paint system you can lay your paws on. And nothing’s faster than the 

98% pure, heated nitrogen of NitroHeat. 

 Its dramatically shortened flash-off times can put a brilliant shine 

on any shop’s bottom line. By reducing overspray and cutting  

paint costs up to 30%, NitroHeat’s amazing efficiency also resets  

the bar in transfer efficiency.  

 NitroHeat saves when converting to waterborne, too, because 

its efficient transfer and drying eliminate the need to upgrade 

your air circulation.  

  To find out more, call us at 1.800.615.9949 – or visit  

us at www.wedgeclamp.com.

Ingeniously designed to dry off faster.

See us at SEMA: Booth # 10669



For an OUTSIDE THE BOX Quality Parts

Solution Think INSIDE THE BOX

The majority of stepbumper replacements require you to source up to 10 individual parts from 

various suppliers, a time consuming procurement practice for parts can arrive separately, 

require shop assembly, are not cost effective, and results in cycle time delays.

Ordering a Diamond Standard ready to mount full assembly stepbumper system with its 

unique, trademarked part number results in a more cost effective “Inside The Box” solution.

Face Bar, Pull Bar, Brackets, Braces, Supports, Plastic Pads,

Hardware and License Lights (where applicable)

WWW.DIAMONDSTANDARDPARTS.COM

©2013 DIAMOND STANDARD PARTS, LLC
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The automotive A/C system has several high current com-

ponents that the electronic control units (ECU) manages, 

including the A/C compressor coil, blower motor and fan 

motors. Current fl ow through these components can run 

from three amps or so, to better than 20 amps. Current fl ow 

of that kind would spell almost certain death if it passed 

directly through the driver of a typical ECU, so a neat little 

elec tr ica l device known as the relay acts as an 

intermediary. 

The current required to turn a relay on or off usually is 

no more than a few tenths of an amp, a level the controller 

can handle. While the use of relays to control high current 

devices is certainly not limited to the A/C system (fuel pumps 

and window motors jump to mind), because this is our A/C 

issue, we’ll focus on those applications.

One fault, two circuits? 

If you remember your electrical fundamentals, you know 

that every circuit has fi ve basic elements: a source (typi-

cally the battery), a load (the component that the circuit is 

designed to operate), a circuit protection device (a fuse, 

circuit breaker or fusible link), a control (a means to open 

or close the electrical pathway and turn the load on or off) 

and a complete path that connects all of them together. 

When a load doesn’t work the way it’s supposed to, the 

fault has to lie in one of these fi ve areas. Easy, right?

How does all this apply to a relay-controlled circuit? The 

relay is an electrically operated switch that closes and opens 

the current path to the primary component (the compressor 

coil, blower or fan motor) we’re trying to operate, doesn’t it? 

That makes it a control in the primary component’s circuit.

But it is electrically controlled. Something else is turning 

the relay on (the electronic control unit that is managing the 

primary component). Doesn’t that make the relay a load, too? 

That’s another circuit entirely.

The fi rst step in diagnosing a problem in a relay-controlled 

circuit is to fi gure out whether the problem is on the primary 

component side of the relay or the load side of the relay. Most 

DIAGNOSING AN ELECTRICAL PROBLEM WITH AN A/C COMPRESSOR, BLOWING OR COOLING 
FAN? THE FIRST STEP IS TO FIGURE OUT WHICH OF TWO CIRCUITS YOU NEED TO FOCUS ON.
BY PETER F. MEIER  |  TECHNICAL EDITOR
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of us understand this instinctively when 

we glance over the schematic. The re-

lay marks an electrical crossroads of 

sorts. I know I’m not the only one who 

has stolen a relay from another section 

of the fuse box and swapped it with the 

suspect relay. If the primary component 

now works, though, does that mean it 

was the relay’s fault? And what did we 

learn if the component the relay is sup-

posed to control still doesn’t work? 

What's working? 

If an electrical circuit is complete and 

operating, current will be flowing 

through it. Measuring the amount of 

current can provide a quick answer to 

what is working and what’s not.

To use current to isolate which of 

the two circuits to focus on, go back to 

the schematic for the component you 

want to troubleshoot and identify its 

relay control. Trace the two power feeds 

at the relay (one for the relay, one for 

the component) back to the battery. 

Along the way, you’ll pass through at 

least one fuse, and that makes a great 

test point for your current measure-

ment. Often, the same fuse will be pro-

tecting both power feeds to the relay, 

allowing you to identify the problem 

side with one measurement. (If not, 

you’ll need to take a measurement at 

each fuse. For the purposes of this dis-

cussion, we’ll assume that one fuse 

feeds both.)

Remove the fuse and replace with a 

fused jumper wire. Place your low amp 

current probe around it, turn the pri-

mary component “on” and read the cur-

rent measurement. A reading of 0.0 amp 

tells you how the circuit where the re-

lay is the load is working. No current is 

(Left) You can quickly determine which of the two circuits needs your attention using 
a low amp current probe and your meter. (Right) The relay lies in the intersection of 
the circuits it is a part off and needs to be considered as a load AND a control.
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fl owing, so the relay is not on when it 

is supposed to be, and you need to di-

agnose why the circuit is open. There 

is either a physical “open” in the circuit 

or the control module in charge is not 

“closing” the circuit path on purpose.

To remove the relay itself as a pos-

sibility, swap it out with an identical 

relay and repeat the current test. If the 

current reading remains 0.0 amp, verify 

power to the relay. Once power is veri-

fi ed, connect your scan tool to see if any 

circuit-related codes are stored. Are all 

the input parameters that the control 

module uses to decide when to issue 

the on command intact? Can you com-

mand the relay on with the scan tool? 

Is the circuit path to the control module 

intact and free of excessive voltage drop?

A reading of less than 0.5 amp or so 

tells you that the relay is on and that 

whatever parameters the control mod-

ule needs to see to turn it on are all pres-

ent and accounted for. The primary com-

ponent, however, is not on, so focus 

instead on the circuit that uses the re-

lay as a control. Again, you’re looking 

for an open circuit condition, just this 

time it’s focusing on the path where the 

primary component is the load. To iso-

late the relay as a cause, simply jumper 

the relay panel’s terminals with a fused 

jumper wire to see if the primary com-

ponent starts working. If not, verify the 

integrity of the circuit paths on both the 

power and ground side of the primary 

component using the voltage drop test-

ing method. If power and ground volt-

age drops are in specifi cation, the fault 

has to lie in the component itself.

The last possible measurement will 

be in the whole amp range (1.0 to 20.0-

plus, depending on the primary com-

ponent type). That tells you that, elec-

trically, all is well. If the primary 

Electrical problems and low refrigerant 
aren’t the only reasons a compressor 
won’t engage.

ECUs control a variety of high current 
components by relay, an electronic 
switch.
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TESTING ELECTRONIC 
CONTROLLED VARIABLE 
COMPRESSORS

Ever-increasing fuel economy 

requirements as well as stricter 

emissions standards impact nearly 

every system on new cars. The 

automotive air conditioning system 

is certainly no exception. Today’s 

mobile A/C systems provide better 

cabin cooling using smaller amounts 

of refrigerant in more tightly sealed 

systems, run by more effi cient 

compressors; all leading to reduced 

emissions and better gas mileage.

Electronic Controlled variable 

displacement compressors (ECVs) 

are becoming more and more the 

norm for this very reason. Controlled 

by the Powertrain Control Module 

(PCM), compressor displacement (and 

pumping ability) can be precisely 

controlled to deliver the most effi cient 

operation possible under any given 

combination of conditions.  Unlike 

variable displacement units that are 

controlled as a direct result of the heat 

load on the evaporator (GM’s V5 or 

V7, for example), ECVs are controlled 

through an electronic solenoid that 

receives a pulse width modulated 

command from the computer. 

Displacement on an ECV can be 

quickly and seamlessly controlled in 

a matter of milliseconds. And since 

most ECVs have no clutch, traditional 

methods of diagnostics may lead to 

unnecessary compressor replacement.

That’s where the CLT1 ECV 

compressor driver tool (from Four 

Seasons, a Standard Motor Products 

company) comes in. This tool allows 

the user to command the compressor 

displacement up or down while 

monitoring system pressure and 

temperatures. The kit also includes 

a compressor solenoid simulator 

that plugs into the main harness 

to prevent the accidental setting of 

HVAC-related trouble codes.

component isn’t working, it is likely a 

mechanical fault with the component 

and not an electrical one. Some exam-

ples are A/C compressor clutches that 

have an excessive air gap, or blower 

motors that are mechanically seized.

Voltage what? 

Using current is an easy, convenient 

way to isolate which circuit you need 

to focus on, but many of us don’t own 

a low-amp current probe. And even if 

you do, you still will need to perform 

some traditional tests to pinpoint the 

exact problem. Let’s start with the cir-

cuit where the primary component is 

the load, because that is the simpler 

of the two to troubleshoot.

With just three measurements, two 

taken as close to the load as you can get, 

you should be able to narrow the prob-

lem down very quickly. The main issue 

will be accessing the component. Some 

compressors are buried in the engine 

compartment, making access to the con-

nector a little diffi cult. Ideally, you want 

to backprobe the wiring directly at the 

component’s connector. If you must pierce 

the wiring, be sure to use some liquid 

electrical tape to seal any holes you made, 

or you will have set the stage for a future 

failure. One alternative I also have used 

successfully is to disconnect the harness 

from the primary component and reposi-

tion it for easier access and then substi-

tute a different load (like a sealed beam 

headlight). This still allows you to test 

the circuit path for voltage drop issues. 

Just be sure to make up a jumper har-

ness that uses the correct size terminals 

so you don’t create any new problems 

while trying to solve the original one.

With the circuit on, measure the 

voltage directly at the battery and re-

cord your reading. Now measure the 

voltage available on the power side of 

the primary component, as close as you 

can get to the actual component itself. 

Keep the negative meter lead at the 

battery’s negative terminal to insure 

you are testing as much of the circuit 

path as possible. Record your second 

reading. Last, measure the voltage 

available at the ground side of the com-

ponent and record that reading.

Voltage available at the power side 

should be nearly equal to what you 

measured at the battery, while voltage 

measured on the ground side should 

be nearly non-existent. That is basic 

electrical theory. Voltage is used to 

overcome resistance and allow current 

to fl ow. Whichever side of the load isn’t 

reading as it should is the side with the 

problem. Start backtracking along the 

circuit path towards the battery until 

your reading does return to normal. 

Your problem lies between those last 

two measurement points.

If the power side and ground side 

readings are OK, the problem lies be-

tween your fi rst two test points or in 

the component itself.

No power to the component? Bypass 

the relay to eliminate it as the problem, 

being sure to use one identical to the one 

you’re testing. If the relay is OK, you’ll 

need to perform the same type of volt-

age drop tests on the relay control circuit. 

Make up a load substitute using an old 

turn signal bulb. Just be sure to use ter-

minal ends that match up with the fe-

male relay connector sockets to avoid 

damaging them. You should see the bulb 

light when the control module turns the 

relay on. If not, command the relay on 

using your scan tool and perform the 

same two load-side voltage measure-

ments you performed on the primary 

component earlier to identify which side 

of the circuit path has an issue. 

PETE
MEIER
TECHNICAL EDITOR

Pete Meier is an ASE certifi ed Master Technician and 
sponsoring member of iATN. He has over 35 years practi-
cal experience as a technician and educator, covering a 
wide variety of makes and models. His primary goal is to 
bring working techs the information they need.

  Email Pete at pmeier@advanstar.com

Excess resistance can be the cause 
of an inoperative component. Voltage 
drop tests will help discover where 
they are hiding.
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He admits being genuinely shocked 

when his production employees unani-

mously pointed to the single largest 

production inhibitor at his shop — 

space.

    The shop utilized 22,000 sq. ft. of 

repair space and another 3,500 for its 

offi ce and customer waiting areas. The 

issue was the shop's odd shape — an 

L-shaped building with long narrow 

workspaces. 

“My employees constantly had to 

move vehicles and equipment as we 

pushed work through,” says Wise. 

“They also had to work around each 

other a little too close.”

Wise didn't have the funds to in-

vest in a complete renovation of his 

building. Fortunately, he and his staff 

discovered the solution to their prob-

lem didn't require square feet. Open-

ing up just five or six inches in spe-

cific areas often was the key.

Working with a consultant from his 

paint vendor, Wise says he economically 

opened up an additional 920 sq. ft. of 

workspace, which now helps produce an-

other $5,800 a month in revenue.

BY TIM SRAMCIK  |  CONTRIBUTING EDITOR

TECHNIQUES        IN F OCUS  

Expand your work area and profits

The opulent customer waiting areas that G & C AutoBody 
showcases are part of its business model and not for every shop.

New shop owner Tony Wise held a production meeting three 
years ago aimed at locating the worst work log jams at Wise's 
Expert Auto in Charlotte, NC, a business he had purchased just 

two months earlier. Wise was a 12-year industry veteran who had 
worked for seven years as a tech and fi ve more in management. He 
also was a veteran of lean training. When he purchased his own shop, 
he envisioned using this training, and some innovative ideas of his own, 
to implement an operation free of the constraints he saw as holding 
back the success of other businesses where he had worked.

Making some 

elbow room
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Wise's problem is one that small- to 

medium-size shops face every day. 

Wise's experience shows that with some 

professional help, shops can make rela-

tively small modifi cations that add up 

to big changes in productivity. Let's look 

at fi ve of the most signifi cant changes 

your shop can turn over in just several 

days or hours.

Clean sweep 

Getting organized is the fi rst step in 

any effort to maximize space. It's key to 

a lean operation. Empty your shops of 

unnecessary materials, equipment, 

parts, etc. This is easier said than done, 

since shops often hold onto things out 

of a belief that they're valuable items.

Scott Elfsman, a design engineer in 

the service industry in Boston, says 

many businesses are bedeviled by this 

problem. “Americans could really take 

a cue from European and Asian busi-

nesses where space has always been 

at a premium,” he says. “They learned 

long ago that usable space is far more 

valuable than storage space.”

Elfsman says many shops keep items 

that cost more in productivity than they 

hold in actual value. Wise's shop had 

three damaged welders, a tire chang-

ing machine, dozens of damaged parts 

the previous owner planned to repair, 

along with other tools that were either 

outdated or unused for years. They were 

neatly stored, so they didn't appear to 

be a problem. The consultant convinced 

him to part ways with most of them.

Wise sold most of them for scrap and 

made over $300. The rest he placed in 

a rental bin. He opened up valuable pro-

cessing real estate and instituted a busi-

ness practice of focusing on process, 

not storage.

“In some cases we may have only 

cleared a couple of square feet from a 

wall,” says Wise. “That space was criti-

cal when it came to fi nding room for our 

techs to maneuver around vehicles.”

Go up top 

Elfsman says an international lesson 

shops should adopt is making use of the 

space above their work areas. With many 

shops' ceiling extending at least 20 ft., 

extensive space exists for necessary 

storage and other purposes.

 Wise invested in shelving for parts 

and materials. He says the few extra 

minutes employees use to get a ladder 

and locate what they need is more than 

offset by the space made available.

More important, he says, was his 

decision to run his power lines above 

his work areas. Instead of utilizing wall 

outlets, employees now use overhead 

confi gurations. The setup helps prevent 

problems created by electric cords that 

run across shop fl oors and allows work-

ers more options of where they can work.

Wise says this change was by far 

the most expensive of his search for 

space-saving solutions, but could pay 

the most dividends.

Go mobile 

Shops often view the number of bays 

they showcase as a sign of their success. 
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A more modest waiting area can 
be appealing and a better use of 
shop space.
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Not every bay needs a lift. Con-
sider opening up your bays and 
using movable equipment such 
as portable frame machines.

Universal

Tow-Eye

  with Safety Strap

6 ft. Safety Strap

iBolt Universal Tow-Eye

Watch the video at 

steckmfg.com

r Safely load many foreign and some domestic  

vehicles without causing damage.

r Utilizes tow-eye hole initially used for  

pulling vehicle down assembly line.

r Saves time! Easy to use!

r Certified to pull up to 1500 lbs.

r Tow-eye holes vary in size on  

different models…the  

iBolt fits them all!

Part
#71490

No need to carry  

every different  

tow hook
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ASME rated 80-gallon tank

Automatic start / stop 

     electric mag-starter 

Fully-enclosed belt guard 

7.5 HP, energy-efficient,             motor

Forced-air after cooler 

Integrated pressure unloader valve 

Precision balanced fan flywheel 

Cast iron cylinders and heads 

Forged aluminum alloy pistons 

A -

B - 

C - 

D -

E -

F -

G - 

H -

 I -  

 J -

K - 

L - 

M -

N -

O -

P - 

Q -

R -

S - 

T -

Forged aluminum alloy connecting rods 

Oversized replaceable air filters

Extreme-duty Tri-Max 100% cast iron pump

Balanced & forged ductile iron crankshaft

Oversized tapered roller bearings

Oil sight gauge 

Low RPM Hush-Quiet™ pump 

Pressure gauge with service valve 

ASME pressure safety valve 

Automatic pressure switch

Model #: LS7580V-601
MRP: $2125*

Valid at participating dealers. Prices subject to change after September 30, 2013*



Elfsman says this notion is somewhat 

fl awed if shops believe that every bay 

must feature either an in-ground lift or 

frame machine. 

“Shops need to consider usable 

space,” he explains. “If you have some-

thing occupying space that doesn’t 

justify the space taken or if the space 

could be better used, you have to make 

that change.”

In Wise’s case, he replaced an ag-

ing frame rack with a newer, portable 

model. This opened up space that 

helped him more easily maneuver ve-

hicles through his facility. 

His employees balked at the notion 

at fi rst since they were more comfort-

able with a drive-on system, but the 

trade off in space, along with other 

benefi ts such as the ability to straight-

en frames anywhere in the building, 

convinced them the move was smart. 

“Once they bought into this change, 

they began making suggestions of 

where else we could free up space or 

better use what we had,” he says. 

Slim your waiting room 

For the past two years, G&C Auto Body 

has been an ABRN Top Shop. The busi-

ness prides itself on opulent customer 

wait areas that is part of G&C's unique 

business model and not necessarily 

the best financial choice for other 

shops.

 Elfsman says wait space is prob-

ably wasted space for most collision 

repairers, better suited for mechani-

cal repairers whose customers have 

shorter wait times. Collision work takes 

days. For most shops, a simple, but 

comfortable, area is all that's needed 

for customers while they wait for an 

estimate or a vehicle to be delivered.  

Give at the offi ce 

Look for savings in your offi ce space 

the same way you do in your service 

areas. Unused and out-of-date print-

ers, computers, fax machines, along 

with fi ling cabinets packed with pa-

perwork, take up valuable real estate 

that impedes administrative work.

Wise found an even better use for 

this space after he organized his offi ce 

area, giving it back to repair areas. 

After removing several aging fi ling 

cabinets and asking his estimators 

and offi ce staff to organize their work 

areas, Wise decided to downsize his 

cavern-like personal offi ce. 

“It was excessive,” he says. “All I 

really needed was a place for my desk 

and some extra room to meet with cus-

tomers and insurance reps.”

Wise had the walls of his offi ce moved 

in, opening up over 200 sq. ft. of space 

that eases the fl ow of vehicles through 

the facility and provides room for bum-

per work and other minor repairs. 

Wise says the tradeoff has more 

than paid off fi nancially. It also has 

provided one more benefi t.

“It’s a reminder for me to spend more 

time on the shop fl oor,” he says. “You’re 

going to get a lot more from your busi-

ness by concentrating on your processes 

instead of sitting behind a desk.” IM
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Damaged and old parts and 
equipment take up valuable 
room in many shops. Either 
move them outside (like here) or 
elsewhere or scrap them.

IM
A

G
E

 /
 M

O
O

D
Y

’S
 C

O
LL

IS
IO

N
 C

E
N

TE
R

Note that this space contains a 
frame and tire machine, along 
with other tools. The availability 
of just a few extra square feet of 
space allows the employee to 
work effi ciently and comfortably.

COLLISION SHOPPERS SHOWCASE
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The ASE Blue
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automotive
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have to, but because
they want to.
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For more information on Valspar Refinish and our other 
refinish technology solutions please contact us at  

www.valsparauto.com

With the solvent based Low VOC product line, you can 

comply with the most stringent local and state VOC 

regulations without the troubles and costs of converting 

to a waterbase alternative.

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

Color.
Technology.
Trust.
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DIAMOND STANDARD

FULL STEPBUMPER 

ASSEMBLIES

Why source up to 10 indi-
vidual parts from various sup-
pliers, a time consuming pro-
curement practice? Diamond 
Standard ready to mount full assembly stepbumper systems 
result in a more cost effective INSIDE THE BOX solution, reduc-
ing assembly and cycle time. Available in 391 certified parts and 
multi-purpose vehicle applications; chrome and painted.

www.DiamondStandardParts.com

(877) 398-5756

BLAIR EQUIPMENT

ROTABROACH COMBO KIT

Blair Equipment introduces a new 
Rotabroach® Sheet Metal Hole Cutter 
Combo Kit, which combines the small 
diameter kit (part no 11090) and the 
large diameter kit (part no 11091), 
into one convenient package. Included in the set are 13 sizes of 
Rotabroach Cutters from 5/16” to 1-1/2”.  Rotabroach sheet metal 
cutters can drill holes in materials up to ¼” or ½” thick depending 
on diameter. The cutters make holes that are virtually burr-free and 
do not deform the surrounding material, even on thin sheet metal. 

www.BlairEquipment.com

(810) 635-7111

COLLISION PRODUCTS GUIDE

RBL PRODUCTS, INC.

FOAMING PRE-CLEANER

“Foam is your future,” says RBL 
Products, Inc. President Ron Lipson. In 
May, RBL launched an industry first, a 
water-based foaming pre-cleaner that 
contains no alcohol and zero VOCs. The 
RBL system is designed as a foaming wax and grease remover 
prior to paint. It also works great for removing road grime, salt and 
rubbing compound. The best characteristic of the foam is that is 
stays on the surface until you wipe it off. 

www.RBLProducts.com

(800) 584-8111

MOTOR GUARD

PLASTIC REPAIR SYSTEM

The Magna-Stitcher Plastic Repair System 
is a complete unit with all the power and 
accessories needed for structural repair 
of plastic parts. The MS-2500 works by 
welding a rigid stainless steel stake into 
the surface of the plastic, resulting in a 
permanent repair of the crack. The system features a powerful work 
light in the gun to illuminate out-of-the-way areas and comes with an 
assortment of Magna-Stakes. Made in the U.S.A.!

www.MotorGuard.com

(800) 227-2822

ESAB WELDING & CUTTING

WELDING SYSTEM

ESAB Welding & Cutting Products 
introduces the new Swift Arc series 
of pre-engineered, robotic welding 
cells available in 3 models: Swift 
Arc AL (angle-load), Swift Arc FL 
(front-load), and Swift Arc SL (side-
load) robot cells. The complete 
robotic system is delivered ready-to-weld. Just hook up the input 
power, gas, and wire to start welding.

www.ESAB.com

(800) ESAB123

PLASTIKOTE 

TRUCK BED LINER

PlastiKote Truck Bed Liner can extend the life 
of your truck bed while helping prevent rust 
and scratches. This durable and long-lasting 
bed liner paint is available as an aerosol, a 
gallon can and a truck bed liner kit. The aero-
sol PlastiKote Truck Bed liner paint (264) bonds to the surface, resisting 
abrasion and has textured, recycled granules to create a skid resistant 
finish. The flexible, textured surface minimizes cargo slippage, resists 
fading and withstands extreme hot or cold temperatures. 

www.PlastiKote.com

(866) 222-8714

LISTA INTERNATIONAL

STORAGE WALL SYSTEM

Lista International Corporation offers the 
Lista Storage Wall® System, a flexible 
storage system that combines modular 
drawers, shelves and roll-out trays. The 
Storage Wall System provides high cubic 
density storage, can utilize all available 
ceiling height and is available in two different depths. This unique 
storage solution is ideal for maintaining an organized and smooth-
running parts department in automotive dealerships.

www.Lista-Automotive.com

(800) 722-3020

3M

FINISHING FILM DISCS

3M™ Purple Finishing Film Discs are spe-
cially formulated with an improved coating 
that levels surface defects, requires less 
buffing and rework and reduces pigtails 
for a perfect finish on clear coat. The discs 
combine 3M’s abrasive coating technology with innovative design 
that greatly reduces pigtails in the sanding process. They are avail-
able in 3 inch, 5 inch and 6 inch discs, in 600, 800, 1000, 1200 and 
1500 grit. The 6-inch disc also is available in a dust-free version.

www.3M.com

(877) MMM-CARS
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When it comes to Body & Fender Tools, 

“Manufacturing Quality Hand Tools Since 1917”

A Division of Martin Sprocket & Gear, Inc. 

����53!�4//,�s�WWW�MARTINTOOLS�NET

MADE IN USAMADE IN USA Originally published in 1931

s�#OMPLETE�,INE�OF�"ODY���&ENDER�4OOLS
s�(AMMERS��$OLLIES��3POONS���0ICKS
s�7OOD�AND�&IBERGLASS�(ANDLES
s�-ADE�FROM�53!�'RADE�3TEEL
s�#OMPLETE�,INE�OF�)NDUSTRIAL�'RADE�(AND�4OOLS

See 
  For Yourself 

at SEM
A#10773!

For more information circle #32

LA-MAN CORPORATION

MEMBRANE DRYER

LA-MAN Corporation offers the 
AMD-035 SuperStar Membrane 
Dryer that provides ultra-clean 
and ultra dry compressed air. The 
innovative AMD-035 Membrane 
Dryer lowers the dew point by continuously removing water vapor 
and venting into the surrounding atmosphere. With dew point 
temperatures reduced 20 degrees Fahrenheit or more, the AMD 
035 SuperStar Membrane Dryer is an ideal solution for spray 
booth applications.

www.LAMAN.com

(800) 348-2463

ALLIANCE SCALE, INC.

WHEEL WEIGHING SCALE

The Alliance/CAS Wheel Weighing Scale 
provides an accurate way to assure that 
loads are balanced and axles are not being 
overloaded on vehicles to prevent uneven 
tire wear and poor handling. Made of rug-
ged cast aluminum with built-in ramps, 
users can drive each wheel over the scale 
separately and scales can be linked to 

weigh an entire multi-axle vehicle at once.

www.AllianceScale.com

(800) 343-6802

COLLISION PRODUCTS GUIDE

AMSOIL

AUTOMOTIVE WASH

AMSOIL Miracle Wash® Waterless Wash & Wax 
is a quick and convenient automotive wash that 
delivers outstanding performance in an economi-
cal spray can. It protects against the ultraviolet 
rays, repels light dirt and dust, and leaves vehicles 
with a shiny, tough protective finish. Surfactants 
lift dust and dirt from the surface. Miracle Wash 
then acts as a shield protecting the surface from 
abrasion while you wipe the surface clean.

www.AMSOIL.com

(715) 392-7101

EASTWOOD COMPANY

AEROSOL PAINTS

The Eastwood Company has launched 
2K Aero-Spray — the next generation of 
aerosol paints! 2k Aero-Spray is essen-
tially a paint gun in a can. Unlike traditional aerosol cans that contain 
air dry, 1K paints, Aero-Spray features 2K, two-component catalyzed 
paints. 2K paints are more durable than 1K paints, and are the prod-
ucts used today in auto refinishing. Featuring an adjustable, wide fan 
pattern nozzle, 2K Aero-Spray applies with a pattern similar to a paint 
gun and covers up to 5x more than conventional aerosol cans.

www.Eastwood.com

(800) 343-9353

AUTODATA

INFORMATION 

SYSTEM

Autodata 
Publications has expanded its online automotive information sys-
tem, Quick-Reference PRO (QRP), to include vital additional wiring 
diagrams. Spanning five different systems, the wiring diagrams 
cover door locks, headlights, power windows, exterior lights and 
wipers/washers. The latest release has been updated with informa-
tion on more than 60 of the latest vehicles.

US.Autodata-Group.com

(800) 305-0338

ITW EVERCOAT 

FINISHING PUTTY

ITW Evercoat introduces the latest addition 
to our Metalworks® product line, EverGold™ 
Finishing Putty. It is designed to increase pro-
ductivity, decrease material costs and provide premium results. The 
putty spreads and levels to a smooth finish, reducing sanding time to 
remove heavy texture. It easily sands with 180 grit sandpaper, elimi-
nating the need for coarse grits that can cause sand scratch swelling.  

www.Evercoat.com

(513) 489-7600
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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

Check the box for more information on all:
☐ Accessories
☐ Adhesives
☐ Air Supply Systems
☐ Clothing and Personal Safety
☐ Collision Repair Parts
☐ Detailing
☐  Frame/Structural Straightening 

Equipment
☐ General Repair Parts
☐ General Shop Equipment 

☐ Hand and Power Tools 
☐ Heating and Cooling Services
☐ Interior
☐  Office Management/Information 

Systems
☐ Paint and Refinish
☐ Paintless Dent Repair
☐ Shop Supplies
☐ Spray Booths
☐ Welding

NAME (please print) ______________________________________________
SUBSCRIBER NUMBER FROM LABEL ___________________________________
JOB TITLE _____________________________________________________
COMPANY NAME ________________________________________________
ADDRESS _____________________________________________________
CITY, STATE/PROVINCE ____________________________________________
ZIP/POSTAL CODE _______________________________________________
IS THIS YOUR HOME ADDRESS?  ☐ yes   ☐ no
PHONE _______________________________________________________
FAX  ________________________________________________________
EMAIL  _______________________________________________________

WWW.ABRN.COM/READERSERVICE





FREE
Super Sponge

2",�0RODUCTS�s������2USSELL�s�$ETROIT��-)�������s�WWW�2",0RODUCTS�COM
  

��)RU�XVH�RQ�DOO�VXUIDFHV

��,GHDO�IRU�SUHSSLQJ�VXUIDFH�SULRU�WR�SDLQWLQJ

��&OHDQV�URDG�JULPH�DQG�GLVVROYHV�URDG�VDOW

��5HPRYHV�UXEELQJ�FRPSRXQG

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:

)RDPHU�6SUD\HU
#3132FO

)RDPLQJ�3UH�&OHDQHU�
#12022 (1 gal.)

6XSHU�6SRQJH
#526

with Purchase
of Sprayer &
Pre-Cleaner 

FREE
Super Sponge

)2$0,1*
35(�&/($1,1*�6<67(0
Water-Based Wax & Grease Remover

Water
Based, 

Zero VOCs,
No Alcohol

ORDER Pre-Cleaning System Part #12024



   
SEARCHAUTOPARTS.COM  VOL .52.08  61

     MARKETPLACE

PAINTLESS DENT REPAIR

Want a career in Paintless Dent Repair?Want a career in Paintless Dent Repair?

Inquire @ flexadent.com or call 913-780-4040

Hail Team Services. Partner your body shop with Flexadent. 

We offer:  Over 20 years of experience, highly skilled certified 

technicians, professional support to work the insurance adjusters  

and CAT Teams, and our repairs are backed by our written warranty.

Get trained by the best and jump start your career with Flex-A-Dent.  

We have the highest success rate in the industry.  

Guaranteed results for our body shop customers.

POSIT IONS AVAILABLE

PRODUCTS & SERVICES

PRODUCTS & SERVICES

SOF TWARE

1000 + Automotive jobs Online

www.ACTAutoStaffing.com

800-489-0536

Looking for Collision Personnel?

7,500 + Collision Personnel Resumes Online

looking for a job?

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

For advertising 

opportunities 

please contact:

Keith Havemann

310-857-7634

or e-mail: 

khavemann@advanstar.com

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

website at www.wrightsmedia.com

Logo Licensing    |    Reprints    |    Eprints    |    Plaques

Leverage branded content from ABRN to create a more powerful and 

sophisticated statement about your product, service, or company in 

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

about how we can customize your acknowledgements and recognitions 

to enhance your marketing strategies.

Content Licensing for 

Every Marketing Strategy

Marketing solutions fit for:

t Outdoor

t  Direct Mail

t  Print Advertising

t  Tradeshow/POP Displays

t Social Media

t Radio & Television
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n a previous column, I mentioned that whenever a 
shop approaches me looking for help with mar-
keting, my first question is always, “What’s your 
closing ratio?” Because before you try to attract 
more potential customers to the door, you need 

to make sure you’re converting enough of the cur-
rent “shoppers” coming to your door into “custom-

ers” who make an appointment to have their car repaired.
So if you aren’t doing so already, track your closing ratio for 30 

to 60 days. If you write 100 estimates and get 60 of those jobs, 
you have a 60 percent closing ratio. And if your closing ratio isn’t 
85 percent or better, you need to focus more on “selling” than on 
“marketing.”

Think about it: Let’s say you have 
a 65 percent closing ratio and you 
currently have annual sales of about 
$1 million. You can quickly estimate 
that your potential sales from all your 
estimates is about $1.53 million ($1 
million current sales divided by .65 
closing ratio). If you could nudge up 
your closing ratio by capturing just 
10 percent of those lost sales, you’ve 
added $153,000 to your annual sales 
without spending a dime more on 
marketing.

But to do this, it’s not enough to 
just know your closing ratio. You also 
need to know WHY people didn’t 
schedule repairs with you. What was their reason, their objection?

It could be because they feel they need to get multiple esti-
mates. It could be because they need to check with their spouse. 
It could be because they think your shop is too expensive, or 
because their insurer told them you are hard to work with. It 
could be because they need a loaner car or want their deductible 
waived. Most shop management systems will allow you to track 
these objections, but you can do it manually even if you don’t have 
a management system.

Here’s why: In my shop, we were determined to keep our clos-
ing ratio high, to let as few of the potential jobs that came to our 
door get away. So the first Thursday of each month, I’d bring the 
office staff together and we’d look at our closing ratio number. 
We’d also look at the reasons we weren’t able to get potential 
customers to schedule appointments.

We’d then brainstorm what we could do as salespeople and 
as an organization to overcome the objections we were hearing 
from potential customers. How do we counter when they say 
their insurer told them we’re “not on their list” or are “hard to deal 

with?” How do we get past their belief that they need to get three 
estimates? What if they say they want to find a shop that will waive 
their deductible?

We’d use those discussions to build sales scripts and training 
that address those objections, one at a time. Then we’d role-play 
the scenarios so they could practice and learn how to overcome 
those objections.

If the objection was that another shop has a loaner car, for 
example, we’d make sure the potential customer knew we offer 
them free pick-up and delivery within 10 miles of the shop (and 
estimators knew they could extend this range based on the job). 
We’d make sure they knew we could coordinate a rental they 
could pick up and drop off at the shop. We’d offer to contact 
their insurer if they weren’t sure if they had rental car coverage. 
We could offer them some mass transit passes, or as appropri-
ate, take advantage of some of the free rental days our rental car 
vendor offered us.

We built a whole series of these types of responses for a 
variety of different objections we encountered. While I think 
going through this process with your own staff is a valuable 
exercise, you can also download the “Overcoming Objections” 
document we developed at my shop by visiting ABRN.com/
OvercomingObjectives.

So before you pour dollars or effort into marketing to get more 
potential business to the door, measure how much of that poten-
tial business you’re capturing (your closing ratio). And if it’s not 85 
percent or better, put some effort into helping your team overcome 
the objections they’re hearing. 

CUSTOMER
OBJECTION: 
OVERRULED

Increase your closing ratio and 
boost sales by countering 
customer concerns

Brainstorm 
with your team 

what you can do 
as salespeople 

to overcome 
the objections 

you are hearing 
from potential 

customers. 

I

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

Mike Anderson, a former shop owner, 

currently operates COLLISIONADVICE.COM, a 

training and consulting fi rm. He also acts as 

a facilitator for DuPont Performance Services’ 

Business Council 20-groups.

If you have an business issue or question 

you’d like Mike to address, email him. 

mike@CollisionAdvice.com
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Toll Free: 1-877-PRO-SPOT (776-7768)
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SP-5

Smart MIG
NP-3

Nitrogen 
Plastic Welder

i5

SMART RESISTANCE 
SPOT WELDER
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All In One

Comes pre-
programmed with
several different
synergic curves, with
the ability to program
and save custom
curves.

Auto switching:
������ᙔ$OXPLQXP
������ᙔ6LOLFRQ٨%URQ]H
������ᙔ6WHHO
      + TIG & MMA (Stick)

Don’t Replace
Plastic Parts

Repair Them!

Plug the
HSW-200
Staple
Welder
Directly into the NP-3 Panel.

The i5 measures the thickness of the metals
automatically using the latest optical technology.
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.

Just In:
Global OEMApproved ByMercedes-Benz

Aluminum Silicon-Bronze Steel

PR-112 Plasma Cutter

Spot Weld Drill

��%XPSHUV
��+HDGOLJKWV
��+LQJHG�7DEV

Welds Most

Plastics:

��/HVV�*DV�8VDJH
��*UHDWHU�(IILFLHQF\
��6LPSOH�DQG
��$XWRPDWLF

Auto Gas

Switching:
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Where Speed Meets Green
R-M® believes you shouldn’t have to choose between being productive and being VOC  

compliant. That’s why we’re introducing Onyx HD™ Low VOC Productive System, a compliant 

solventborne alternative that dries quickly in most shop environments. When you switch to 

Onyx HD, you can enjoy the benefits of a tried and true solventborne system  

that meets all VOC standards for North America and uses COLOR-MAX®, one of  

the fastest and most accurate color tools in the industry. For more information,  

please call 800-325-8000 or visit www.basf.com/onyx-sb.

Automotive  
Finishes

Scan with a QR code reader to learn more about Onyx HD Low VOC Productive System.
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Dedicated to Qual i t y  Kia Vehicle Repairs

2014 KIA CADENZA with packages shown with optional features. Initially only available in 
certain markets with limited availability. Not all optional features are available on all trims.  
www.kia.com

Proper Adjustment
Vehicle-specific maintenance

Refined Steering
Replacing the intermediate 

steering shaft

Engine Protection
Genuine Kia oil filters
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K ia is on a hot streak with record-

breaking new vehicle sales and 

fresh new designs for 2013. Kia 

Motors America (KMA) continues 

its mission to create an outstanding 

customer experience throughout the life 

of every vehicle—a value stream that 

extends all the way to maintenance and 

repair. Continued record-setting sales 

foreshadow increased future demand for 

maintenance and accessory sales. 

Kia has rolled out what is arguably 

its best ever vehicle designs. Sleek, eye-

catching and in tune with the market, 

the all-new 2014 Cadenza and Forte 

sedans joined the 2014 Sorento CUV as 

three of seven all-new or significantly 

redesigned vehicles scheduled to launch 

this calendar year.  Each of these new 

products furthers Kia’s efforts to advance 

value to new levels of sophistication by 

combining European-influenced styling 

with cutting-edge technology.

New product launches combined with 

strong demand for vehicles already in 

the line contributed to KMA’s best ever 

April sales of 47,556 units. The Optima 

midsize sedan led Kia’s sales for the 17th 

consecutive month with 14,678 units 

sold, and together with the Sorento CUV, 

accounted for nearly 50 percent of total 

sales for the month. The Soul urban 

passenger vehicle also recorded robust 

monthly sales of 11,311 units. 

As the Kia brand continues to 

resonate well with consumers and create 

record sales, Kia’s success bodes well for 

maintenance and repair business now 

and down the road. And Kia makes it 

easy with Genuine Kia parts and expert 

technical advice from local Kia dealers.  

Designed and manufactured to the 

same exacting standards as the origi-

nal equipment, Genuine Kia Parts are 

engineered and made to fit precisely and 

function flawlessly. Your Kia dealer also 

offers a complete line of vehicle-specific 

appearance and accessory products, as 

well as unique style and functionality 

upgrades to help your customers person-

alize their vehicles.

The same passion and dedication that 

drives our innovative vehicle design is 

also built in to every Genuine Kia Part. 

Look to your Authorized Kia Dealer 

for replacement parts to keep your 

customers satisfied mile after mile.

Kia Motors America, Inc.

Engine Protection
Genuine Kia oil filters deliver 
premium performance

11

Proper Adjustment
Vehicle-specific maintenance  
for the 2009 Kia Rio 

3

In This Issue

New Model Launches Promise  
Continued Service Opportunities

VOL. 8 | NO. 2 FALL 2013 | Quality Connection is published by Kia Motors America

Our View

Kia Motors America makes no warranties/guaranties regarding the instructions represented in this publication. Do not attempt without the proper skills, training, or tools.

Refined Steering
Replacing the intermediate 
steering shaft 

8

2014 Forte sedan



,JB�WFIJDMFT�BSF�BU�UIF�GPSFGSPOU�PG�

UPEBZsT�BVUPNPUJWF�EFTJHO��6OJRVF�

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

FOHJOFFSJOH�BOE�GJU��,JB�DVTUPNFST�

EFTFSWF�(FOVJOF�,JB�

DPMMJTJPO�SFQMBDFNFOU�QBSUT�

UP�LFFQ�UIFN�TBUJTGJFE�GPS�

ZFBST�UP�DPNF��0VS�CSBOEsT�

QPQVMBSJUZ�DPOUJOVFT�UP�

HSPX�NFBOJOH�NPSF�,JB�

DVTUPNFST�GPS�ZPVS�TIPQ��

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

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

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

BTTJTUBODF�BOE�EFMJWFSZ�PG�

ZPVS�QBSUT�



4    QualityConnection    www.kiagenuineparts.com | www.kia.com

Collision

Proper Adjustment

When your customers bring their Kia Rio in 

for maintenance, it’s the perfect time to check 

for issues that can help to ensure complete 

customer satisfaction. On 2009 Rio’s built 

during production dates from 7/12/2008 

to 9/10/2008, check the fuel door and rear 

door glass for minor adjustments, which may 

be needed. Quick and easy, the following 

procedures provide steps to ensure your 

customer’s Rio is properly adjusted. 

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

Vehicle-specific technical information from your local Kia dealer 
offers opportunities to provide total customer satisfaction  
during maintenance.

Fuel Door Adjustment

Inspect the fuel door to ensure it remains in the 
open position for refueling. If it does not, the 
condition is easily remedied with a quick procedure 
to adjust the open door detent tab on the fuel door 
assembly. The adjustment decreases the detent 
height, enabling it to lock securely in place.

MODEL FEATURED:
2009 Rio  
(4 door)
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1. Open the fuel filler door to gain access to the fuel door 

mounting bolts, and remove the fuel cap tether hook from 

the fuel filler cap. 

2. Remove the fuel door mounting bolts from the body. 

Take care not to scratch the paint when removing the bolts.

3. Perform the procedure on a covered surface to prevent 

scratches to the painted fuel door surface.

4. Using a file, remove approximately 1 mm of plastic 

material from the end of the locking detent tab. Remove only 

enough material until the door has a slight noticeable detent.

5. Install the fuel door and tighten the retaining bolts to 

35~44 inch lbs (4-5 Nm), and reattach the tether to the cap.

6. Check to make sure the fuel door is centered and 

adjusted properly.

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

— Rear door glass alignment begins on next page
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1.  To determine if the condition exists, check for a 0.5 –  

1.5 mm gap between the weather strip and window frame on 

the left door quarter glass. 

2.  Loosen and remove the upper quarter window track 

retaining screw, and partially remove the weather strip to gain 

access. Take care not to scratch the paint. 

3.  Pull the rear quarter glass assembly rearward, using the 

vertical window track as indicated. This will seat the glass run 

and eliminate the slight gap.

4.  Align the vertical window track to the upper doorframe, 

and reinstall the screw, tightening to 35~44 inch lbs (4-5 Nm).

5.  Reinstall the weather strip, and ensure it is properly 

routed into the channel and secured.

6.  When complete, clean the window glass before returning 

the vehicle to your customer. 

Door Glass Adjustment

A slight gap in the left rear quarter door glass 
may cause wind noise at high speeds. Inspect 
for a gap, and follow this quick procedure to 
set the door glass and weather strip in the 
proper position.
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Refined Steering

Mechanical

The steering wheel is the place where a driver 

gets most of his feedback on the performance 

of a number of vehicle systems, including the 

tires, suspension and brakes.  As simple as 

the steering column seems to be, issues may 

arise that require close investigation.

In areas where heavy road salt is used, owners of 

some 2002-05 Kia Sedonas have identified increased 

steering effort and noise from the intermediate 

steering shaft. Initial signs of this condition present as 

noise or rattle at low speeds. This condition is remedied 

by replacing the intermediate steering shaft with Kia 

part number 0K52Y 32550 and following the procedure 

detailed at below.

MODEL FEATURED:
2002-2005  
Sedona

Intermediate Steering Shaft - PN 0K52Y 32550



www.kiagenuineparts.com | www.kia.com    QualityConnection    9

Intermediate Steering Shaft Removal

1 Prior to beginning the replacement procedure, road test 

the vehicle and establish that the steering wheel is centered 

while driving straight. If it is off-center, note the direction and the 

approximate number of degrees. A preexisting alignment issue 

must be addressed separately prior to performing replacement of 

the intermediate steering shaft.

2 Use the ignition key to unlock the steering column. It must 

remain unlocked throughout the procedure. Under the 

dash, loosen but do not remove the two upper joint pinch bolts 

that attach to the steering column and intermediate shaft. Ensure 

the pinch bolts grasp the shaft tight enough that no play is felt.

3 Raise the vehicle on a lift, and loosen but do not remove 

the lower intermediate shaft pinch bolt. With the wheels 

pointing straight forward, center the pinch area of the lower in-

termediate shaft joint on the raised rib and/or circular reference 

point of the steering rack housing. You may need to clean and 

re-mark this area with a paint marker for reference.

4 Lower the vehicle so the tires firmly contact the floor. With-

out moving the steering wheel, carefully install a steering 

wheel holding device.

Note: For any number of reasons, the steering wheel may no 

longer be centered once the lower intermediate shaft joint is aligned 

to the steering rack as outlined in step three. The steering wheel 

must be locked in the position resulting from alignment of the lower 

intermediate shaft joint to the steering rack, and may not necessar-

ily be centered. Do not allow the steering wheel to spin freely while 

replacing the intermediate steering shaft. This may cause damage 

to the clock spring and will affect centering of the steering wheel 

following replacement.

5 Remove the previously loosened upper intermediate shaft 

joint bolts. Slide the joint down onto the splines of the 

intermediate shaft. This will allow the joint to be removed from 

the bottom of the steering column shaft. Do not allow either the 

steering wheel and/or intermediate shaft to turn. Remove the 

upper intermediate shaft joint from the intermediate shaft and  

set aside for reinstallation.

1

2

3

4

5



6 Raise the vehicle on the lift and remove the loosened pinch 

bolt from the lower intermediate shaft joint. Then remove 

the intermediate shaft from the steering gear shaft. Do not  

allow the joint to turn when removing the bolt and/or  

intermediate shaft.

Intermediate Steering Shaft Installation

7 Install the new intermediate shaft, aligning the pinched 

area of the lower joint with the raised rib and/or circular 

reference point of the steering gear housing. Lightly tighten the 

pinch bolt, making sure not to rotate the steering gear shaft. Do 

not fully tighten the pinch bolt. Lower the vehicle so the tires 

firmly contact the floor. 

8 A: The shaft’s upper joint has a master spline on its lower 

joint section that ensures proper phasing of the two joints 

of the intermediate shaft. Note that the upper section of the joint 

does not have a master spline.

B: The intermediate shaft has a master spline that ensures proper 

phasing of the two joints of the intermediate shaft.

C: The upper joint master spline must be aligned with the inter-

mediate shaft master spline as indicated to ensure proper phasing 

of the two joints of the intermediate shaft. Only the bottom sec-

tion of the upper joint has a master spline.

9 Under the dash, reinstall the intermediate shaft upper joint, 

paying close attention to the master spline alignment be-

tween the joints lower section and intermediate shaft.

10 Fully install the upper intermediate shaft joint and 

tighten to 16 – 20 lb ft.

11Raise the vehicle and tighten the joint at the steering 

gear shaft to 16 – 20 lb ft. Lower the vehicle and remove 

the steering wheel holding device, then road test the vehicle 

to confirm that the customer concern has been addressed. 

Additionally, check that the steering wheel is still aligned as it  

was prior to shaft replacement. 
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Advanced Engine 
Protection

P
rovide your Kia customers with optimal engine 

protection by installing a Genuine Kia oil filter 

with every oil change. Kia filters offer advanced 

engine protection with premium filter media, 

trapping damaging dirt and particles that can threaten the 

life of your customer’s engine. 

Extended oil change intervals and advanced engine 

technology place high demands on oil filters. Use Genuine 

Kia filters as your first line of defense against harmful  

contaminants to help maximize engine longevity.  

Genuine Kia oil filters deliver premium performance

2014 KIA CADENZA – Initially only available  
in certain markets with limited availability.

Contact your  
local Kia dealer  
for the complete range  
of Genuine Kia Parts.



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

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

Introducing the Kia Technical Connection

Free, Easy, and  
Accessible 24/7

The Kia Global Information System  
is a rich resource that includes

s�Technical Service Bulletins 

s�Installation Instructions

s�Service Actions

s�Body Dimensions

s�Specialty Service Tools

s�Service Training Documents

s�Maintenance Schedules

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