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IN AN INDUSTRY
JUDGED ON
PERFORMANCE,

If you want to know where a company is headed,
just look at where they’ve been. For over 111
years, we've served the automotive industry with
market-leading products and expertise. Today,
we’re building on this legacy by investing in the
technology required for decades of future success.
Trust the name that stands the test of time.
Partner with PPG.

Follow us online: u n www.ppgrefinish.com

Only one thing lasts longer than our coatings. Our commitment to you.

©2014 PPG Industries, Inc. All rights reserved.
The PPG Logo and Bringing innovation to the surface are registered trademarks of PPG Industries Ohio, Inc.
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STAY RELEVANT, EDUCATED
WITH EVENT TRAINING

Use opportunities like Automechanika Chicago to
understand industry developments, changes.
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OPERATIONS FOR PROPER PAYMENT

BY ART HARRIS | ABRN BLOGGER

Is full frame replacement a body, mechanical or frame opera-
tion? How you code it on your estimate will determine your re-
imbursement rates.
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WHY ATTEND?

GET MORE THAN TRAINING FROM
AUTOMECHANIKA CHICAGO

1 UAside from the wide variety of courses
from top trainers, there are other reasons

to take time away from your shop and
make it a long weekend in the Windy City.

CERTIFICATION OPPORTUNITIES

ABRN.COM

AUTOPRO
WORKSHOP

GET CERTIFIED IN CHICAGO

1 Automechanika Chicago will offer onsite
opportunities to earn ASE, NATEF and
MACS Section 609 certification. Training
seminars can also be used for continuing
education CE credits.

VISIT ABRN.COM
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FEATURED COLUMNS

THE SHOP OWNER

BY MIKE LEVASSEUR

HEAR THE VOICE OF THE CUSTOMER

23 CSl reports can give you details beyond
just shop financials to explain what is
really happening in your business.

PROFIT MOTIVE
BY TOM MCGEE

SUPPORT YOUR LOCAL FIRST RESPONDERS

3 Training and outreach events for
community first responders reward your
neighborhood and your business.

THE LAST DETAIL
BY MIKE ANDERSON

IT'S TIME TO STOP THE NONSENSE

74 Extend clearcoat to the natural breaking
point to give customers a lifetime paint
warranty, and get paid for it.

WHAT IS ABRN COMMUNITY? The ABRN community is an online NETWORK for your business. It's a place to go to post articles , blogs, videos, photos and audio clips to share
ideas with other collision repairers. Community content is used in ABRN's twice weekly e-newsletters. Check it out at http://warkshap.search-autoparts.com
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The CAPA 501 Bumper Certification Standard.
Because bumpers aren’t supposed to explode on contact.

Too many aftermarket bumpers don't auto safety and the study of vehicle
perform as they should. damageability put our new standard
to the test.

Either they shatter into thousands of

pleces on impact or they fail to deform  In comparative, full vehicle low- and

In a controlled manner dangerously high-speed crash tests, CAPA Certified
compromising many of the safety bumpers provided nearly identical
systems modern vehicles depend damage protection to the vehicle and
on for occupant protection. nearly identical crash protection

S0 how do you know which

bumpers to trust? [capa ssisiss T
Our 501 B Protect Kt
ur umper Protection
Standard will identify them “!!!m!,!ean!m!o“.n!i
y : TO CAPA SPECIFICATIONS TO
for you. It’s the fairest, mnmmmmgtﬂﬁmm,

toughest and most accurate
certification standard in
the mdustry.

www.CAPAcertified.org
"-" T l:m. CERTIFIED PART

But don't take our word www.CAPAcertified.org
for it. The Insurance

. . Only the best replacement parts carry
Institute of ng hway Safet‘y' the distinctive yellow and blue CAPA

: Seal. It's proof they will fit, perform
(HHS)’ a world leader in and last the same as the originals.

ratings as car company brand
service parts, in similarly
equipped, identical model
vehicles with absolutely no
difference in repair costs.

The CAPA 501 Bumper
Certification Standard. It
ends uncertainty about
“equivalent’” parts that
affect safety.

For more information
call Deborah Klouser at
202-737-2212.

capa

CAPAcertified.org Ifit isn't CAPA Certified, it isn't a genuine replacement part

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



MINDING YOUR BUSINESS

THE VOICE OF THE COLLISION REPAIR INDUSTRY

BUSINESS MANAGEMENT INSIGHTS, BEST PRACTICES & IMPLEMENTATION

FEATURES

THE SHOP PROFILE

UNION COLLISION; UNION, NJ
JAMES E. GUYETTE / CONTRIBUTING EDITOR

Three generations of the Barbera
family stick together to approach
each workday with an affable sense
of humor, accompanied by a can-
do attitude that has translated into
profits and industry success for the
New Jersey-based shop.

IMPROVE YOUR REPAIR PLANNING

Eliminate delays, not supplements, by boosting process ac-
curacy in your shop to identify all repairs and parts needed.

IN THE NEXT ISSUE OF ABRN

e tackle spring training with a fo-
cus on Automechanika Chicago.

abrn

TEGHNICAL

AIWINE 0= &

TECHNICAL TRAINING s i
BY TIM SRAMCIK | CONTRIBUTING EDITOR MORE TECH COVERAGE

Consider adding spray-on bed liners as a shop service,
and it may pay off in profitability for your business.

HOW2 KNOW-HOW TIPS & TECHNIQUES FROM THOSE IN THE KNOW
TECHNICAL FOCUS
MIXING ROOM SOPS

BY AL THOMAS |
CONTRIBUTING EDITOR

4 Create more variable control
and efficiency for a more
profitable paint department.

_ O By
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FROM ABRN CONTRIBUTING EDITOR AL THOMAS.

GET A FREE SCAN APP

WWW.SCANLIFE.COM

6 MARCH2015 ABRN.COM )

abrn.com

UBM ADVANSTAR:

JOE LOGGIA

Chief Executive Officer

TOM EHARDT

Executive Vice-President, Life Sciences
GEORGIANN DECENZO

Executive Vice-President Executive
CHRIS DEMOULIN

Vice-President

REBECCA EVANGELOU
Executive Vice-President, Business Systems
JULIE MOLLESTON

Executive Vice-President, Human Resources
MIKE ALIC

Executive Vice-President, Strategy & Business
Development

TRACY HARRIS

Sr Vice-President

DAVE ESOLA

Vice-President, General Manager Pharm/
Science Group

MICHAEL BERNSTEIN
Vice-President, Legal

FRANCIS HEID

Vice-President, Media Operations
ADELE HARTWICK
Vice-President, Treasurer & Controller

UBM AMERICAS:
SALLY SHANKLAND
Chief Executive Officer
BRIAN FIELD

Chief Operating Officer
MARGARET KOHLER
Chief Financial Officer

UBM PLC:

TIM COBBOLD

Chief Executive Officer

ANDREW CROW

Group Operations Director
ROBERT GRAY

Chief Financial Officer

DAME HELEN ALEXANDER
Chairman

ABRN (USPS 437970) (Print ISSN: 2166-
0751, Digital ISSN: 2166-2533) is published
monthly, 12 times per year by UBM
Advanstar 131 West 1st St, Duluth. MN
55802-2065. Periodicals Postage paid at
Duluth, MN 55806 and at additional mailing
offices. Subscription prices: U.S. one year,
$66; U.S. two year, $99; one year Canada,
$74; two year Canada, $148; one year inter-
national, $104; two year international, $208.
For information, call (888) 527-7008 or
(218) 723-9477. POSTMASTER: Send ad-
dress changes to ABRN, P.0. Box 6018,
Duluth, MN 55806-6018. Please address
subscription mail to ABRN, P.0. Box 6018,
Duluth, MN 55806-6018. Canadian G.S.T.
number: R-124213133RT001.
PUBLICATIONS MAIL AGREEMENT  NO.
40612608. Return Undeliv-erable Canadian
Adaresses to: IMEX Global Solutions, P. O.
Box 25542, London, ON N6C 682, CANADA.
PRINTED IN US.A.

©2015 Advanstar Communications Inc. All
rights reserved. No part of this publication
may be reproduced or transmitted in any
form or by any means, electronic or mechan-
ical including by photocopy, recording, or in-
formation storage and retrieval without per-
mission in writing from the publisher.
Authorization to photocapy items for internal/
educational or personal use, or the internal/
educational or personal use of specific cli-
ents is granted by Advanstar
Communications Inc. for libraries and other
users registered with the Copyright
Clearance Center, 222 Rosewood Dr.
Danvers, MA 01923, 978-750-8400 fax
978-646-8700 or visit http.//www.copyright.
com online. For uses beyond those listed
above, please direct your written request to
Permission Dept. fax 440-756-5255 or
email: mcannon@acvanstar.com.

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

ABRN does not verify any claims or other in-
formation appearing in any of the advertise-
ments contained in the publication, and can-
not take responsibility for any losses or oth-
er damages incurred by readers in reliance
of such content.

ABRN welcomes unsolicited articles manu-
scripts, photographs, illustrations and other
materials but cannot be held responsible for
their safekeeping or return.

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



Collision and body shops count on Axalta coatings as
a trusted source for automotive refinish products and services.

Under the lens of Axalta, colors come to life.

SPIES &V
HECKER

Visit us at

P |

STANDOX  Cromax

© 2014 Axalta Coating Systems, LLC and all affiliates. All rights reserved.
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GO ONLINE NOW
Q ))) SCAN THE CODE
WITH A SMART PHONE

SEARCH THOUSANDS OF
JUST  ARTICLES, VIDEOS &

v~ AUTOPRO |
AUTO BODY REPAIR | owW(/(0):47 WORKSHOP | SCAN IT RESOURCES INSTANTLY. E
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F Supply Com- / COMPANIES BY CATEGORY:
s e ggr%);s_ge’:/lv_t » Collision Repair
> Nitro * Accessories-Safety/Security
s Fuzer nitrogen + Chemicals
: plastic welder SPECIALTY PARTS
= features an eecsccessccncsscnne
H tomati * Lighting System
, automatic « Remanufactured/Rebuilt
switch that Products
changes UPKEEP/MAINTENANCE
PRODUCT SPOTLIGHT between air * Adhesives
and nitrogen o Wil
Global Finishing Solutions’ AdvanceCure System reduces to save time SHOP EQUIPMENT
drying times for any type of coating; and a new “Blade” option when welding Y Tools Hand Power
offers increased air flow and better vehicle coverage. in the shop. e

BLOG SPOTLIGHT

WHY SHOULD you attend Automechanika
Chicago?

BLOG SPOTLIGHT

PENNSYLVANIA WILL soon have a new
Insurance Commissioner. Michael
Consedine, current commissioner and
president-elect of the National
Association of Insurance
Commissioners, is stepping down to
allow new Democratic Governor Tom
Wolf to name his replacement.

[URL ABRN. (:l]MI[:l]MMISII]NEII]

[URL ABRN.COM/AMCATTEND e

JOIN US at Automechanika Chicago for
a chance to be one of the first in
North America to own a new product
from Wedge Clamp Systems to be
revealed at the show!

[URL ABRN.COM/AMCWIN]

: ABRN HOW?2
tow2 : VIDED GALLERY

Select your scholarship, pick your
classes and make your travel arrange-
ments! Automechanika Chicago, April
24-26, 2015, in downtown Chicago is a
training event you won't want to miss.

MARCH'S FEATURED VIDEO

AUTOMECHANIKA
CHICAGO TRAINING
COMING SOON

[URL ABRN.COM/AMCTRAIN]

ENTER (KEVWORD)

SEARCH THOUSANDS OF RESOURCES
TO HELP YOU WORK SMARTER

& Service Equipment
* Welding
SHOP MATERIALS

...................

» Collision Repair Parts
* Paint & Refinish
= Service Supplies
REPLACEMENT PARTS

* Heating and Cooling Service
* Remanufactured/
* Rebuilt Products
VEHICLE STYLING

* Accessories-Van,

Light Truck, SUV Parts

* Lighting System
BUSINESS SYSTEMS

* Advertising
= Marketing Services
* E-commerce
* |nformation Systems
* Internet
ORGANIZATIONS/ASSOC.

...........................

...........

* Abrasives & Cleaners
= Air Filters

THE LATEST NEWS FLASHES, REPAIR ALERTS & HELPFUL HOW2 VIDEOS DELIVERED TO YOUR DESKTOP

il
those in the

know
with these

FREE
ABRN

COMMUNITY
RESOURCES

.| COLLISION REPAIR  apeny
COLLISION AEPAIR

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

S COLLISION REPAIR E-NEWS
S COLLISION REPAIR ALERTS
S COLLISION REPAIR FLASH

S ABRN DIGITAL EDITION E-ZINE

JUST CLICK

@ ABRN.COM
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NOW COMES THE BEST PART.

Along with a total commitment to customer satisfaction, a PartsPro dealership can offer:
* Access to over 300,000 readily available Genuine Mercedes-Benz Parts

+ Dedicated, factory-certified wholesale team

« Multiple daily deliveries and hot-shot deliveries where available

- Technical resources and repair assistance

Plus, a complimentary consultation to help streamline ordering and avoid costly delays.

Find your certified PartsPro dealership at www.mbwholesaleparts.com/PartsPro

@ PartsPro

@ Mercedes-Benz



automechanika
CHICAGO

April 24 - 26, 2015

McCormick Place, Chicago, lllinois
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GET CERTIFIED
IN CHICAGO:

AUTOMECHANIKA CHICAGO
OFFERS TRAINING PERKS

Automechanika Chicago B e
Presents Motor Age Training fl} i :
Live is a world-class training
event, offering more than 100
sessions led by 50 of the
best instructors in the
business. What could make it
better? Certification. That’s
right — each class attendee
receives an attendance
certificate. Educators can
use classes for CE credit

CERTIFICATION OPTIONS

BREAKING NEWS

WHY ATTEND

requirements. Shop owners GET NMIORE
and techs — impress
customers with Ec)hose WANCE ;Esll\“’l RRNAléNING

certificates hanging in your

waiting area. Here are the Stay relevant’ educated

certifications available: X . . . . Automechanika Chicago
ASE Certification with collision training Biskiaiiadaia
« There will be an onsite o : b April, but aside from the
testing area As the automotl\:je co||||S|ondan<; mechahnlcal rs;?alr indus- ¥v1de vanzty of courses

. . tries continue to develop and change, the need for training rom top industry trainers,

¢ r:)igl]:igirl-{)unt;t:eﬁﬁ:n?ll(tae’ then is ever more important to ensure technicians are properly there are other reasons to
Chicago as a test location educated to handle the challenges of today’s vehicles. take time away from your

o More details including room : Automechanika thcago, April 24-?6, 2015, offers 50 shop anq make .it a lo.ng
location, times coming soon industry-renowned instructors teaching more than 100 weekend in the Windy City.

’ courses over the three-day inaugural event at McCormick City and show organiz-

NATEF Place West. Register at www.ABRN.com/AMCregistration. ers have made it easy to
. “With the industry changing at lighting speed, you have get to and from partner

* lgﬁhsnl:g?;i:%%rrz?)litttiﬁgdees to attend events like Automechanika Chicago to stay cur- hotels to McCormick Place.
certificates for credit towards rent, or things will pass you by,” says Mike Anderson, “We opened dedicated

NATEF program accreditation owner of consulting firm Collision Advice, and one of the bus lines. In addition to
training hour requirements trainers at Automechanika Chicago. “The shops that | see the surface streets, buses

o Classes vary; see training list that are best in class in profitability, customer service, and cars coming into the
at ABRN.com/AMCschedule. cycle time and all those other monitored areas that are building, we also have
vital are unequivocally the shops that are the most well an incredible express bus

MACS Section 609 trained and coached. There is a direct correlation between lane that runs parallel

e The Section 609 EPA those who invest in employees for training and the profit to the trains, coming in
certification exam will be and performance of their business.” through a dedicated tun-
offered Sunday, April 26. A Anderson is teaching two courses at the event, nel that's only open dur-
$15 fee will be collected at “Financial Best Practices” and “Continuous Improvement ing conventions to make
the door. Best Practices.” the drive from downtown

Location to be announced “With continuous improvement, it boils down to hotels to campus within

creating a culture of improvement. Once you have this seven minutes,” Don
down, your shops can be more profitable, fix cars faster, Welsh, president and CEO
VISIT ABRN.COM ) : . ) . o
= = have better cycle time and improved CSI,” he says. “And of Choose Chicago, said in
LA (KEYWORD ) with business financials, we need use profit and loss a video interview.
SEARCH THOUSANDS OF BREAKING AND ARCHIVED >> CONTINUED ON PAGE 12 The loop will pick up
NEWS ARTICLES TO STAY INFORMED >> CONTINUED ON PAGE 14

N
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SATAjet®5000 B

German Engineering

AS VERSATILE
AS YOU

Whatever you wish to paint: Our new high performance
spray gun is exactly what you need. Regardless which

object, climate, inlet pressure or application distance - the
SATAjet 5000 B sets new standards in terms of versatility
[Ez%i[E  Take a fresh look at quality

5

www.satausa.com/SATAjet5000B

—
s e RS H E . D ESIGN
sSTUOIID

Nozzle size
HVLP

SATAjet 5000 B Standard, 210732 210740 210757 210765 210799 210823 210831 210849 210856
SATAjet 5000 B DIGITAL 211094 211110 211128 211136 211151 211193 211201 211219

SATA, SATAjet and/or other SATA products referen
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NEWS ANALYSIS

NEWS ANALYSIS | INSURANGE MATTERS | LEGISLATIVE ISSUES

>> CONTINUED FROM PAGE 10

statements like we should, to not only
see where we are making and losing
money, but also to see where we aren’t
maximizing profits.”

Thirteen-year industry veteran Gabe
Richards, mechanical manager at
Lehman’s Garage in Eagan, Minn., is reg-
istered to attend a blend of management
education and technical training.

“l want to be as knowledgeable as
possible for my customers, act as a
mentor to younger employees, assist my
master techs and make the repair pro-
cess easier,” he says. “Customers want
an expert working on their vehicle and
that is what | want to convey.”

Richards says he also values an oppor-
tunity to network with other automotive
professionals who deal with similar chal-
lenges on a daily basis. He then uses these
relationships to field questions, gather
information or troubleshoot, he says.

Prioritizing industry training at the shop
level drives a culture that values learning,
and ultimately improves shop success.

“Automechanika plays a role in edu-
cating and training the collision repair
industry, helping foster a culture of
learning among technicians and shop
owners globally. This learning culture is
imperative, particularly considering the
impending ‘tsunami’ of new vehicles,
new technologies and new materials
rapidly approaching the industry,” says
John Van Alstyne, CEO and president of
I-CAR, who is supporting Automechanika
Chicago with its presence on the show
floor. “In a typical model year, automak-
ers launch 65 or more new or significantly
re-engineered vehicles. I-CAR continues
to be a resource to help prepare today’s
automotive technicians and shop own-
ers to help keep pace through up-to-date
and continuous training.”

Larry Montanez, ABRN Technical Editor
and co-owner of P&L consultants, says
technicians should attend training events
like Automechanika Chicago for the sole
reason these events exist — to further
education. “We as an industry have no

GET MORE AMC
NEWS ONLINE

MOBILE DIAGNOSTIC TECHS
REFUSE TO BE BEATEN

AMC OFFERS TRUE
INTERNATIONAL FLAIR

TRAINERS, EDUCATORS USE AMC TO
FURTHER OWN EDUCATION

licensing in 98 percent of states, so we
need to dedicate ourselves to bettering the
industry through self policing,” he says.

Montanez will be teaching “Aluminum
Damage Analysis” during the
Automechanika show, which will cover
OEM joining methods for collision dam-
aged aluminum intensive vehicles, along
with the required equipment, tools and
training that is needed. He stresses the
importance of continued training in all
areas of collision repair, and especially for
aluminum repair. “Many are disillusioned
or misinformed about aluminum repair
and protocols,” he says.

Do You Need Direction
to Grow Your Business

In 20157

Franchise your existing business with ABRA

Auto Body & Glass. ABRA's franchise system is
complete with proven operational processes,
purchasing power, marketing support and national
insurance relationships to help your business grow.

Call Now: 763.585.6360

abraauto.com/abrn

AUTO BODY & GLASS

abraauto.com » 1.888.USA.ABRA

7225 Northland Drive Suite 210
Brooklyn Park, MN 55428

ABRA® Auto Body & Glass LP F-1683



SHOWED ME THAT | DON’T HAVE

TO CHOOSE

BETWEEN QUALITY AND THE

ENVIRONMENT

worker. Some accountants call
it a windfall. We call it compliance
without complication. That’s
why, from small independent
shops to large MSOs, painters
across the nation are converting
from waterborne to Matrix MPB-LV Premium Low
VOC Basecoat — the solution that delivers expert
color match, faster coverage, warranty protection,
significant savings and less headaches. With zero
equipment upgrade costs, MPB-LV effortlessly
transitions your current brand into a green brand.

Ready to make your painter smile?
Contact Matrix at 800.735.0303 to set up a demo.

VEAT RIX

AUTOMOTIVE FINISHES
‘A QUEST AUTOMOTIVE BRAND

800.735.0303 | www.matrixsystem.com

©2014 Matrix System Automotive — A Quest Automotive Brand

» 1_ L st
» Some painters call it a miracle
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>> CONTINUED FROM PAGE 10

attendees at partner hotels, and there will be transportation
from the hotels to Navy Pier for an opening night party on April
24 from 5 p.m. to 7 p.m. The event at Navy Pier is open to all
attendees and exhibitors, and includes drinks, appetizers and
entertainment.

Darrell Baker, Choose Chicago’s vice president sales, trade
shows, pointed out lists of attractions, including the free
Millennium Park, Lincoln Park Zoo and Cloud Gate (the “Bean”
where many people snap pictures), as well as Lurie Garden,
the Skydeck Chicago in the Willis Tower, Lookingglass
Theatres, Broadway in Chicago, Shedd Aquarium and Chicago
White Sox, among many others, as places not to miss after
show hours or for your families coming along for the weekend.

For those driving into the city, ChooseChicago.com has links
to places where you can park should your hotel not have park-
ing and lots where you can pay ahead of time. There are vari-
ous public transportation options, from L Trains, buses and
taxis to the high-speed Metra commuter rail train connects
outlying suburbs to downtown.

In addition to entertainment and attractions, there are many
dining options, all fitting various price ranges. “We have over
3,000 restaurants, taverns, bars and entertainment facilities
in the downtown core. We have some of the greatest hotels
in the world,” Welsh says. “You're going to find a very dense,
walkable downtown. Great shopping, restaurants, attractions,

NEWS ANALYSIS | INSURANGE MATTERS | LEGISLATIVE ISSUES

if people have time to take to the city in addition to being here
for business.”

Back on the business side, event organizers tried to make
it easy to plan your schedule. Registration is open, and all
courses are listed with times and other information at ABRN.
com/AMCschedule. Brian Canning, a contributor to ABRN
sister publication Motor Age, who has written about attend-
ing industry events, suggests writing out what you want to
accomplish at the event, making that plan when registering
and sticking to it once in Chicago.

You also can use the event to talk to owners and technicians
just like you from around the country to see what they are
doing in their shop and how they are solving problems and
fixing vehicles. It's a great way to start an informal 20 Group.

“Getting out of your comfort zone is scary, but it is also an
opportunity to see what is new and improving in the industry
and make great contacts and identify viable solutions to the
things that are affecting your operation,” Canning suggests.

For those exhibiting at the show, Welsh notes laws — not
contracts — for attendees and exhibitors that makes the site
appealing. “Show managers and exhibitors can perform their
own work in any size booth, using their own ladders or tools
designated by MPDA,"” he notes. “Along with the reforms with
our labor partners, that came to be one of the biggest changes.
For the smaller exhibitors, that has a major change.”
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Vice Full Fram
Holding System
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Tool Package

Rack Length: 22 foot

Rack Width: 92 inches
Tower Height: 6 foot
Pulling Power: 10 Tons
Chains: 1/2" x 14'

Tilt Lift Capacity-12,000 Ibs
Hydraulics: Air orEleétric

Visit

WWW.AUTOBODYSHOP.COM

Call
Today

1-800-445-8244
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“Today, the collision repair
profession is much more
complicated and techno-
logically advanced than ever
before. A technician’s tool-
box contains the traditional
tools of collision repair, but
it now also contains non-
traditional tools including
software programs, Toyota
training and more.”

- Kathy Capozza

Tools for Success

EVERY COLLISION REPAIR PROFESSIONAL KNOWS that without the proper
tools, doing a job right can be a challenge. In this issue of Collision Pros
magazine, we give you a rundown of some of the valuable tools that Toyota
offers to help you deliver superior collision repair.

The revolutionary estimating software known as Toyota Recommended
Repair Procedures (TRRP) can help you change the way estimates are written
in your shop. The new program provides you with a complete repair plan at
the start of the estimating process, allowing you to eliminate the steps you
don't need. TRRP is a valuable tool that can help eliminate guesswork and
increase efficiency in your shop.

In this issue, you'll also have the opportunity to meet two of Toyota’s
Collision Repair & Refinish trainers: Eric Mendoza and Dan Hodges. You
can read about their inspiring careers and the passion and excitement they
bring to the classroom. Toyota's trainers are a reminder of the importance
of education and that knowledge can be one of the most valuable tools in
your toolbox.

You can also read more about what makes Genuine Toyota and Lexus Parts
special and why they can be preferable to aftermarket parts. And, you can
learn how independent shops can benefit from CR&R training. Finally, with
winter upon us, learn about corrosion protection to help ensure the longevity
of the repairs you work on.

Today, the collision repair profession is much more complicated and
technologically advanced than ever before. A technician’s toolbox contains the
traditional tools of collision repair, but it now also contains non-traditional tools
including software programs, Toyota training and more. Toyota is committed to
helping ensure that collision repair professionals have the tools they need to
provide their customers with an exceptional repair experience every time.

Kathy Capozza

Wholesale Marketing Administrator Sr.

Toyota Sales and Marketing | Toyota Motor Sales, U.S.A., Inc.
Collision Pros Magazine | info@collisionprosmagazine.com

@ DROP US A LINE! Email us at info@collisionprosmagazine.com

2 Collision Pros



-

DID YOU KNOW: To properly use weld-through primer, thoroughly clean surfaces with a

suitable wax and grease remover.

How

Fight
g
Rust

When using weld-
through primers, keep
in mind that zinc-
based primers are a
more suitable material
to use than copper-
based primers.

THE WINTER MONTHS CAN BE HARSH—
PROPER CORROSION PROTECTION CAN
HELP GUARD YOUR CLIENTS' VEHICLES.

Winter brine—the mixture of magnesium
and calcium chloride used on the roads in
colder climates—can be particularly damaging
and harsh on a vehicle. Even if you don't live
in a cold climate, inadequate use of corrosion
protection measures can contribute to the
development of rust. During collision repair,
incorporating corrosion protection measures
like using weld-through primer, epoxy primer,
seam sealer and cavity wax is an important
part of helping to protect against the elements
and ensure the long life of the vehicle you are
working on.

WELD-THROUGH PRIMER

Weld-through primers are an important cor-
rosion protection measure. When using weld-
through primers, keep in mind that zinc-based
primers are a more suitable material to use on
Toyota, Lexus and Scion vehicles than copper-
based primers. This is because these vehicles
are manufactured using a zinc galvanizing pro-
cess, and zinc primer bonds to the metal of the
vehicles better. Zinc also seems more resistant
to corrosion than other types of weld-through

primers, such as those made with copper.

To properly use weld-through primer,
thoroughly clean surfaces with a suitable wax
and grease remover. Then, coat any bare metal
areas that are going to be joined together but
won't be accessible after welding with weld-
through primer.

ADDITIONAL WELD-THROUGH PRIMER TIPS

e Ensure there is a thin, even coating of
weld-through primer and that it is not
clumpy or overly thick in some areas.

e Allow the weld-through primer to com-
pletely dry before you begin the welding
process. This gives the zinc the opportunity
to properly bond to the material.

e Some weld-through primers aren’t solvent
resistant and can be washed away during
the cleaning process as the vehicle is
prepped for primer and paint coatings. Test
products beforehand to make sure they are
compatible.

CORROSION PROTECTION TIPS

e Electro-deposition primer—also referred
to as e-coat—is an excellent corrosion
protection material and should be left
intact whenever possible.

e Vehicle-specific seam sealer specifications
are given in the Repair Manuals for
Collision Damage.

e (lean the heat-affected zones around
welds to remove burned or loose material
and coat with epoxy primer and cavity wax
if applicable.

For additional information about corrosion
protection, see Collision Repair Information
Bulletin (CRIB) #186, Corrosion Prevention for
Collision Repair. ™




At the November 2014 SEMA show, Toyota captured the attention of the automotive industry with its new estimating system, Toyota

Recommended Repair Procedures (TRRP). TRRP is an innovative approach to writing a collision repair estimate that has the potential

to completely change the repair industry. Rather than starting with a blank sheet of paper, TRRP gives estimators a detailed repair plan.

Estimators can then omit what they do not need for the particular job they are working on. TRRP relies on factory-recommended repair

information to help collision centers provide safe repairs that meet original equipment manufacturer (OEM) criteria.

Toyota’s Innovative
New Approach to Estimating

“TOYOTA RECOMMENDED REPAIR Proce-
dures provides a standardized approach to
collision repair,” says Rick Leos, Collision
Program Developer, Marketing Division,
Toyota Motor Sales, U.S.A., Inc. “With Toyota
Recommended Repair Procedures there is no
more guesswork and less opportunity to leave
crucial information out of the estimate.”

SEAMLESS AND INTUITIVE

TRRP will be released as an app in early
2015, with a version embedded into Mitchell
Estimating software coming soon after. The
app version accommodates collision centers
that use tablets in their daily work. For PC
users, TRRP will be available as a tab labeled
“OE Repair Procedures” in the Mitchell
Estimating software. This version seamlessly
integrates into Mitchell's software so there is
no disruption of the shop’s normal workflow.

The new estimating technology has been
thoroughly tested by collision centers around
the country, resulting in software that is easy to
use and has a simple, intuitive workflow. TRRP
has estimating information for 29 Toyota and
Scion vehicles from the present back to 2005.

EFFICIENT AND ACCURATE

TRRP has many benefits for users. TRRP
gives collision centers a repair plan with
everything they need to write a complete
estimate, including information on parts

that are non-reusable or one-time use only.
The system cuts the time it takes to write
an estimate down from a couple of hours
to minutes. Plus, it saves estimators having
to search multiple information sources to
ensure they have all the necessary informa-
tion and a complete picture of what the
repair will entail.

The new estimating system increases the
accuracy of estimates by giving you all of
the information you will need to complete
the repair before you even start. The result
is a reduction in supplemental orders and
decreased cycle time because shops will
spend less time ordering additional parts and
waiting for orders to arrive.

Another great benefit of TRRP is greater
transparency and easier access to factory-
recommended repair procedures for colli-
sion centers.

“Collision centers are crucial partners in
repairing and maintaining the high standards
of Toyota vehicles,” explains Leos. “We want
to do everything we can to make sure they
have the tools and information they need to
perform this important job.”

Finally, TRRP allows OEMs to take the lead
in setting the standard for what is an accept-
able repair for their vehicles. The hope is that
the system will catch on in the industry and
that other vehicle manufacturers will begin
using a similar approach. ™

The new estimating
system increases the
accuracy of esti-
mates by giving you
all of the informa-
tion you will need to
complete the repair
before you even start.



"The ultimate goal of Toyota Recommended Repair Procedures
is to help collision centers give their customers an excellent
repair experience. The motivation behind the initiative is to help
ensure safe, accurate repairs and create happy customers.”
— Rick Leos, Collision Program Developer,
Marketing Division, Toyota Motor Sales, U.S.A., Inc.
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Toyota Recommended Repair Procedures will be available through Mitchell International, Inc., a technol-

ogy company that provides software solutions for the automotive industry. TRRP will be available to current

users of Mitchell Estimating software. To find out more, visit www.mitchell.com.



ERIC MENDOZA: If you are considering attending
training, Mendoza counsels, “Just do it. | have
absolutely no doubt that anyone who comes to
class will leave with information that will help
them do their job better.”

=\

DAN HODGES: “If you're going to continue working on
today's Toyota vehicles, my recommendation is to come
to training because otherwise you are going to get left
behind,” advises Hodges. “The vehicles are evolving so
quickly that manufacturer training is crucial. Show up to
class with an open mind and be prepared to learn.” \og




Toyota Trainers

A Wealth of Experience

TOYOTA'S COLLISION REPAIR & REFINISH (CR&R) trainers bring diverse career experiences and an exciting variety of skill
sets to the classroom. Each instructor is unique, from their teaching philosophy to their technical backgrounds and industry
experience. Yet, the instructors are all united by a love of cars, a passion for teaching and a strong commitment to the

importance of Toyota CR&R training.

ERIC MENDOZA

“Instructor-led Toyota training is extremely valuable
because it's product specific and teaches you to repair
vehicles according to the manufacturer’s specifications,”
says Eric Mendoza, Collision Repair & Refinish Training
Administrator, Toyota Motor Sales, U.S.A., Inc. “You just don't
get in-depth, hands-on, instructor-led training offered directly
from the manufacturer that often. It's a special educational
opportunity that everyone should take advantage of.”

Mendoza is Toyota's newest trainer at the Torrance, California,
campus. He came up through Toyota’s Automotive Technology
Trainee Program, which involves a series of six-month-long
rotations through different specialty areas in Toyota's Quality
Center. Earlier in his career, Mendoza worked as a Toyota Master
Diagnostic and Repair Technician and as an Automotive Service
Technician at various manufacturer dealerships. Mendoza has a
Bachelor of Science Degree in Automotive Field Service Opera-
tions from Weber State University and an Associate’s Degree in
High Performance Automotive Technology, and is currently pur-
suing his Master's Degree in Instructional Design and Technology
at California State University, Fullerton.

Mendoza's teaching approach is to make sure that everyone
in the classroom gets a concept before moving on to the next
topic so that no one gets left behind. When asked what he likes
most about being in the classroom, Mendoza says he enjoys the
mentoring aspect. Training empowers students and helps them
have more control over their future and further their careers.

Training Fast Facts

DAN HODGES

Students attending class at Toyota's training center in
Jacksonville, Florida, will take CR&R courses with adjunct
instructor Dan Hodges.

“|'love sharing and interacting with the students because
they remind me of myself when | was in the field,” says
Hodges. “I enjoy sharing what | know with them and also
learning from them. There isn't a class | teach where | don't
learn something new.”

Hodges has had a long career in the collision repair indus-
try. He's worked in dealer-affiliated collision centers and inde-
pendent collision centers, and has even owned his own shop.
Hodges has worked as a collision repair technician in shops
and also as a manager, so he understands different aspects
of the business. He knows the challenges that managers face
as well as the issues that technicians can run into.

“I'am a technician at heart still,” Hodges explains. “I
know that if you can’t have fun, you can't learn. My ap-
proach is to help technicians be comfortable in my class so
that they can get the most out of the training.”

Hodges says that in all his years in the collision repair in-
dustry, he sees CR&R training as providing something unique
to students. It gives them the manufacturer’s recommenda-
tions on how to repair Toyota's cars the right way. When they
leave class, they know Toyota's recommendations for how to
conduct repairs, and they also know where to find important
resources they need to work on Toyota vehicles.

Toyota's CR&R training is offered at three state-of-the-art campuses across the United States:

Jacksonville, Florida; West Caldwell, New Jersey; and Torrance, California. Instructor-led training
courses are hands-on learning experiences where students can practice the techniques they are
learning about. Toyota also offers electronic courses to students with a secure personal identifica-
tion number (SPIN) free of charge. To find out more about Toyota training and sign up for courses,
visit www.crrtraining.com. Profiles of Toyota's other instructors can be found in the Fall 2012 and

Winter 2013 issues of Collision Pros magazine.

Find out about training at www.crrtraining.com.
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Safety Function

Use Genuine Toyo’[a and  THE REPLACEMENT PARTS you use in a

Lexus Parts for safety, collision repair can halve a huge |.mpact on
hicle | it the safety and longevity of a vehicle and on
vehicle longevity

customer satisfaction. Using Genuine Toyota

and customer satisfaction  and Lexus Parts helps ensure you are using

parts of the highest quality that have been

constructed for safety, fit and function.
"There are no substitutes for

Genuine Toyota and Lexus Parts,” says

Eric Mendoza, Collision Repair & Refinish
Training Administrator, Toyota Motor Sales,
U.S.A., Inc. “Using Genuine Parts is just

as important as using the right tools and
techniques to get a job done. With

Genuine Toyota and Lexus Parts you can
ensure that you are using optimum-quality
parts that have been manufactured to meet
the original specifications of the vehicle.”

Want to know more about why using Genuine Toyota and Lexus Parts is so important?

The following examples show what makes the performance, fit and function of Genuine Toyota and Lexus Parts superior to alternatives.

WINDSHIELD

Genuine Toyota and Lexus windshields meet the vehicle's original speci-
fications for color, durability, thickness, noise muffling, UV protection, size
and shape.

For vehicles with @ Head-Up Display, Genuine Toyota and Lexus wind-
shields are manufactured with a special combiner treatment and a unique
wedge-shaped inner PVC film. Without these functions, the display will not
work properly.

Windshields for vehicles with the Lane Keep Assist feature are expressly
constructed to accommodate the Lane Keep Assist camera.

GRILLE

Genuine Toyota and Lexus grilles are
constructed using the same or com-
parable materials as the original part,
helping to ensure their durability.

For vehicles with Dynamic Radar
Cruise Control, the emblem in the grilles
is designed to be transparent so that the
sensor can function properly.

Cruise control sensors are very sensitive
and can be misaligned or malfunction i
the surrounding areas of the grille are not
precisely designed to accommodate them.

8 Collision Pros




WHY GENUINE PARTS
High-quality Genuine Toyota and Lexus

Parts are built with exceptional perfor-
mance, fit and function in mind. There is
no one-size-fits-all with Genuine Parts.
Toyota and Lexus parts are designed to
the original factory specifications of the
part being replaced and are constructed
specifically for the vehicle. In fact, many

“For any parts that are integral to the structural integrity of the vehicle, us-
ing Genuine Parts is crucial. Using Genuine Toyota and Lexus Parts in these
cases helps to ensure the safety and long life of the vehicle.”

- Eric Mendoza, Collision Repair & Refinish Training
Administrator, Toyota Motor Sales, U.S.A., Inc.

replacement parts are made with the
same assembly line process and tool-
ing that were used during the original
assembly. This means you get a part that
fits properly and works according to the
original manufacturer's intentions.

Using Genuine Toyota and Lexus Parts
is also about helping to perform a collision

repair that results in a safe vehicle. Genuine
Parts are constructed with the original
safety mechanisms of the vehicle in mind.
This means if you are replacing a part that
is intended to absorb energy in a crash by
crumpling in a certain way, the Genuine
Toyota or Lexus Part you use as a replace-
ment will function in the same way. ™

THE BOTTOM LINE
Often a collision repair job comes down to one thing—price. While Genuine Toyota and Lexus Parts can sometimes be more
expensive than their aftermarket counterparts in the short term, in the long term they pay off in a big way. For your customers, they
can help maintain the resale value of the vehicle and help ensure that the vehicle will last a long time. For your shop, they can
help make sure your customers are satisfied and happy. For example, if a customer returns with a defective part, you will end up
needing to repair a damaged customer relationship in addition to fixing the vehicle.

AIR CONDITIONING CONDENSER

Genuine Toyota and Lexus air conditioning condensers are manufactured to
the specs of the original part, ensuring that refrigerant passes through the sys-
tem at the correct pressure. If the pressure is incorrect, the entire system

may not function properly.

BUMPER COVER

Genuine Toyota and Lexus bumper
covers are constructed to the same
specifications as the original part,
helping to ensure a precise fit and
beautiful finish.

For vehicles with a Blind Spot Monitor,
sensors must be able to send radar
waves through the bumper cover.
Genuine Toyota and Lexus bumper
covers are the appropriate thickness
to allow the radar waves from these deli-
cate instruments to pass through them.

Collision Pros 8



Best Practices Showcase

A best practice is a method or technique that has consistently shown results superior to those

Training Focus: Independent
Collision Repair Shops

IF YOU WORK FOR AN independent collision center as an owner, manager, technician or estimator, then you know how competitive
the collision repair business can be. Wrestling with the sometimes opposing forces of running an efficient shop while maintaining
customer satisfaction and staying on top of the latest technologies and processes can seem overwhelming. Toyota’s Collision Repair
& Refinish training can be a valuable tool to help you achieve all of your goals, no matter what role you play in an independent shop.
Training is an important investment that, like an investment in a high-quality tool, can pay off over and over again.

“If you've been trained, you know what you're doing and you're
able to operate more efficiently and provide a better end product
to customers. Training is an important tool that can help increase
a shop'’s productivity and profitability.”

— Chris Risdon, Technical and Collision
Training Assistant Manager,
Toyota Motor Sales, U.S.A., Inc.
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achieved with other means.

“Stay on top of the industry and stay current with the technology. There are significant advancements in materi-
als and manufacturing techniques occurring right now. It used to be that a dent was a dent. Now with high-tech
materials and processes you have to ensure that your shop stays up to date with the technology and pr
to be able to return the vehicle to its pre-collision condition.”

Process

- Chris Risdon, Technical and Collision Training Assistant
Manager, Toyota Motor Sales, U.S.A., Inc.

Learning

Coniidence

Networking

OEM REPAIR PROCESSES

Toyota's CR&R training
teaches students how to
repair Toyota, Lexus and Scion
vehicles with information
and repair processes that are
directly from the manufacturer
of the vehicle. The information
students learn isn't generic—
it's specific to the vehicles
and technologies. That means
technicians will never be left
guessing if they are performing
the repair correctly.

The training also teaches
students how to access manu-
facturer repair information and
where to find the information
they need to work on Toyota,
Lexus and Scion vehicles.

HANDS-ON LEARNING

A key difference between
Toyota CR&R training and other
types of collision training is
that Toyota training is hands
on. CR&R training provides
students with the opportunity
to practice the techniques they
are learning on vehicles in the
training center in a nearly one-
on-one environment. CR&R in-
structors spend time with each
student in the class while they
practice. This helps ensure that
students will be able to repair
vehicles back at their shop with
confidence and means that they
won't have to practice tech-
niques they have just learned
on customer vehicles.

CUSTOMER CONFIDENCE

CR&R training can help dis-
tinguish you from other shops.
Everyone who attends CR&R
training and demonstrates the
ability to perform the tasks
taught in the class receives a
certificate of completion. This
is a valuable way in which you
can help create confidence
with your customers. Given
the choice between a trained
shop and an untrained shop,
customers are likely to pick the
trained shop. And customers
may choose your shop over
another shop knowing that
you've been trained on their
particular vehicle.

“You wouldn’t hesitate to buy a welder, you wouldn’t hesitate to buy a spray gun—
why would you hesitate to buy knowledge?*” — Chris Risdon

NEGOTIATION WITH INSURERS

Furthermore, CR&R training
can help you in your negotia-
tions with insurers because you
are more knowledgeable about
the repair process and the
factory recommended repair
procedures. And, training gives
you a connection to Toyota
that can help you network and
build relationships. &

Collision Pros 11



The LaSt Word Refer to the training calendar at www.crrtraining.com for the latest training schedule.

THE TRAINING CALENDAR

WWW.CRRTRAINING.COM

WEST CALDWELL, NJ

03/10 504 Air Conditioning for Collision Repair
03/11 502 Body Electrical Diagnosis and Repair
03/17 908 IS C for Collision Repair

03/24 300 Welding Techniques for Collision Repair
03/25 301 Non-Structural Body Repair Techniques
04/07 601 Hybrid Collision Repair

04/08 602 Advanced Hybrid Collision Repair
04/14 460 Structural Body Repair Techniques
04/16 503 Steering & Suspension Analysis & Repair
05/05 200 Color Matching for Painters

05/07 250 Advanced Painting Techniques

05/12 101 Paint Finish Repair

05/19 300 Welding Techniques for Collision Repair
05/20 301 Non-Structural Body Repair Techniques

JACKSONVILLE, FL

03/02 601 Hybrid Collision Repair

03/03 602 Advanced Hybrid Collision Repair
03/04 504 Air Conditioning for Collision Repair
03/09 200 Color Matching for Painters

03/23 301 Non-Structural Body Repair Techniques
03/25 300 Welding Techniques for Collision Repair
03/26 460 Structural Body Repair Techniques

CALIFORNIA

FLORIDA

TORRANCE, CA

03/03 200 Color Matching for Painters

03/05 250 Advanced Painting Techniques

03/17 300 Welding Techniques for Collision Repair
03/18 460 Structural Body Repair Techniques
03/20 503 Steering & Suspension Analysis & Repair
04/01 601 Hybrid Collision Repair

04/02 101 Paint Finish Repair

04/13 300 Welding Techniques for Collision Repair
04/14 301 Non-Structural Body Repair Techniques
04/16 460 Structural Body Repair Techniques
04/22 908 1S C for Collision Repair

04/23 602 Advanced Hybrid Collision Repair

05/05 460 Structural Body Repair Techniques
05/07 503 Steering & Suspension Analysis & Repair
05/12 601 Hybrid Collision Repair

05/13 602 Advanced Hybrid Collision Repair

05/19 300 Welding Techniques for Collision Repair
05/20 301 Non-Structural Body Repair Techniques

For a complete training schedule and the latest information on Toyota's Collision Repair & Refinish training, visit www.crrtraining.com

TECHNICAL WEBSITES

YOU NEED TO KNOW

crrtraining.com
Get Toyota and Lexus Collision Repair & Refinish
Training information

autopartsbridge.com
Order all Toyota and Scion parts and components—
clips, fasteners and decals—needed for a repair
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techinfo.toyota.com
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Search and order Genuine Toyota Parts right from
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COMMUNITY

MIKE

BRYAN

VICE PRESIDENT, COLLISION DIVISON
MARX GROUP OF ADVISORS

BRYAN HEADS THE COMPANY’S NEW
COLLISION DIVISION, TALKS INDUSTRY
CONSOLIDATION, FORECASTING

BY KRISTA MCNAMARA | MANAGNG EDITOR

ABRN: Why did Marx Group Advisors
create its new collision division?

MB: The collision repair segment has
entered a period of great change and
some challenges are unique, bringing
to mind the expression “perfect storm.”
Caught up in that storm are thousands of
baby boomer collision center operators
who want to retire, but lack an exit strat-
egy. That's why we saw the need to cre-
ate a special Collision Division focused
on helping operators think through their
options and develop an exit plan.

ABRN: What is driving consolidation
in the collision industry today?
IMB: The storm clouds started gathering
as a whole generation of collision center
operators began to think about retire-
ment, not only because of age, but due
to changing demands which included:

= The downloading of administrative
tasks from insurers to repairers

= Insurers becoming more aggressive
in performance measurement and prun-
ing their networks of preferred repairers

= Advanced vehicle technology, includ-
ing the use of multiple new materials,
requiring costly new equipment, tools
and training to carry out safe, correct
repairs
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= Greater OEM interest in how their
vehicles are repaired. Their goals were
not well aligned with those of insurers,
so the collision repairer has been caught
in the middle. For example, the OEM
insisted on the use of OE parts while the
insurer would authorize the repairer to
use only aftermarket replacement parts.

= Difficulty in attracting and retain-
ing skilled staff, particularly entry-level
young people.

Also contributing is the fact that some
operators are simply closing their doors
and walking away. However, there is
also a more positive side to the story:

Certain operators figured out how
to at least live with these challenges
by developing a profitable business
model and replicating it across multiple
facilities. MSOs (multi-store operators)
work at several levels, starting with an
individual operator buying out his local
competitor. Further along are those
that have grown within their region to
maybe seven or 12 facilities. They may
now be ready to sell out to a larger net-
work wanting mass in that region. What
makes this possible is the availability of
cheap capital from private equity (PE)
groups and the ability of MSOs to not
only replicate their business model, but

obtain cost savings through centralized
administration. In addition, MSOs pro-
vide a consistent and reliable service for
insurers across whole regions.
Meanwhile, PE firms are buying larg-
er shops and regional MSOs to build
their empire. These mega-firms have
the clout to negotiate with the insurance
companies, while smaller firms do not.

ABRN: What will the industry
landscape will look like in 5 years?
MB: Consolidation will continue. At one
end of the spectrum will be facilities not
trained in structural repair, but compe-
tent in panel repair and paint service.
Others will specialize in the repair of
certain makes because of commonality
in the tools, equipment and repair pro-
cesses involved. Some higher volume
facilities will repair all makes and mod-
els. There will be greater recognition
of collision repairer brands, perhaps as
operators offer more services required at
greater frequency than collision repair,
in order to familiarize the customer with
their brand well ahead of that once-in-
seven-years collision. And the big will
get bigger as investors decide it's time
to cash out to others who have further
growth ambitions. N
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\ Correctly allocate labor
operations for proper payment

Is full frame replacement a body, mechanical or frame operation?

BY ARTHUR HARRIS | ABRN BLOGGER

hen replacing the full frame on a ve-
hicle, mostly trucks and SUVs, there
are many challenges that we face as

repair shops. Space, parts delivery and coordinat-
ing outside vendors are just a few of these issues.
If your facility has an in-house mechanic capable
of performing the mechanical operations it makes
the job easier; but still, this is a daunting task.
Removing the motor, suspension, then lifting
the body off the frame are just a few items that
need to be accomplished during this procedure
so we have a mix of different technical skills re-
quired. The engine and suspension needs to be
completed by a trained mechanical technician
and removing the cab and other components,
fenders, hood, bed need to be done by a body
technician. I assume, like most repair facilities,
that there are different labor rates for mechani-

cal and body, but as we look at the estimating
systems we are only allowed to allocate one la-
bor operation to the frame replacement line. All
three estimating systems require the user to al-
locate the labor operation for
the frame replacement, but
we can only use one labor op-
eration and there are at least
2, sometimes more labor op-
erations for the frame replace-
ment. If you make the frame
replacement a body operation,
then all the mechanical items are not charged
at the correct rate. Same goes if you charge me-
chanical for the frame replacement. Not all items
are mechanical so the correct amounts are not re-
flected on the estimate.

The work around for this issue would be to de-
termine how much of the procedure is mechanical
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Tech Tip: Fuses That
Won't Blo

Video marketing tips
By GARY McCoy

Having a video on the website for
your repair shop may not be top
of mind in your marketing toolkit.
But it should be. A short, well
done video that introduces cus-
tomers to your business can be
an effective way to drive traffic
into your shop, especially among
millennial customers who often
prefer video to print.

A news release | recently re-
ceived stated that online video
marketing has become a staple.
The article cited the 2014 Online
Video Production Trends Report,
which showed 81 percent of
companies produce video con-
tent for their websites and 69
percent produce it for social me-
dia. Producing video is one thing.
Doing it right is another matter.
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“There are loads of marketing
videos on the web now, and
some extremely effective,” says
Jennifer  Santoro, integrative
marketing specialist and the so-
called “chief happiness officer”
for InVidz Smart Video Technol-
ogy. “But there are plenty that
just don't work.”

Here's a summary of five things
that Santoro says you should
avoid:

1) The video takes too long to get
to the point. Santoro says the at-
tention span for video watching
seems to be about 60 seconds.
“Viewers don't want to hear a
marketing message that goes on
and on.”

2) The video content is inauthen-
tic. Santoro says never try to por-
tray yourself or your company as
something you're not. “Embrace

who you are and what you actu-
ally offer; people will relate to and
engage with that content.”

3) Distracting noises on the au-
dio. As a rule of thumb, Santoro
says the visual can be substan-
dard but the audio can’t. “Visually
you don't have to do anything fan-
cy. A simple shot of you speaking
in front of a nice background will
never be distracting. However,
distracting noises in the audio
will kill your video every time."
For repair shops, you can shoot a
video in your bay or in your lobby.
Just don't do it while noisy work is
being performed in the shop.

4) The intention of the video is
not clear. Similar to item number
1, “Never shoot a video simply
because you think you're sup-
posed to.” As Santoro explains,
“Before you ever pick up your au-
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dio equip-
ment and
camera,
spend  signifi- cant
time  clarifying the inten-
tion of the video and com-
posing your script around that
intention.”

5) Viewers can't take immediate
action. “The whole point of a mar-
keting video is to get your viewer
to take some sort of action,” said
Santoro. “Internet video market-
ing technology has advanced
significantly with the dawn of
smart video, which allows view-
ers to take immediate action di-
rectly from the video itself.”

Remember to invite customers
to your shops and perhaps pro-
vide an incentive, such as a free
inspection. Continue at ABRN.
com/VideoMarketing.
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1K SPRAYABLE
SEAM SEALER

A high performance, MSP seam sealer
for duplicating OEM sprayed seams
and sound dampening pads.

e Excellent adhesion
© No shrinking or cracking
e Working time of 20 minutes

Part No. 29442

DIRECT-TO-METAL
PAINTABLE IMMEDIATELY
PERMANENTLY FLEXIBLE
FOUR OEM COLORS

ADD OR REPLACE
SOUND DAMPENING

1K SPRAYABLE
-~ SEAM SEALER
,, APPLICATOR

A premium applicator specifically for
SEM 1K Sprayable Seam Sealers.

e Adjustable pattern and material feed
e Tight patterns with minimal overspray
e Spray sound dampening pads

 Also applies material in beads

LEARN
MORE

Visit semproducts.com/1k-spray




Streaming now!

Get ready for
aluminum repair

PRODUCED IN COOPERATION WITH 3M AND
CARSTAR AUTO BODY REPAIR EXPERTS
Watch it at www.abrn.com/AluminumReady

and how much is body, then create manual
lines to reflect those times. We all know man-
ual lines on an estimate can create several is-
sues, the main being that the proper overlap
may not be calculated if you create new lines
or override a line.

This issue has been brought up too all
three estimating systems, but currently they
do not have a solution, aside from the manual
line. If you visit the DEG website and click on
the top 10 list, you will find this issue listed
with Audatex, CCC and Mitchell. Hopefully
the IPs will create a better solution in the
near future than to add a manual line, but
until then, that is the only way to make the
estimate accurate to the operation.

Continue reading this blog at ABRN.com/
FrameReplace. N
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® Find your newest tech with
TalentMonger.com

TalentMonger.com is the newest way to connect

collision repair technicians and the shops looking

to hire them. Greg McVicker, site cofounder, speaks

about the site’s creation and what it can offer your

business.

[ABRN.COM/MCVICKER]

® Techs! Increase your paycheck!
There are nearly 750,000 “professional” technicians
in our country, but not all of them act professionally.
Our role is akin to that of a medical doctor. My
“natients” entrust their car to us. We have the
responsibility to check the entire car and report any
conditions that require attention. | suggest a few
small changes to improve the professionalism of the
industry for its betterment.
[ABRN.COM/PAYCHECK]
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LUSID TECHNOLOGIES

Americas Fastest Growing Automotive Paint Company - Introduces ProXL
Spray Can Simplicity with Spray Gun Performance!

Or contact us
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Visit chiefautomotive.com/dreamteam/ab today to learn why
Chief is your single source for collision repair equipment.
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FRIDAY, APRIL 24
® Unlock Your-Potential' with

Effective Business Modeling
Presented by Matt Winslow, 8:30-11:45 a.m.

® Optimizing Paint Material Profitability
Presented by Ryan Ross & Scott Wheeler, 8:30-11:45 a.m.
® Continuous Improvement

Best Practices
Presented by Mike Anderson, 2-5:15 p.m.

® Welding for Success
Presented by VeriFacts, 2-5:15 p.m,
® How the Automotive Industry is Changing

Structural Repair
Presented by Shawn Collins, 2-3:30 p.m.

SATURDAY, APRIL 25
® Triple Win Clinic
Presented by VeriFacts, 8:30-11:45 a.m.

® What You Don’t Know
May Close Your Business

® Aluminum Damage Analysis

® Financial Best Practices
Presented by Mike Anderson, 2-5:15 p.m.

Presented by Shawn Ryan, 3:45-5:15 p.m.

Rob Dumais, owner, Streamline Collision: A customer had her vehicle
towed to our shop; we paid the towing bill. The insurer is refusing to pay the tow
bill because they state it is over their cap. Any insight?

Truman Fancher, manager, Truman Fancher Auto Collision Repair: The
tow charge is to the customer, not the insurer. Your contract with your customer
should state, as ours does, that they agree to pay all charges, which includes
tow bills. Why in 2015 have we not figured this thing out guys? Insurers do

not owe you for squat. You can't charge the insurer one dime. You can't hold a
customer's vehicle unless the customer refuses to pay the tow charges.

Mathew Miller, owner, Eurshall Millers Collision Center: We have run
into this before. The insured only had a set amount for towing reimbursement
on their policy. The tow was more than that amount. The customer wasn't hap-

automechanika
CHICAGO I

Presented by Tony Passwater, 10:15-11:45 a.m.
® Seam Sealer Matching Made Easy
Presented by Dennis Keicher, 10:15-11:45 a.m.

Presented by Larry Montanez, 8:30-11:45 a.m.

® Maximize Paint Shop Profitability

automechanika
CHICAGO DII¥EEIE

SUNDAY, APRIL 26
® |ndustry Town Hall

Presented by Pete Meier, 8:30-10 a.m.

® \ehicle Security is

~More Than Just Keys

Presented by Skip Potter, 8:30-11:45 a.m.

® Electrical Quick Diagnosis

__and Repairs ;
Presented by Rich Peterson and G. Truglia, 8:30-11:45 a.m,

® (1&A with Eric The Car Guy
8:30-11:45 a.m.
© Using Digital Marketing to Grow Your

Business in Consolidation
Presented by Frank Terlap, 8:30-11:45 a.m,

py, but they made the choice when they opted for the cheaper rates. Collect
what you are owed by the one who signs the repair order (the customer). Just
make sure you are up front with the customer about what they owe and why.

Don Barnes, manager, Raceway Chrysler Dodge Jeep: It is your respon-
sibility to insure when spending someone else’s money that you find out the
parameters. This angers tow truck drivers, but it insures customers and my com-
pany are not caught in the middle of tow companies and insurers. | think govern-
ments need to get more involved in tow regulations to protect consumers.

Mike Orton, owner, Missouri Collision Consulting: If | was the vehicle
owner, | would request in writing for my insurer to show where the policy men-
tions limits. | think some adjusters use the tow-in policy, which does have limits,
in place of tows due to an accident, which are covered.

GO TO INNOVATIVETOOLS.COM TO FIND A DISTRIBUTOR
AND SEE HOW WE CAN MAKE YOUR SHOP MORE EFFICIENT

PUT YOUR PANELS

IN THE

PERFECT POSITION

LIFETIME
WARRANTY

Innovative Door-Fender Stand™

Part # I-DF

doors in

‘e inside and out

orking height

INNOVATIVE

TOOLS & TECHNOLOGIES, INC.

1.866.438.4884
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- $2945
HD-9 / Wide-Standard
Capacity: 9,000 lbs.
Overall length: 200"

XPR-10A / Standard
Capacity: 10,000 Ibs.
Overall height: 145"

$6,080

RL-8500XLT / Heavy-Duty FREE TRUCK AND
Combination Brake Lathe VAN ADAPTERS
Services rotors and drums

Includes bench and tooling

$1,635
DST-2420 / Wheel Balancer
Max. tire diameter: 47"

Max. tire weight: 145 |bs.

$4,895
XPR-12C / Clearfloor
Capacity: 12,000 lbs.
Overall height: 170"

FREE TRUCK AND
VAN ADAPTERS

$1,955
MD-6XP / Mid-Rise Lift
Capacity: 6,000 |bs.

Height Range: 4.75"- 48"

R76ATRF / Tilt-Back
Power Assist

o $4 250 Internal Clamping: 10"- 30"
: y Max. tire Diameter: 43"
HDS-14 / Standard

Capacity: 14,000 Ibs.
Overall length: 241" §

-&» LS580V-601 / Air Compressor
; Horsepower - 5 Hp
Max, CFM-22.8/175 psi

1-805-933-9970 - www.bendpak.com ——
Contact your local BendPak/Ranger dealer for details Bp\ BendPak

FREE SHIPPING e
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Fastest way to get your car in the air.
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The truly portable QuickJack™ is convenient to use and lightning fast allowing technicians to easily move the lift
wherever it's needed. The QuickJack eliminates the need to bend over, kneel or squat when working on vehicles. A
lowered height of just 3' means it goes where other jacks don't and an optional 12-volt power supply allows you to
use it practically anywhere. Sturdy lock bars, a remote pendant control and adjustable rubber contact pads make it
the perfect lifting system. Available in 5,000-Ib. or 3,500-Ib. capacity. Visit www.quickjack.com to learn more.

You

v auieigas DICKJALK
www.quickjack.com ¢ 1-888-262-3880

© 2015 Ranger Products » Ranger Products is a division of BendPak Inc. By Ranger Products



BY MIKE LEVASSEUR I COLUMNIST

mikel@keenanautobody.com

Hear the voice of the customer

CSl reports, like financials, tell the story of what is happening in each of your locations

here are two main tools I use to run our :
MSO from the 30,000-foot level: the finan- :

cials and our CSI reports. You can't be in :

every location every day, and I don't think there’'s

any better way to clearly know what’s going on in
¢ to see a drop off in the satisfaction with one rental company, we can set up a

your shops without having this analytical data.

The financials tell one key part of the story, but the CSI reports fill out the
story, giving you a complete picture.

We began making follow-up phone calls to customers ourselves, in-house,
years ago when we had just three shops. As we grew (we will soon be opening
our 12th location), we instead
hired an outside CSI provider. We
actually tried two different provid-
ers over the years, but currently
use TenPoint Complete, and they
do a really good job for us.

TenPoint initially  contacts
our customers by email or text.
If that's unsuccessful after 48
hours, they call the customer.
Offering both options works well.
Baby Boomers tend to respond
more to phone calls, but the
younger generations tend to take
the survey via email or text. We've
actually found the comments we
get from the non-phone surveys
are often a lot more detailed.
While the phone agents may only
be able to input some bullet points
of what the customer is saying, we sometimes get full paragraphs from those
responding electronically. Those great, detailed comments help us tremendously.

Every morning, the location managers, estimators and customer service reps

[=]

=

[=]
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to search thousands of articles, videos &
resources. You will also find a complete archive

of the author’s previous articles.

TO GET THE FREE APP: FROM YOUR PHONE'S BROWSER
GO TO: WWW.SCANLIFE.COM
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“ANYTIME A :
CUSTOMER ANSWERS :
‘NO’ TO WHETHER
THEY WERE KEPT :
PROPERLY INFORMED :
OR WHETHER THEY
WOULD RECOMMEND :
OUR SHOP TO OTHERS, :
THE ESTIMATOR OR '
LOCATION MANAGER :
NEEDS TO SEND AN :
EXPLANATION OF :

: thinking about our business. The surveys give you a focused picture of what is

WWHAT WENT WRONG.” :

i the 30,000-foot level. S

all receive the survey reports from the previous day. Then once a week they get
a summary of the CSI for the whole week. The reporting is fantastic, and | look
at every one. For me, every survey question tells a story.

Customers are asked, for example, if they were completely satisfied with the
rental car service they received. That's really important to me because if we start

meeting with that company to try to figure out what's going on.

We also want their opinion regarding the overall quality of work performed
on the vehicle. If come backs are reported, we know there's a problem with our
quality control. Communication with our customers is extremely important so
anytime a customer answers “no” to whether they were kept properly informed
(or whether they would recommend our shop to others), the estimator or location
manager needs to send me an explanation of what went wrong. This helps us
constantly improve. The fact that our bonus system is heavily tied to CSI scores
also keeps employees focused on this feedback.

Customers also are asked if their vehicle was done on time. If we see this slip
below 90 percent at a location, we know there’s a volume or throughput problem.
The “communications” question and the “done on time" question go hand-in-
hand; as long as your communication is strong, most customers will perceive
their vehicle was ready when promised.

And lastly, we want to know if their vehicle was clean inside and out; that tells
us how our detailers are doing.

The surveys also allow us to be proactive. The “Immediate Attention” report
prompts us to address a customer concern as soon as we learn about it. We want to
see both positive and/or negative comments to better assist our customers and staff
regarding the overall performance of service, as well as the tasks at hand.

| sometimes get asked why | want to continue to touch every survey report,
while upper management at some MSOs may just look at weekly or monthly
summary reports. | think it's really important to know what each customer is

going on, and are as close to ground level as | can get while still working from

Mvnflehat
YOU

THINK

If there's a topic you'd
like me to address,
I'd love to hear from you.

=

Mike LeVasseur is president and COO of Keenan Auto Body, which has 11 shops in Pennsylvania and Delaware.
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itis called repair planning. Others call it
TU SUME blueprinting, X-ray or strategic disassem-
, bly. The goal of this activity, whatever you
call it, is to eliminate delays in the repair process. When addi-
tional damage is identified after repairs have begun, delays en-
sue — waiting for approvals and for more parts. The reduction
or elimination of these delays will have the single largest im-
pact in your attempt to decrease cycle time, which is arguably
the most important KPI to both the vehicle owner and insurer.
Two aspects of this challenge to consider: first, many will
argue that the complete “elimination” of delays is unrealistic.
However, using “elimination” over “reduction” adds a sense
of urgency and importance to our mission. If you prefer to use
“reduction,” then measure your current delays and set an ex-
act target or goal. More on that in a moment.
The second is the timing of these delays. The goal is not
to eliminate supplements. Some repair types require the use
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ELIMINATE DELAYS, NOT SUPPLEMENTS, BY BOOSTING PROCESS ACCURACY
BY RICHARD FIFER | CONTRIBUTING EDITOR

Bob Gilbert, North American Business Improvement &
Process Consultant with AkzoNobel, also contributed to this story.

of estimates in the initial stages, so supplements will always
be a necessary evil within the repair process. But only one
supplement, which is the result of your repair planning pro-
cess and happens before repairs begin, is necessary! Any sup-
plements that happen after repairs have begun are a defect.

This brings us back to the “elimination vs. reduction”
dilemma. The challenge with these words is that one is fi-
nite and one is open to interpretation. So do yourself a favor
and clearly state the desired level of reduction by setting a
SMART goal (Specific, Measureable, Ambitious, Realistic,
and Time bound), such as this example - We will reduce our
supplements after repair planning from 50 percent to 10 per-
cent or less within 120 days.

Correct ineffective processes
As repairers realize their repair planning process hasn't reduced
or eliminated delays, but has instead become just another
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— Improve cycle time and deliver high
customer satisfaction.
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parts now available
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MRight Now

— Your Nissan dealer has the best
inventory of Nissan collision parts
ready for quick delivery.**
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OPERATIONS: MINDING YOUR BUSINESS

bottleneck, they begin to look for other
solutions. It's natural to then look at
incorporating Lean principles such as 58S,
Visual Management and Standardization
to increase the effectiveness of their
repair planning process. That was the
original topic of this article — optimizing
repair planning with lean. But then I
called Bob Gilbert, AkzoNobel's North
American Business Improvement
& Process Consultant, because in
addition to teaching AkzoNobel's
Process Centered Environment (PCE)
methodology to hundreds of repairers
across North America, he has more
in-shop, real-world-implementation
experience than anybody I know in this
industry. And he laughed at me!

“Please don't perpetuate the myth
that Lean (or PCE) is the savior of re-
pair planning,” Bob said.

Most Lean principles will not make
your repair planning process more ef-
fective! There it is. The ugly truth. .

Much has been written, presented,
discussed and taught regarding Lean,
Six Sigma, Theory of Constraints and
PCE in the collision industry in the last 8
years. While these methodologies have
their differences, they all share a com-

mon goal — process improvement. So
how can you improve a process with-
out improving its effectiveness?

5S organization

Let’s begin with 5S. This methodology is
about creating workplace organization.
It’s about having the right tools and
equipment where and when you need
them. A repair planning work stall
is ripe for the application of 5S. First
apply the Sort phase by identifying
the tools and equipment you need in
that area — lift and/or floor jack, jack
stands, good lighting, hand tools, parts
cart, computer, estimating software,
etc. The second phase, Set in Order or
Straighten, is applied by identifying
where the work will take place and
where the tools and equipment will
be located to facilitate ease of use.
Shine, the third phase, shows up in your
efforts to keep this work area clean,
for example by returning tools to their
home when done using them. The fourth
phase, Standardization, can be applied
by using visual management tools such
labeling and outlining. This might be
lines on the floor to identify where the
parts carts go or placards on that parts

DRIVING EXCELLENCE
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cart that shows what should be stored
on each shelf. Sustain, the last and
hardest phase to implement, is there
to keep this neat and orderly workplace
from going to pot. Now let’s apply 5S to
the goal of repair planning to see if it
makes it more effective. Remember, the
goal of repair planning is to eliminate
delays from the repair process and it
does this by identifying 100 percent of
the labor, parts and materials needed
to repair the vehicle. Repair planning
can still produce jobs that create delays
later in the process, despite coming
from a neat and orderly area.

Visual management

So what about Visual Management and
Standardization? I have seen these tools
incorporated into some very effective re-
pair planning implementations. In one
example, the shop put a bright yellow
stripe on the floor behind the vehicle
with the labels “Replace” on one side
and “R&I"” on the other. As the disas-
sembly tech removed parts from the
car he would place them on one side
or the other of the yellow stripe. This
meant the repair planner could wheel
his computer cart to the new job when

CHECK OUT
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OPERATIONS: MINDING YOUR BUSINESS

he was able and, without verbal input
from the technician, know which labor
operations to write and which parts
needed to be replaced. As an addition-
al quality control measure, the techni-
cian marked a green “X"” with a grease
pencil on all the parts to be replaced.
This ensured that proper identification
could be made even after the parts were
cleared from the work stall.

This process does not mean that all
the parts were identified, just the ones
removed from the vehicle. There could
still be a delay from damage and parts
missed during repair planning.

Improving accuracy

We've established that an effective re-
pair planning process will reduce or
eliminate delays by identifying 100 per-

DID YOU KNOW?

Your Car-0-Liner Distributor
can maximize your footprint
to optimize your workflow!

Watch the EFFICIENCY video on
our YouTube Channel to learn
how to get more out of your

current shop layout.

360° Perspective

Real-Time Modification

Ready To Get The Car-O-Liner Advantage?
o) =

-
(¢.11) SHARE

Talk Shop With Us!

ODa8O0S@

Contact Your Local
Distributor For a
Free Demonstration!

844-833-9419

LEARN

Watch Product Videos
On Our YouTube
Channel!

www.car-o-liner.com
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cent of the labor, parts and materials
needed to repair the vehicle. Let's re-
place effectiveness with accuracy and
rephrase our dilemma — implement-
ing Lean methodologies or principles
will not make your repair planning pro-
cess more accurate. They will howev-
er, help make your repair planning pro-
cess more efficient.

Lean doesn't increase the effective-
ness of your repair planning process —
setting a goal and measuring it does. If
the goalis to reduce or eliminate delays
in the repair process, simply measure
any delays that occur and trace them
back to your repair planning process.
Identify how it occurred and, more im-
portantly, discuss with the team how
to update the process to avoid it in the
future. People focus more attention on
their actions that are being measured.
We just identified yet another Lean-re-
lated principle — Kaizen, commonly re-
ferred to as Continuous Improvement
— that is the lone Lean-related activi-
ty that will improve the effectiveness of
your repair planning process.

Don’t abandon your efforts to incor-
porate Visual Tools, 5S, Standardization
and the other more popular Lean prin-
ciples into your processes. Just know
that their intention is to identify and/or
eliminate waste from your processes,
making them more efficient, not more
accurate. If you want to increase the ef-
fectiveness of your repair planning pro-
cess, measure the defects after repair
planning (supplements) and use Kai-
zen to identify the cause and the solu-
tion to ensure it doesn’'t happen again.

If you've implemented a repair plan-
ning process but still experience a high
percentage of delays due to multiple
supplements, you may want to revis-
it your process. You'll probably find
you're still estimating but just calling
it repair planning. N
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UNION COLLISION / UNION, N.J.
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A family

Three generations stick together and succeed

BY JAMES E. GUYETTE | CONTRIBUTING EDITOR

heerfully embracing a united front among three gen-
erations, the Barbera family’s Union Collision exudes
high energy as they enthusiastically approach each
workday with an affable sense of humor accompa-

nied by a can-do attitude.

The people at this business appear to gen-
uinely enjoy each other's company.

“Family is what Union Collision is all
about,” says Mike Barbera, who serves as
co-manager along with his brother Nick.
Also on the job are their parents, Barbara
and Kenny, Grandfather Frank and a
19-year-old cousin just entering the indus-
try as an apprentice body technician. The
family atmosphere is further nurtured even
among non-Barbera staffers with two
father-and-son teams at work out on the
shop floor.

“Each family member has his or her
own strengths, which we utilize to the
fullest every day,” Mike says. “We are a
normal family who happen to work very
closely together. Of course, we get on each
other’s nerves at times — but we respect
how lucky we are to be working together
to achieve a common goal.”

And that goal revolves around deliver-
ing quality repairs at fair prices.

“Our marketing message is not what
we say but what we do,” says Mike. “We
treat every person who walks through our
front door as if they are a friend. We always
keep the customer's best interests in mind.
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We want everyone who comes to us to be
a customer for life,” he points out.

“This has worked wonders for our busi-
ness,” according to Mike, designated as
the family’'s spokesman for this article.
“Our customers trust us, and because of
that they recommend us to their friends,
family and neighbors. A quality repair done
by people you can trust is what keeps our
customers coming back time and time
again,” he says.

“Word of mouth and our reputation has
been all we need to keep the business
going so far. We do some repairs for gratis
and in return those customers trust us
when more extensive work is necessary,”
Mike explains.

“For example, if a bumper becomes dis-
lodged from a vehicle, we will reattach that
bumper for no charge. We will also buff and
touch-up any vehicle upon request and ask
for nothing in return except to remember
us when they need any future car repairs,”
he says, adding that “these small but sig-
nificant gestures show our customers that
they can trust us, and our bottom line is
not as important to us as the goodwill that
these services generate.”

AT A GLANCE

Union Collision

Name of shop

...........

Union, N.J.

Location

Barbara and Kenny Barhera

Owners

....................

1 shop, 5 huildings

Number of shops

36

Years in business

20

Number of employees

7

Number of DRPs

........

Square footage of shop

30

Number of bays

........

Average repair order

44

Number of vehicles per week

...................

Sherwin-Williams

Paint supplier

Car-0-Liner

Frame machines used

www.unioncollision.com
Website
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OPERATIONS: SHOP PROFILE

Located in Union, N.J., which is part
of New York City’s metropolitan region,
“we serve the surrounding communities
because this is where our family was born
and raised. This is our home. We want to
be able to help anyone who had the
unfortunate experience of being in a car
accident.”

Reciprocal respect

A strong wage and benefits package that
includes a matching 401(k) plan, paid vaca-
tion and sick time plus full tuition reim-
bursement is augmented by a pleasant and
positive work environment that encour-
ages longevity among the staff. An appren-
tice program assists in attracting younger
hires who begin their careers working
after school, on weekends and during the
summer, eventually culminating in full-
time employment. The recruiting process
tends to be relative — candidates are typ-
ically related to existing staffers.

“We know what their parents bring to
the table in terms of work ethic and skills,
so it is a no-brainer to hire those that we
know,” says Mike. “Over the past 10 years,
we have had little employee turnover,
which is a huge advantage in our industry.
Our employees know what we expect of
them and we know what they expect from
us,” he notes.

“We all know that without great
customer service we wouldn't have any
customers. We enjoy the interaction with
different people on a daily basis, and
customer service comes naturally to all of
us,” Mike reports.

“We treat every employee with respect
and, therefore, they reciprocate. Our
employees are an extended part of our
family. Without them the shop wouldn't
be what it is today. They watch us interact
with our customers and know how we
interact with them. We expect that they
follow our example,” he says. “They have
all been with us long enough to know how
to treat those who come through our door.
Everyone within our company treats others
as they would want to be treated.”

A focus on continuous and cooperative
education assists in ensuring that the lat-
est in sophisticated repair techniques are
implemented throughout the operation.
“Our longtime employees enjoy teaching,
and it seems to form strong bonds between
them,” says Mike. “We also make sure that
they learn from multiple employees so they
can take what they learn and turn it into
their own style of repairing a vehicle.”

N
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The Union complex consists of five sep-
arate structures in close proximity. An
electrical fire several years ago ultimately
resulted in a renovated office building that
also houses the main work area.

“Although stressful at the time, we
used this as an opportunity to redesign
our shop and office,” Mike recounts.
Administrative space was doubled and
the latest shop equipment purchased. “The
fire forced us — but also helped us —to cre-
ate a new shop better suited for the cars
on the market today.”

Another structure is exclusively utilized
for ensuring flawless finishes. “Having one
building dedicated to painting vehicles is
a huge advantage. Not performing any body-
work in this building reduces the possibili-
ties of any imperfections one may see in
the final refinished job,” he notes. “This
stand-alone facility also allows us to mini-
mize any chemical contaminates that might
affect our final painted product.”

Established in 1982, the business got
its start when Kenny Barbera was working
as amechanic in one of the buildings on the
property. Next door was Emmel’'s Body Shop;
upon retirement, Emmel offered to sell the
then-modest enterprise to Kenny, who
leaped at the opportunity and subsequently
embarked on ongoing expansion efforts.

Partnering with professionals
A policy of continuous improvement
includes investing in state-of-the-art equip-
ment and applying lean production tech-
niques. The cars are disassembled and
blueprinted upon arrival.

“We have taken the ‘concept lean’ and
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made it work for us. It is a common sense
approach to repairing a vehicle. We work
smarter now as a result. We try to spend
as much time as we can doing a proper
estimate, often asking each other for our
respective opinions on the repair. The bet-
ter the original estimate, the more efficient
the repair process will be for both us and
the vehicle owner,” Mike says.

“We also schedule vehicle repairs
throughout the week and do not rely on the
old ‘in on Monday and out by Friday’ rou-
tine,” he elaborates. “We realize that we
can only work on a certain amount of cars
on a given day. The more time we work on
them the less time they sit idle, which is
best for everyone involved. Partnering with
other professionals who excel in their field
is how we hasten the repair process.”

Some of the suppliers have been sell-
ing goods and services to the Barbera fam-
ily for 36 years.

“They know exactly what we want in
terms of customer service. We have formed
friendships with them. Teaming with the
correct dealers and vendors, who have
knowledgeable and friendly employees,

makes our job easier,” according to Mike.

“We also order all parts by email, which
gives our vendors a detailed list and helps
to eliminate errors. Often we include photos
of the vehicle and they suggest other parts
or structures of the vehicle we may want
to check. They work with the same makes
and models day-in and day-out, and their
knowledge of the vehicles and their
construction aides us in the repair process,”
he says, adding that suppliers will
frequently go to Union with their own
personal vehicles.

“We take great pride in the fact that
they deal with many different shops, some
having their own in-house body shops, but
still choose us to repair their cars. This
reinforces how strong our bond is with our
vendors, which only helps our customers.”

Although the family strives to maintain
amicable and smooth-running relationships
with insurers, bumps in the road include
insufficient labor rate reimbursements,
pressure to procure low-priced parts and
an insistence on overly quick cycle times.

“Some companies will call us multiple
times per day to check on a vehicle’s sta-

tus in order to cut down on rental costs,”
Mike reports. “If they were concerned
about the repair they would ask how it
was going — not when it would be done.
We are the ones who have to warranty our
work, and we are the ones who have to
sleep at night knowing we are fixing a
vehicle that is going back on the road with
a family riding inside of it. Their job is to
pay to restore a vehicle to its pre-loss con-
dition, and ours is to restore it. It is and
should be as simple as that,” he asserts.
“We will never allow them to dictate how
or when to repair a car, but it is an ongo-
ing challenge that we face.” N
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Support your local
first responders

Training, outreach events reward your neighborhoods and your business

BY TOM MCGEE | CONTRIBUTING EDITOR

few years ago, | was making sales calls with a rep.
Early in the day, | realized we were basically visiting the
same shops | had visited with the previous sales rep in
that territory. We pulled into the parking lot of a shop.

[ told him, “I've already been to this shop.
Here’s what we'll encounter: Inside there
is alarge wood counter, almost like the bar
on the show Cheers. The owner, an older
version of Norm, will be sitting on a stool
behind the counter. There will be no com-
puter or anything electronic in sight. And
he will not be interested in anything new.”
Sure enough, Norm was still sitting
there on his stool. Nothing had changed
in the year since I had last been there. In
today’'s world, you can't be Norm, espe-
cially when it comes to your marketing
strategy. The cars don't just show up any-
more. So let’s talk about using community
involvement to boost your business.

Vehicle technology challenges
We all know that vehicle technology is
changing. Every day we are seeing how
changes such as advanced high-strength
steels, multiple airbags and alternative-
fuel vehicles such as hybrid and electric
vehicles are affecting the collision indus-
try. But we often overlook how these same
technologies are affecting our communi-
ties. Consider first responders. These
heroes work every day to save the lives of
people in our local communities.

When they approach the scene of a col-

lision, vehicle technology has a direct effect
on them as well. For example, where are
the best locations to cut a vehicle with
their extrication tools to avoid reinforce-
ments or advanced high-strength steels?
Where are the airbags and seat belt pre-
tensioners? Where are the batteries and
high-voltage lines on hybrid and electric
vehicles? What do they need to know about
hydrogen fuel cells?

The collision industry has the ability
to provide training, awareness, practice
and exposure on vehicle technology to our
local heroes. At a minimum, go visit your
local police and fire departments and make
sure they know how to obtain the First
Responder Guides available from the vehi-
cle manufacturers. I recently discovered
that the National Fire Protection Associa-
tion (NFPA) has implemented an Electric
Vehicle Safety Training project. This site,
www.evsafetytraining.org, has free inter-
active training programs available to the
fire service and also has a resource sec-
tion that includes a depository of the vehi-
cle manufacturers’ First Responder Guides.

As you develop your marketing plan,
consider building in an appreciation or
fundraising event for your local first
responders.

NABC vehicle extrication event
Hosting a National Auto Body Council
First Responder Emergency Extrication
(FREE) event provides local repair facili-
ties with another opportunity to give back
and strengthen community relationships.
Many local fire departments are often
tight on budgets and would welcome addi-
tional opportunities for first responders
to receive ongoing training and practice.
In addition, these live demonstrations are
always crowd pleasers, enabling first
responders to demonstrate their skills to
the community. The result is a positive
experience for all participants and
spectators.

The FREE events include classroom
training by an instructor from Holmatro
Rescue Equipment. The highlight of the
event is the cutting of salvage vehicles.
Members of the fire departments receive
valuable hands-on experience cutting vehi-
cles with high-strength steels.

For more information, email FREE@
autobodycouncil.org or call the NABC at
888-667-7433.

Support first responders

Iwould encourage you to conduct at least
one first responder fundraiser or appreci-
ation event this year. Sara Giddings, ATI
Administrative Assistant, is also a volun-
teer at the Elkridge Volunteer Fire Depart-
ment (EVFD) in Maryland. Sara, who is a
firefighter/EMT-B, helped me in develop-
ing a list of suggestions that collision repair
shops could consider for a first responder
fundraiser or appreciation event. Try it
free for a limited time by going to
www.ationlinetraining.com/abrn1503. N
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MAKING SPRAY-ON BED LINERS PAY OFF FOR YOUR SHOP
BY TIM SRAMCIK | CONTRIBUTING EDITOR

When was the last time you considered adding a new rev-
enue stream — specifically, one a bit outside traditional
repair services?

There's a good chance it was quite a while ago. That's a
real departure from where the collision industry stood 10
years ago when shops were more open to providing niche
services, such as selling aftermarket accessories, paintless
dent removal or detailing services. The focus for shops lately
has been creating revenue by cutting costs and driving
through more work with lean operations and multiple sites.

This focus obviously has produced significant results, though
perhaps at the expense of outside-the-box business consider-
ations that could benefit a number of shops. Adding a niche
service like spray-on bed liners is a good example.

Each year more than two million consumers drive new pick-
up trucks off dealer lots. According to SEMA, 37 percent of those
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motorists will invest in some type of bed liner. Shops that don't
sell or repair bed liners can send a lot of potential, and some
very real, business out their doors and to competitors.
Serving this niche market isn't for every shop. Here's what
you need to know before you dive into spray-on bed liners.

Business basics
Doing business in the spray-on market means partnering
with a liner company like Rhino Linings, SEM, Line-X or
Reflex, to name a few. Repairers become liner dealers who
agree to purchase and use a range of spray-on equipment
and products. Partnering with companies like Line-X entails
becoming part of a franchise.

The tools, products, services and support from liner
companies can vary greatly so you'll need to thoroughly
investigate each company to see which offers your shop the

Photos: Rhino Linings
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best fit at the right prices. You'll need
to consider the following factors.

Start-up costs
Initial investment can run from almost
nothing to over $30,000, often depend-
ing upon how much business you ex-
pect. Spraying more liners increases the
investment in product and sometimes
the type of application equipment.

“If a shop already has a dedicated

TRAINING IN FOCUS

area for applying truckbed liners, all
they need to cover is the cost of appli-
cation equipment, which can be less
than $100,” said David Vivian, product
manager with SEM. “With such mini-
mal start-up costs, shops can be profit-
able on their first liner. For shops with-
out a dedicated area, start-up costs to
add or convert an area will vary, but this
is critical to protect other jobs from bed
liner overspray. If the shop has enough
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demand, though, they should see a re-
turn on investment within the first year.”

Training

Depending upon the company, expect
1-3 days of training either on-site or
at the company's training facility. Be
sure to ask about ongoing training for
product updates.

“A shop should designate a lead
technician and assistant technician for
spraying truckbed liners,” Vivian says.
“There are different technologies that
may apply differently, so the best way
to learn is through concentrated expe-
rience. An annual training class is also
a good idea, specifically to learn about
new products.”

Support

Expect to receive some help market-
ing your business, which can include
everything from a listing on the liner
company's website, ads and logos to
individualized, search-optimized web-
sites and support from dedicated mar-
keting professionals.

Return on investment
This too will vary according to the
company, type of liner application and
the market price for a spray-on bed
liner. Prices can range anywhere be-
tween $400 and $800 per job.
According to Rhino Linings, its deal-
ers make approximately $250 per truck
after chemical and miscellaneous costs.
The profits and covered costs from a
shop's first 17 jobs actually can pay for
the initial investment of Rhino's least
expensive dealer option. Even the most
popular dealer package can be paid for
in approximately six weeks when spray-
ing a little over 20 trucks per week.

Financial factors

Initial equipment and product costs
aren't the only numbers you'll need to
look at. There are other cost and fi-
nancial considerations.

For one, you'll need to consider if
you have the available space. Spray-on
liners should be applied indoors in a
ventilated area the size of a standard
bay. Because overspray will be a fac-
tor, you'll need to ensure applications
won't end up on other vehicles or near-
by work areas. This could mean invest-
ing in curtains and an exhaust system,
like those used in your aluminum re-
pair area. Bed liner companies often
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(Left) Count on spending 1.5 - 2 hours to complete a spray-on bed liner application. (Right) Bed liners come in a variety
of applications that can include options such as UV and fade resistance and color matching.

sell their own solutions.

Additionally, your spray techs will
need protective clothing and respirators.
In most cases, you can use the same
kinds of suits and breathing equipment
your painters utilize. You'll also have to
decide who is going to do this work.
Techs, painters, detailers and other work-
ers can be trained for this service, but
they'll need to step away from their usual
duties without affecting the flow of your
traditional operations.

Perhaps the most significant consid-
eration is the available service market.
Repairers need to factor in the popular-
ity of pickup trucks in their region and
the number of nearby bed liner competi-
tors. And several auto manufacturers
have begun offering spray-on liners as
options due to their popularity.

Jenny Clifford, marketing manager
for Rhino Linings, suggests shops start
tracking how many bed liners they out-
source each month. She says shops also
should talk to local car dealerships and
see where they currently send their
trucks. A working partnership can be
made with local dealers on new pickup
sales to capture a wider range of po-
tential collision-related customers.

And once customer contact is

Bed liners offer a host of other
applications including anti-slippage
protection for animal trailers.
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established, understanding what those
customers want is just as vital, Vivian
says. “Let’'s compare John Homeowner
versus John who owns a fleet of
commercial trucks. They both want bed
liners. But the guy who is going to be
hauling bags of fertilizer and the
occasional 2x4 may want a liner that is
more aesthetically pleasing,” he says.
“For a guy who is hauling bricks or
gravel all day, all he cares about is
durability. These expectations should
determine the type of bed liner applied.”

Finally, shops need to consider how
much revenue they want to make. As
with other parts of their business, re-
pairers should set goals and be prepared
to aggressively pursue spray-on work.

Installation steps
When it comes to performing the ac-
tual liner installation, dealers spend
the bulk of their time on prep work
and work inspection.

The basic steps (supplied by Rhino
Linings) for most products are as
follows:

Step 1: Begin by removing the tail-
gate and placing it on a rack. Remove
tie downs, plugs and other attachments.
Be sure to protect the tailgate latch and
rods when removing the tailgate ac-
cess panel.

Step 2: Remove the bed bolts and
other hardware from the truck bed. The
bolt heads do not build good thickness
and often are failure points. (Note: If
the bed bolts are rusty and/or if there
is risk of breaking bolts while remov-
ing, leave them in place. Make sure to
sand rust off and prime them.)

Step 3: Clean the truck bed and tail-
gate. Wipe down both with acetone to
remove any grease or dirt. Apply de-
natured alcohol to areas to be taped.

If the truck bed and tailgate have
been repainted, check for good paint
adhesion by performing a cross hatch
test in a non-visible area.

Step 4: Mask the truck and tailgate
to protect non-liner areas from over-
spray. Use proper quality masking pa-
per for automotive use or a plastic car
cover to avoid bleed-through. Similarly,
use high quality automotive-grade
masking tape and wire or fiber tape for
trim lines.

Step b: Sand areas to be sprayed.
Scuff these areas using a cup brush
and a 5-in. dual action or 5-in. palm
sander with 60-grit sandpaper.

Using 80-grit sandpaper, hand sand
all tight areas, edges and the entire
over-the-rail area (if applicable). Check
your work. No glossy areas should ap-
pear, especially along the edges.

If any rust is present, use a coarse
24 — 40 grit grinding disc to grind down
to bare metal. Prime all bare metal ar-
eas before spraying.

Step 6: Final cleaning. Remove dust
and grit either by vacuuming and/or
by wiping down with acetone.

Step 7: Spray on the liner using the
techniques from your training class. De-
pending upon the product, you'll need to
spray on a specific thickness of liner.

If necessary, stand on a work stool
high enough to give you easy spraying
access into the bed.

Double check all hard-to-access areas
have received a proper coating.

Step 8: Inspect the bed. Use a flash-
light or bright light to ensure that the
texture is consistent and that there are
not any shiny areas.

Use a thickness gauge to determine
application depth across the truck bed.
Many liner companies note specific ar-
eas for these measurements.
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Step 9: Remove the trim. Pull the wire or fiber tape soon
after the spraying is completed. Be sure to pull the tape up
at a 45 degree angle towards the truck bed to create a smooth
transition from the liner to the painted surface.

Avoid lifting edges of freshly sprayed liner.

Step 10: Remove the masking. Inspect the vehicle for over-
spray and to ensure all masking tape and paper are removed.
Remove any overspray using denatured alcohol and a rag.

Step 11: Trim any drips, especially along rail edges.

Step 12: Perform a final inspection of the liner texture
and trim lines.

Step 13: Reinstall the removed hardware on the tailgate
and bed. Reinstall the tailgate on the truck, making sure the
tailgate closes properly.

Bed liners typically dry cure quickly. The truck can be
returned to the owner in as little as an hour after the ap-
plication. However, truck owners shouldn't place anything
heavy in the bed for at least 24 hours to give the liner the
opportunity to fully cure.

Product options
A final benefit of selling spray-on liners is the variety of of-
ferings. Some bed liners can be color matched to the vehicle
and others offer benefits such as UV and fade resistance.
Some dealers also sell liners as vehicle undercoatings and
protective coating for the tops of RVs; the floors, bumpers and
fenders of off-road and other vehicles; and the floors of ani-
mal trailers, where they prevent damage and slipping.
Bed liner companies regularly roll out products to meet
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a host of market
needs. If your shop
joins this industry,
you could be looking
at a filling a niche
that is both stable
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Additional uses

Spray-on polyure- HYBRID REPAIR:

thane coatings are IS YOUR SHOP READY?

not just for truck bed 4/24, 2-5:15 P.M.
liners. They also pro-
tect fenders, bum-
pers, floor boards,
nerf bars and trim. In
fact, whole vehicles
have been sprayed.

The same polyure-

POST REPAIR INSPECTION ANALYSIS
4/26, 8:30-11:45 A.M.

ALUMINUM DAMAGE ANALYSIS

4/26, 8:30-11:45 A.M.
ABRN.com/AMCregistration
thane spray can be
applied to emergency
vehicles, commercial transport, heavy construction, agri-
culture equipment and boats.

Spraying polyurethane serves two purposes: First, it adds
years of service by preventing scratching, rusting and chemi-
cal contamination from deteriorating standard OEM paint. Sec-
ond, it can create a roughed-up, anti-skid or anti-slip surface.

Some coatings, using a similar spray system, have been
applied to military and private vehicles for blast
mitigation.

The television show Mythbusters tested myths about
bed liners in 2011 and confirmed it to be an adequate pro-
tection against dents in minor crashes (applied on a car),
dog bites (applied on a jacket) and explosive blasts (applied
on a wooden or brick wall).

Only two types of coatings are mentioned so far, but ad-
ditives can be added to coatings to provide different char-
acteristics. Although this is about truck bed liners, the pro-
tective coatings can be applied in many other environments
and have a variety of needs and purposes besides a simple
truck bed liner.

It is becoming more popular to coat the exterior of vehi-
cles and boats. This is because there are more companies
competing in these markets, and therefore developing bet-
ter solutions. So now you see companies like Rhino Linings,
Line-X, Spray-Lining.com and Scorpion providing solutions
for exterior and col-
ors. These solutions
also transfer over to
the interior of boats
because of the wa-
terproof and anti-
corrosive properties
that polyurethane
and epoxy hold. So
revenue can be ob-
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STANDARD OPERATING PROCEDURES CREATE MORE
VARIABLE CONTROL, EFFICIENCY AND ULTIMATELY
A MOREPROFTLE AT DEPAFTHENT ,

BY ALFRED THOMAS | CONTRIBUTING EDITOR

The job of a lead painter in a collision shop is challenging.
Besides being responsible for things like color match, gloss,
texture and cleanliness, lead painters must keep current
on the latest state, federal and local laws regarding the
materials they use. They must effectively supervise their
staff, manage stock and materials and always be aware of
the schedule. This type of multitasking is difficult even for
the best managers.

In painting, there are numerous variables that painters
can't control. To compensate, they must pay strict attention
to the areas they can control, such as the painting room.
There are many variables that must be controlled, but are
often overlooked. Painters spend so much time engrained in
the routine of working in the mixing room — mixing formu-
las, cleaning equipment and recycling solvent — that things
they know should be checked or maintained are sometimes
pushed aside in order to get the job finished. Too often, the
paint job suffers as a result. Some of the more difficult-to-
correct and costly mistakes, such as a corrupt bank, can
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happen when even slight errors are made, and the conse-
quences may not be apparent until long after.

As with many items in the collision repair industry, if a
plan is made and a standard operating procedure (SOP) is
developed to routinely check the mixing room and all its
variables, consistent formulas and color match can be main-
tained. Paint shop SOPs are critical. Paint shop margins are
very lean, so maintaining a strong profit margin takes work.
Processes must be effective and take up as little production
time as possible. As with a routine for changing oil, it is of-
ten “Pay now, or pay more later.”

Regulatory requirements

Depending on your shop’s location, paint mixing rooms may
have mandated requirements, and you should check state
and local requirements to comply with your area. The
Environmental Protection Agency (EPA) publishes a
document for best practices in the mixing room (FIG 1) with
topics including storage guidelines, personal protection
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equipment suggestions, ventilation
requirements and equipment
maintenance.

The EPA warns against open con-
tainers. All containers must be sealed
when not in use. Not only do open con-
tainers waste money, but they also al-
low Volatile Organic Compounds
(VOCs) to vent to the atmosphere. Even

waterborne paint has co-solvents —
agreeably much less — but it too con-
tains solvents.

Whether your shop mixing room is
a manufactured one attached to the
booth or not, its ventilation should be
maintained. The filters, both intake
and exhaust, should be checked and
changed regularly. Solvent vapors are
generally heavier than air, so they will
lie at the bottom of the mixing room.
The ventilation should be drawn off
from the floor and brought in from the
top or at the upper end of the wall.

Paint vapors are generated in the
mixing room; and though we may not
notice them as much as in the booth,
an air-purifying respirator with an or-
ganic vapor cartridge should be worn
at all times (FIG 2).

Keep the mixing room free of dirt,
spills and clutter. Dirt in the room will
find its way into the mixed paint, so to
avoid that, the room should be cleaned
on a regular basis (FIG 3). The toner
mixing rack should be maintained as
well. The machine and all other poten-
tial spark-producing objects should be
bonded with ground straps. Even static
charges from plastic containers could
be catastrophic. Empty containers
should be disposed of as they accumu-
late, as mixing rooms can quickly be-
come cluttered, leading to potential
mishaps. Spills should be cleaned up,
according to local requirements,
immediately.

As toners or other supplies are used,
a tracking system for restocking should
be established. Toners should be kept
in a logical order on the mixing ma-
chine, and as soon as they are used,
the spout should be cleaned and placed
back on the mixing bank. If all the ton-
ers for a formula are taken off the mix-
ing bank, or if a toner is not replaced
as it is used, grabbing the incorrect
one is more likely. Paint materials are
costly, and if a partly mixed formula
must be discarded, it severely impacts
profits. Toner lid fit should be checked
regularly, as should the mixing bank
for proper operation.

Scales should be kept clean (FIG 4),
level and calibrated at all times. Some
scales have leveling feet that can be
adjusted. If the scale does not have a
level on it, it should be adjusted with
a small torpedo level, both with pan
off and on, to ensure the pan supports
are not holding it at level. Some scales
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will indicate a fault code such as “L”
when the scale is not level.

The pan and paint table should be
kept clean. Though a scale will zero out
the weight of a spill, if the paint is not
in the can, it is not in the mix. The scale
should be calibrated according to the
manufacturer's recommendations, and
if you do not have tools or knowledge
to do so, your jobber can likely do it for
you. If the scales pan has dried paint
on it, it could be either out of level or
calibration. The accuracy of a scale, es-
pecially when mixing small amounts of
paint, is critical to the color match.

Personal protection equipment
Wear chemical-resistant gloves, cloth-
ing and eye protection. Skin and eyes
are vulnerable to absorption of toxic
chemicals present in many products
in the mixing room. Many of these
chemicals, which may be an irritant
to the skin and eyes, also can be ab-
sorbed into the body and cause dam-
age to internal organs.

Remember that nitrile or butyl rub-
ber (FIG 5) will protect you; latex does
not. Eye protection should consist of
either a full-face protector over safety
glasses (FIG 6) or goggles. Splashes
can get past safety glasses alone.

Handling waste

Practicing waste reduction in the shop
not only helps the environment, but
also reduces business material and
waste disposal costs.

By mixing only the amount needed
for ajob and using an HVLP spray gun,
which has higher transfer efficiency,
you will cut down on materials used.
Most paint companies offer a calcula-
tion program on their computerized
systems so the correct amount for the
job can be mixed. If your shop doesn’t
have this program, most paint compa-
nies can tell you the average amount
of ounces needed to paint a panel. The
painter can then do the math and not
mix up excess amounts of materials.

Automated gun cleaner

Gun cleaning machines save both the
environment and money. Designed to
reuse cleaning solvents, they have cov-
ers to prevent evaporation and provide
a clean gun with less hands-on work,
allowing the painter to multitask.
Guns should be pre-rinsed before they
are put into the machine.
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Solvent recyclers

Though not mentioned in the EPA pub-
lication, a solvent recycler will take
old solvent and remove the majority of
the non-solvents in the material, leav-
ing two products: reusable cleaning
solvent and 'still bottoms" to dispose
of, which is significantly less than what
was put into the machine.

Mixing

The mixing of a formula should be done
with care. Each manufacturer has rec-
ommendations for how and when their
paint should be agitated. However,
there are some coatings that should
not be overmixed. Some brands of wa-
terborne paint only require a slight
rocking of the container before pour-
ing into a formula, for example. Each
painter should know and follow the
recommendations of the manufacturer
for their shop’s specific product.

Toner bank

As stated earlier, the toners should all
be turning when being agitated. Some
mixing machines have a yellow plas-

TRAINING IN FOCUS

tic piece that bounces as the paddle
turns in the toner can, making it easy
to see when it is not turning; others
must be checked more closely. Dented
cans or incorrectly fitting lids may also
keep the toner paddle from mixing.
Most mixing banks have room behind
the toner that is used to store spares
of a color. Those spare cans should be
stored upside down to minimize pig-
ment settling; when a can stored in
this manner is turned upright and the
agitating lid attached, it is easier to
suspend the components than if they
remained stuck to the bottom.

HOW2 KNOW HOW | PRO TIPS & TECHNIQUES

Shelf life

Though shelf life is not an issue with
most solvent-borne paints, which can
last for years, waterborne toners will
go bad if not used in time. Painters
should check with their jobber or man-
ufacturer for their brand’'s time
recommendation.

Corrupt bank

A corrupt bank occurs when a toner
is poured off without being agitated,
or before it is in correct suspension. A
toner poured off in this corrupt state
will cause a formula mix that does not
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WASHINGTON
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match. But more im-
portantly, the colors
mixed with that cor-
rupt toner are likely
to not match either.
This mishap can oc-
cur without being no-
ticed, and the painter
may look for other
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possibilities before
discovering that the MAXIMIZE YOUR PAINT SHOP
bank has one or more PROFITABILITY
corrupt toners. Even 4/25, 3:45-5:15 P.M.
if a painter suspects SEAM SEALER MATCHING
a corrupt bank, find- MADE EASY

ing the culprit toner
is difficult. The paint-
er must correlate the

4/25, 10:15-11:45 A.M.

AFTERMARKET ACCESS TO OEM
common toners to the SERVICE INFORMATION

mismatch formulas in 4/25, 2-5:15 P.M.

order to replace them.
This is a difficult and ABRN.com/AMCregistration
tedious process that

can be avoided by

proper agitation. Some paint manufacturers recommend
that new toners be placed in a shaker for as long as 30 min-
utes before attaching an agitation lid and placing it on the

mixing bank.

Pouring the toner

Though there are computerized (FIG 7) pouring machines
for precisely mixing formulas, most of us still do it manu-
ally. Formulas, especially small ones, must be mixed pre-
cisely. Every number must hit correctly. Even if the com-
puter will re-calculate the pour, there may not be enough
room in the container, and if the correct amount of paint
was calculated, the recalculation will overmix the amount
needed.

The toner should be held so the pour hits the center of
the container (FIG 8), and the can should not be rocked back
and forth to control the amount of paint that comes out. It
should be held so the paint will freely flow out when the
gate is opened with the thumb or finger (FIG 9). The pour
can start at a fast rate and be slowed down by partially clos-
ing the gate as the amount reaches the correct weight. Some
scales may need to catch up with a fast pour, so be careful
as you near the desired amount. Pour precisely. If you be-
lieve that + or —1 is OK, you may get away with it sometimes;
but the times you don't will be costly.

Labeling

If the paint is mixed just before it is used and the precise
amount calculated and used, there may not be a need for
labeling. But if it is mixed on one day and used on another,
the container must be labeled. If there is more than one
painter or if painters’ helpers edge in some parts with paint,
waiting for the job to be completed, the mixed paint must
be labeled. Silver is a common color, for example, and though
silvers may each appear to be quite different on the vehi-
cles, they may be hard to distinguish as liquids. Labeling
is not only required by law, but it is a wise practice.

~
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EPA 6H Rule

A federal Environ-
mental Protection
Agency (EPA) reg-
ulation has man-
dated that all facil-
ity painters follow
the EPA Rule 40
CFR Part 63 Sub-
part HHHHHH
(EPA 6H Rule). On
Jan. 9, 2008, the
EPA accepted a
new standard
known as the
HAPS 6H Rule to
reduce the public’s
health exposure to
hazardous air pol-
lutants (HAPs).
The agency’s main
objective is to sig-
nificantly lessen
the amount of
HAPsreleased into
the environment
during paint strip-
ping or surface
coating operations.
During such work
practices, the most
dangerous chemi-
cals, namely, meth-
ylene chloride (MECL), cadmium, chromium, lead, manga-
nese and nickel compounds, represent significant risk to
employee health if proper engineering and administrative
controls are not in place.

Because the requirements are extensive, the EPA allowed
existing two years to reach compliance. Body shops should
review KPA's 6H checklist to ensure that their paint spray
operations are compliant with the EPA 6H rule. Here are
some helpful links:

ABRN.com/EPAPaintStripping
ABRN.com/KPAchecklist
ABRN.com/EPA6HRule
ABRN.com/Rule6H

It may seem that all of these procedures, if done as rec-
ommended, could hinder productivity. However, making an
SOP, attaching the appropriate time intervals and carrying
them out as designed will save valuable time. Mixing room
routines make a
paint department
more efficient and
profitable by reduc-
ing the chance of
color mismatches.
With a well thought-
out process, the
variables that can
be controlled will
be. N Z="7 E-mail Al at athomas902@hughes.net
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Alfred Thomas is associate professor and department
head of Collision Repair at Pennsylvania College of
Technology. He spent 15 years in the collision industry
as a technician and shop manager.
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When vehicles with new body styles, such as the 2015 BMW 335i, hit the market,
all the necessary repair information may not be immediately available.

PREPARE FOR THE TIMES OEM REPAIR INSTRUCTIONS AREN'T AVAILABLE
BY TIM SRAMCIK | CONTRIBUTING EDITOR

Around the time Mayfield Collision Centers was being named
the winner of the 2014 Top Shops contest, the shop faced a
repair dilemma that could put the best of shops to the test.

A 2015 BMW 33b5i arrived with several deployed airbags
and damage to the frame rail. The 335i features an all-new
body style, but that in itself wasn't a problem for Mayfield.
The Bedford Heights, Ohio-based business is an I-CAR Gold
Class shop, holds multiple OEM certifications and has plenty
of experience working on BMWs. After performing the dam-
age analysis and blueprinting the repairs, the shop discov-
ered there were no OEM instructions for repairing the struc-
tural damage. Even the measurements specifications for the
frame weren't available.

Mayfield couldn't risk calculating on its own how to do
the work. They were dealing with ultra high-strength steel
and needed to know the exact materials. They needed to
know whether the damaged parts could be sectioned or would
need to be replaced. They weren't going to risk making a de-
cision that could have compromised the vehicle's safety.
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Unavailable OEM repair instructions aren't a common
repair issue. But it is one that can halt a shop in its tracks
and impact schedules while creating a negative customer
experience. Fortunately, there's plenty a shop can do to pre-
pare for and rectify these situations, namely by building
other repair resources. These resources can benefit a shop
in a number of other ways, as well.

Rich resources

Typically, when a shop can't locate OEM information and
must begin an investigation, its first two stops are the
manufacturer and a dealer. Getting help directly from the
manufacturer can be difficult (especially if you're not a
dealer shop) and take time that might be better spent
elsewhere.

Mayfield Location Manager Mike Kapis started his search
with a call to a local BMW dealer. (Mayfield built much of
its business working with dealerships.) However, the dealer
also was unable to access the necessary information.

Photo: BM!
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Kapis then turned his attention to
industry contacts he had picked up as
part of Mayfield's longtime involvement
with a 20 group. Through the group,
Kapis had met the manager of a BMW
shop in California. Kapis sent out an
email to the manager, shortly thereafter
received the information he needed.

Kapis explains that the manager
had the information because his shop
was BMW certified and works almost
exclusively on BMW models. "He had
access to a lot more materials than an-
other shop would," says Kapis.

Kapis also believes that the Califor-
nia shop possessed the information
because the BMW 33bi had been avail-
able on the West Coast longer than in
Ohio, giving California shops more im-
mediate repair opportunities and there-
fore a greater need for information. (No-
table here is the course repair
information sometimes must travel be-
fore it becomes widely available.)

Regardless of why the information
wasn't immediately available to most
repairers, Kapis says the point here
is to be prepared for these occasions,
no matter how common they may be.
"You need resources you can turn to,"
he says.

Twenty Groups can be particularly
effective since they're comprised of
shops that share vital information on
areas such as business numbers, mar-
keting, cost cutting and lean opera-
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Lefler Collision and Glass Chief Operating Officer Eddie Dietz and owner Jimmy
Lefler have decades of industry experience and numerous industry contacts.
Lefler takes some of his most important repair questions to a 20 Group.

tions. They encourage repairers to form
close ties and assist each other.

Jimmy Lefler, owner of Lefler Col-
lision and Glass, a multiple ABRN Top
Shops contest winner, similarly turns
for help first to his 20 Group, where he
can ask for help from other successful
businesses.

"Whenever we've had any questions,
I can send out an email to the group,"
says Lefler. "It's amazing how many
replies come across my computer in
30 minutes. Sometimes a dozen will
show up."

Industry guru Mike Anderson works
with the Lefler 20 Group and regularly
offers his assistance. Lefler says he and
other members can contact Anderson
for help and take advantage of the vast
network of contacts and resources An-
derson has built over his career.

Making contact
As beneficial as 20 Groups are, most
shops don't take part in them. How-
ever, there are still other places they
can look for OEM information.

Lefler suggests online repair forums,

Is your shop trained and ready to rep

air the 2015 Ford F-150? If not,

you can still help F-150 owners by directing them to a certified shop.
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particularly the technician's forum for
ALLDATA. Lefler reports that his busi-
ness has posted questions on the forum
and received timely responses from
other techs who have dealt with simi-
lar repair issues.

There are, of course, a number of
other online repair forums available.
However, most shops probably will do
best by sticking to those run by repair
providers, unless they already are fa-
miliar with a forum where the missing
information can be recovered in a timely
manner. The sheer number of repair
forums available online can make in-
formation searches time intensive,
meaning that shops would be better
off turning to another source.

Lefler notes that vendors can be
particularly valuable. Whether they're
selling paint, parts or other shop sup-
plies, vendors work with a number of
shops, industry experts and instruc-
tors who might have the necessary in-
formation. If these sources don't, they
might know someone else who will.

Granted, conducting a search that
involves touching base with a number

Industry consultants like Mike
Anderson can help shops set up
20 Groups and provide a number
of repair resources.

of people and moving from one source
to another might seem like a great deal
of trouble to access repair instructions.
Kapis and Lefler say it's simply part of
the job. Kapis notes that he doesn't
worry about challenges such as miss-
ing data because he knows he has a
number of resources to turn to.

"T have a Rolodex full of people I can
call," he says.

Considering the growing complexity
of collision repair work and the business

HOW2 KNOW HOW | PRO TIPS & TECHNIQUES

itself, having these resources has be-
come a necessity, says former shop owner
and industry consultant Ben Bailey.

Bailey says repairers should take ad-
vantage of the numerous opportunities
they have to build their sources. He rec-
ommends shops take part in national
and state repair associations, along with
industry groups such as the Collision
Industry Conference and the Society of
Collision Repair Specialists. He says I-
CAR classes also are good meeting
points, as are trade shows such as NACE.

"I tell shop owners to make a point
of collecting business cards from ev-
eryone they talk to and to jot down a
few things about the person on the
back of the card," he says. "l guarantee
those contacts will pay off sometime
because no one survives alone in this
market today. No one."

Acting locally

Contacts can continue pay off even
after information is recovered or when
it is widely accessible. Due to the in-
creasing complexity of vehicle engi-
neering, shops need local contacts they
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can turn to for repairs they may not
yet be prepared to handle.

"We've yet to come to a bridge
where we've found something we can't
fix," says Kapis. "But when it comes to
something like certain Audi models or
the new F-150 — where few shops have
been certified and trained — we let
customers know we might not be the
best repair option."

The 2015 Ford F-150 is significant
because the latest version of the na-
tion's top-selling vehicle is poised to
become the most popular aluminum
intensive vehicle on the road, raising
the odds of its being in a collision. May-
field is opening an aluminum repair
center certified to work on Jaguar and
Land Rover models, so it's well suited
to handle aluminum work on high-end
vehicles. Yet, Kapis is reluctant to work
on the new F-150, for now.

"If one came through our doors to-
day with a serious hit, we'd have to
think about it," he says.

Bailey says repairers need to be pre-
pared to recommend shops that may
be a better option to handle specific
work. This way a repairer still aids the
customer in some way, he says.

Some shops may be uncomfortable
working with nearby businesses who
also are their competitors, but Bailey
says repairers need to realize that both
parties benefit from this kind of
cooperation.

APRIL 24-26

TIMETO JOIN A
20 GROUP?

"Commiserating on a few repairs a
year isn't going to put anyone out of
business," he says. "Successful shops
learn they stand to gain more than they
give away when they help others."

Shops looking to be more success-
ful gain ground each time they add one
more contact and one more resource,
he adds. N
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Tim Sramcik has written for ABRN, Motor Age and After-
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produced numerous news, technical and feature articles
covering every aspect of the collision repair market. In
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Society of Business Publication Editors.
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Today’s technicians need to understand computers; tomorrow's
techs need to grasp wireless offerings on a whole new level

NN
Looking less like an automobile dash and more like a jet fighter cockpit,
Volvo's flagship XC-90 is packed with telematics technology like Apple's CarPlay.

BY PETE RUDLOFF | CONTRIBUTING EDITOR

t seems like the latest buzz word in our trade is telematics. Everywhere you go, people are dropping
this 10-letter word about as much as John Travolta said groovy back in the 70s.

While not a new concept, some believe this is potentially the next big challenge for the auto body
and repair trade. Currently, there are multiple legislative efforts worldwide that are being looked at
and enacted that will impact how cars get fixed and who will be fixing them. Should we be concerned
or is this getting blown out of proportion by those who don't know any better? Half the folks | talk to
simply do not know if they need to run from telematics or embrace it.

One of the fundamental problems with conquering any
telematics issue is no consistency on what telematics even
is. Maybe we should start there!

Dictionary.com defines telematics as “the branch of sci-
ence concerned with the use of technological devices to
transmit information over long distances.”

The consensus of those within the automotive industry

o
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is to consider telematics to be anything getting broadcast
out of the vehicle to a third party that does not own the car.
For simplicity, we will be discussing just the vehicle aspects
of telematics and how or if it impacts independent body and
repair technicians in our shops.

Frost & Sullivan analysts forecast the aftermarket for OBD-
II telematics to develop into a $1 billion industry by 2020.

IMAGE : VOLVO
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INDUSTRY NEEDS PLAN TO SHARE TELEMATICS BENEFITS PPl

The OnStar shark fin antennae is
found on just about every GM vehicle
currently produced and is one of the
fundamental hardware pieces for
telematics communication.

With OnStar’s 4G LTE connection,
the vehicle acts as a mobile hub, giv-
ing customers easier access to apps
and services that require a high
speed cellular or data connection.

For vehicles equipped with On-
Star, drivers only have to touch

a button on the rear view mirror
and they are connected to a live
person who will help them with
whatever their need is.

Today, revenue is driven almost ex-
clusively by usage-based insurance.
More than a million drivers nationwide
use OBD-II devices to qualify for insur-
ance discounts based on speed, loca-
tion and other behavioral data captured
from the vehicle and transmitted to
underwriters. Over the medium to long
term, other industries, such as fleet
management will develop.

In the beginning, there was OnStar.
The company was formed in 1995, and
products launched in 1996 for some of
the 1997 model year Cadillacs. OnStar
was picked up by five other manufac-
tures from 2002-2005. During its early
years, it was mostly used for turn-by-
turn GPS and crash alerts. As time and
consumer demand grew, more features

were added including remote door lock-
ing, GPS tracking if reported stolen,
remote ignition disabling if stolen and
even video chats and streaming
through WiF'i, powered by Verizon. Be-
cause of its proven track record, vehicle
owners may even be eligible for insur-
ance discounts due to the theft recov-
ery options.

As far as impact on the auto repairer
goes, OnStar is simple. With only a
handful of wires, the OnStar system
has been proven to be overall quite ro-
bust and rarely requires repair in the
aftermarket.

Where OnStar does have an impact
is in remote diagnostics and customer
acquisition and retention. More than
six million OnStar customers receive
a monthly email with a health status
report on their car, as well as service
recommendations, including advising
the vehicle be taken to a local OEM
dealer for service.

We don't see a high volume of On-
Star-related problems as the systems
are pretty robust, but we do see minor
problems every once in a while. A year
back, we had a job in for a customer
who had received his monthly OnStar
email and it was continually stating
that his GMC 3500 needed to return
to the nearest dealer due to an unspeci-
fied engine concern being reported.
The customer contacted OnStar and
they were unable to elaborate as there
were no codes associated with the
issue.

Instead of choosing his local dealer
shop, our customer asked us to look into
it. In a short time, we found TSB 08-08-
46-004A, indicating aftermarket com-
ponents could cause the resulting rec-
ommendation for service needed. After
interviewing the customer, we discov-
ered he had installed an aftermarket
software upgrade to the ECM to im-
prove engine power. Removing the soft-
ware and monitoring OnStar emails
showed that the issue was resolved.
After two months, the customer decid-
ed that he wanted the extra power back,
so he reinstalled the software and re-
ported back to us that the engine con-
cern returned in his monthly email re-
port from OnStar.

As modern technicians, we already
need to know how computers work in
order to diagnose networking issues,
but tomorrow’s technician will need
to understand computers at a whole
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new level of wireless communication.
Viruses, electrical interference and
criminal hacking are a few concerns
that no doubt will show up in our bays
in the future. Get ready for a whole
new level of training, but also a new
level of opportunity in finding alternate
revenue sources.

Customers are buying connected
cars because they want to be connect-
ed. As these cars enter the repair sec-
tor, it will be our job to keep them
connected.

Telematics is not going away. In
fact, over the next 10 years we will
see it expand at an unprecedented
rate. It will impact our trade signifi-
cantly. No more so than fuel injection,
Supplemental Restraint Systems,
emissions systems or J2534 all did.
There will be alearning curve as with
all technologies, but nothing to be
afraid of and nothing our trade can-
not adapt to. N
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for the job — if used properly!

Working on PowerStroke
diesels by the book

Diagnostic flow charts can be the right tool

BY MARK DEKOSTER | CONTRIBUTING EDITOR

has 10-, 11- and 12-step procedure sheets that
FURD its technicians are required to fill out for hard
start/no start concerns on 7.3/6.0L PowerStroke
engines with that under warranty. Ford also had a similar
procedure sheet for these engines when they had performance
concerns, and the technicians had to fill them in for warranty
as well. These sheets worked well to find concerns in a timely
manner. Experienced technicians could sometimes skip steps
or jump to a certain step based on product knowledge and
experience, but even they typically followed the procedure
as each test step builds on the last. Jumping too far ahead
might find the concern, but that is luck as opposed to skill.
What do I mean by that? The idea behind these charts is
alogical test procedure that should find the concern in a time-
ly fashion. It also makes sure that you don't test something
that appears bad because of another failure that you missed.
The idea behind this system is that you keep going un-
til you find the concern and fix it. Also, accessing Ford ser-
vice information is important. Each one of the following
test steps has detailed procedures and specifications in
the service manual.

Step 1: Visual Inspection

Make sure the engine is mechanically sound: the batteries,
cables, starter and alternator are working correctly. If the ve-
hicle is a true no start, then at least make sure the batteries
and cables are good.

Step 2: Check oil

The 7.3/6.0 PowerStroke uses a HEUI (Hydraulic Electric Unit
Injection) injection system. The injectors use engine oil to
operate, and bad oil equals bad operation.

We all know that the wrong viscosity oil can cause cold
weather cranking concerns, and that doesn’t change just be-
cause you have a diesel. In fact, diesels are even more sus-
ceptible to this than gas engines. I've known many Ford die-
sel technicians who change oil as part of their analysis process.
You might even need to consider having an oil analysis done.

Viscosity, contamination and level all are important. When
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Finding the Hard Start/No Start procedure in

ProDemand start by identifying the truck and then do a
search for Engine Does Not Start.

Detailed description of how to do each test in this
procedure for the 7.3 PowerStoke.

I was with Ford, I took a 2002 Excursion with a 7.3 to an off-
site training session. The vehicle developed an oil leak and
lost two quarts before I knew it had a leak. I figured it out as
the truck started doing a buck-jerk at low speed cruise and
took longer to start. I checked the oil and found it was down
just two quarts. That was enough to begin to cause concerns.
The 6.0 has a different oiling system and is not as susceptible
to low oil levels causing running concerns like the 7.3 but still
will have similar low/contaminated oil issues.
Recommended oil for both engines is 15W-40 above 32°F

IMAGES: MARK DEKOSTER
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and 10W-30 below 32°F. Make sure that the oil also meets the
Ford WSS specifications and API service classifications.

Step 3: Intake,

exhaust restrictions

The 7.3 engines have an exhaust backpressure control on the
turbo. This system is designed to close the exhaust outlet
down to keep as much warm exhaust in the engine during e —
warmup and extended idle during cold weather conditions. e e o e
This is a flap that is opened and closed by the PCM directing
oil pressure to one side of a piston. If this flap is stuck closed
or if the flap has broken off the shaft so it opens and closes by
itself, you will have an engine that can't breathe well enough
to start easily. It will also have very poor performance.

The 6.0 engines have a variable rate turbo and when it
malfunctions the concern typically is performance related,
but can also effect crank times.

Most of these engines have filter minders on the air box,
which is a way to check for intake restrictions. B

Because of the age of these trucks you may also be deal- 1 MYt e o e 2 ST P S
ing with a Charge Air Cooler concern. Any turbo system is T S AR
susceptible to some o0il seepage as well as blow by gases.
This oil mist can condense out in the CAC and over time be-
gin to plug off the passages. Poorly filtered air can allow dirt
to enter and combine with any oil that may be in that cooler
and cause blockage.

Step One Visual Inspection, look closely and you will find
many of your problems.

The scan tool test procedure for the 7.3L warning
about performing the order correctly so that you do

Step 4: Sufficient clean fuel
not erase codes before you ever see them.

In step one you were asked about fuel and fuel quality. This
step is a more formal look at the fuel that is in the truck. Is it
actual diesel fuel? Is it road use rated? Is it a summer or win-
ter blend? A “quick” test is when the truck won't start in
cold weather, but once it warms up in your shop starts fine. a s x
This might be related to the glow plug system as well but R d s d BI k f
summer fuel in the winter will want to gel. Is the customer Igl a n Ing oc s or
playing with bio or waste something? u u
When was the fuel filter replaced? Is there water in the 2 H Ig hlpe rfo rm a n ce B I DCkI n g
fuel? Of course the real kicker: Is it out of fuel? Yes this actu- &
ally happens more often than you would like to think.
Step four can often be done in combination with the steps

MOTOR GUARD has developed seven new

five and six, fuel system delivery on the 6.0L. Super-Rigid Big Block models for fast and

aggressive blocking of Aluminum or Steel.
Step 5: On the 7.3L MOTOR GUARD rigid blocks are available in
Testing the fuel system on each engine is looking for the same standard and hook faced versions

things. It is the same in that we are looking for a specific pres-
sure at the injectors (as close as we can get a gauge) and we
back track through the system to find our concern.

For those of you who use a scope as a primary analysis
tool, you might wish to do some quick tests on the electrical
side of the system. Using a low amp probe, check to see if the
pump is powered up by the PCM. What is the current draw
and pump rpm? If these are suspicious, check for power and
ground at the pump.

Tech Tip: These testing procedures might drain even good
batteries. Make sure that you use a quality battery charger
that can maintain at least 12.5 volts during testing and will
never exceed 15 volts.

You should have confirmed that the batteries are good and
if not replaced them back in step one. If you could not start
the truck, you don't know whether the charging system works,
but you will have confirmed the engine is mechanically sound

in a variety of sizes.

WW\WI. motorgua_l_jgl_: com-
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so you can justify the new batteries.
Yes, bad batteries will cause hard start,
no start concerns, even with jumpers or
a charger.

On the 7.3L, you will check for fuel
pressure at each cylinder head. Pres-
sure should be within specifications and
should also be within 3 psi on each head.
You will use a single gauge with a tee
handle valve to switch between left and
right heads.

On the 6.0L you can check at the fil-
ter housing. If the pressure is low here
you are asked to check pressure into the
filter housing on each engine, then pres-
sure at the pump outlet and finally on
the suction side of the pump.

The 6.0L circulates fuel between the
filter housing on the top of the engine
and the Fuel Pump Module assembly
located on the frame below the driver's
seat. Ford will ask for a clear line to be
spliced into this return to check to see
if the system has air in it. If you have
put a new filter in the truck, it might take
the equivalent of driving for several miles
to bleed the air out. If you have not
touched the system you may be pulling
air into the system from somewhere.

Step 6: 6.0L fuel system

inlet restrictions

Running these tests also is where the
extra step comes from in the procedure

Performlng the combustion gases
in fuel system test on a 6.0L PSD.

The correct way to connect a fuel
pressure gauge on a 7.3L to check
each head for fuel pressure. One
gauge with a T handle to switch
between heads. Spec is 45psi
minimum, typical pressure is
60psi. If you see more than a 3psi
difference in heads begin looking
for a leak.
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sheet on the 6.0L engine. On the 6.0L,
the fuel pump suction test for tank inlet
restrictions is step six, while on the 7.3L
it is part of step five.

Next steps

For this part, steps six, seven and eight
are for the 7.3L KOEO continuous injec-
tor self-test and KOEO injector test. Also,
steps seven, eight and nine are for the
6.0L KOEO continuous injector self-test
and KOEO injector test.

The 7.3L has two modules that con-
trol the injection system, the PCM and
the IDM. Communication with these
modules is very limited with the IDM
and more robust with the PCM. Because
of this, checking for codes is done out
of order from what we have done on
Fords for many years. You're probably
in the habit of checking continuous first
and clearing and then doing KOEO and
KOER. On the 7.3L, if you do that, you
will clear any IDM codes without ever
seeing them.

IDM codes are read during KOEO
but are cleared in continuous codes. So
you do a KOEO (step five) and record all
codes. Then without clearing the codes
go right into checking Continuous Mem-
ory Codes (step six). Record those and
now clear codes.

Run the KOEO Injector buzz test and
see if any IDM codes appeatr. If they do,
these are hard faults. If there were IDM
codes before and none come back, then
they were memory codes. Repair and
then clear codes before moving on.

The 6.0L has a FICM controlling
the injectors and it is a more powerful
module with bi-directional control with
certain scan tools. The procedure for
this engine is the same and repairs
need to be done and codes cleared be-
fore moving on.

Step 9: Scan tool checks

The 7.3L worksheet calls out four PIDs
to monitor during cranking: VPWR,
RPM, ICP and FUEL_PW. VPWR is the
main power into the PCM you may wish
to monitor this with a scope as well.
The book calls for at least 8V during
crank. I personally think the spec should
be 9V minimum, as many modules are
prone to shut down at 8V and definitely
will as voltage drops lower than this. It
is important to stress the need for good
batteries again. At 7-plus volts, the en-
gine might be cranking at a speed that
sounds fast enough and might actually

HOW2 KNOW HOW | PRO TIPS & TECHNIQUES

Early model air cleaner on a 7.3L
with the Filter Minder gauge.

Late model 7.3L with the glow
pug module. It is the silver box
with the light green and black
connectors.

The quarter inch square head bolt
is removed to access the fuel rail
on the 7.3. Connect an adaptor
and tube to your pressure gauge.
This is the right head and is just
behind and below the alternator
bracket. Heads are the same on
this engine so the port for the left
head is at the back of the engine
under the Intake and Turbo tubes.

be fast enough if the system voltage
was higher.

RPM checks to see if the crank sen-
sor, but wait as there is only a cam sen-
sor on this, the 7.3L engine. This test is
to see if the PCM sees the cam sensor
and that it is actually turning at a 100
rpm minimum cranking speed.

Injection Control Pressure (ICP) dur-
ing normal operation means this PID
will vary between 750 and 3500 psi.
The default is 500, and if it never goes



GET MORE TECHNICAL TRAINING — FREE! PP| ABRN.COM/AMCREGISTRATION 44

higher, then the PCM is not controlling
injection pressure or there is a massive
oil leak keeping pressure from being
able to be built up.

Tech Tip: Monitor the IPR PID,
Injection Pressure Regulator as well.
This is the PCM command to the High
Pressure Oil system. The default value
is 14 percent, and if it does not change,
then the ICP won’'t either. The
maximum value you will see on this
PID is 65 percent, which is calling for
maximum oil pressure. The PCM must
see the rpm signal before it will control
this system.

For FUEL_PW Fuel Pulse Width, in-
jector on time, both of these engines
use a variable pressure fixed pulse width
fuel control. Therefore the on time will
usually by approximately 3 milliseconds
except during crank, acceleration and
deceleration. The amount of fuel sprayed
into the engine is controlled by varying
the oil pressure to the injector. If the
value does not change, then the PCM
is not controlling the system.

If the value is changing it is possible
that the PCM is trying to control the
system but the request is not received
by the IDM due to wiring faults, corro-
sion or faulty box issues.

The 6.0L has additional PIDs to moni-
tor during what is step 10 for this en-
gine. They are B+, FICMPWR, FICMVP-
WR, FICMMPWER, RPM, ICP_DES, ICP,
IPR, ICP, FUEL_PW and FICMSYNC.

B+, FICMPWR, FICMVPWR are
checks to see that the modules are get-
ting power, like the 7.3 8.0v minimum,
more is better.

FICMMPWR is the available voltage
to operate the HEUI injectors. These
run at a voltage less than the 7.3L, but
still enough to be cautious when elec-
trically testing injectors.

ICP_DES, ICP, IPR, ICP, FUEL_PW
are checks to see if the PCM is getting
information from the sensors and at-
tempting to control the fuel delivery
system.

FICMSYNC the 6.0L has a cam and
crank sensor. The 7.3: only had a cam
sensor. On the 6.0L, the PCM is looking
for both signals and comparing when
they occur. If the PCM loses either sig-
nal the engine may stall if running and
may also be a no start.

Case in point
A 2007 F250 was hard starting and stall-
ing at low speeds but would run well at

higher rpm. During certain crank and
idle conditions the FICMSYNC PID
would toggle between yes and no. Dur-
ing yes, the engine would start and run.

This engine uses a variable reluc-
tance sensor for CMP and CKP. If these
sensors do not create enough amplitude
the signal is not recognized by the PCM.
In this case, the CKP sensor signal was
dropping below threshold at low rpm.
The fix? Clean the mounting for the sen-
sor. Rust had built up under the sensor
and moved it away from the crankshaft
increasing the air gap and causing the
signal to drop out at low rpm.

When you pull up these sheets
through Ford's website or get the infor-
mation from one of the other data sup-
pliers you will note that the number of
PIDs on this list is different from year to
year. As the modules in the truck be-
came more robust and scan tool software
changed, more PIDs are available to us.

Steps 10 and 11:

Check glow plug operation

The early 7.3L engines had a relay on
the engine that looked like the Ford
starter relays of days gone by to con-
trol the glow plugs, certain late model
7.3L and the 6.0L engines use a mod-
ule. Glow plug on time is determined
by the PCM and is based on engine oil
temperature, ambient temperature and
altitude. Most of the time, the early 7.3L
systems turned on if conditions were
correct and then cycled and turned off
until the next key on.

On the systems with module control,
the glow plugs could turn on at any time
the PCM decided they should. Typically,
when the glow plugs are on, system volt-
age is controlled and limited to less than
13 volts. On vehicles with dual alterna-
tors, the second alternator usually is
disabled during glow plug operation.

Ford suggests various tests for this
system. Some of them are of little value
such as a resistance test on the relay
contacts or circuits. Always test these
circuits under load and voltage drop
them, and use an inductive ammeter to
check for current draw.

Tech Tip: When you test these com-
ponents, be aware that glow plugs are
easy to damage by leaving them on too
long. Set up and perform tests quickly
so that you do not damage good plugs.

Tech Tip: Check a known good glow
plug for current draw for comparison to
suspect glow plugs.

CHECK OUT
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Tech Tip: At the beginning of this
article we discussed confirming that the
electrical system was good. Electrical
components cannot work correctly un-
less all power and ground connections
are clean, tested, and known to be work-
ing without excessive resistance.

Step 12: Combustion gas

in the fuel rail

This last test is checking for leaking
gaskets allowing combustion gasses
into the fuel rail. The test first checks
to see if there is a leak. If there is you
are then directed on how to determine
cylinder head and then actual cylinder(s)
that are at fault.

As you gain experience on these en-
gines, you might be able to skip to cer-
tain tests or do several at once. This
overview of the process is designed to
assist you in learning how to effectively
work on these engines and becoming
the go-to tech for PowerStroke diesels
in your shop and town. N
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Mark DeKoster has been fixing or teaching people how tofix
cars for over 30 years. He has been a tech, trainer for Snap-
on and Ford Motor Company, and currently is an associate
professor at Ferris State University. He is the lead instructor
in The Automotive Management Degree Program.

Z="7 E-mail Mark at mark.dekoster@gmail.com
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Servicing the
Chevy Volt

The Chevy Volt is an increasingly popular hybrid choice. Here's
how to help your Volt customers keep them running at their peak.

>

BY JERRY "G" TRUGLIA | CONTRIBUTING EDITOR

Volt is an extended range vehicle
that is similar to a hybrid vehicle
because it also uses an internal

combustion engine (ICE). However, the Volt's ICE is not used
in the same way as a conventional hybrid's ICE, but rather uses
the ICE as a generator to charge the HV (high voltage) battery.
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The Chevy Volt's first model year was a 2011 model that was
not properly portrayed to the motoring public. There were many
that thought that the Volt was a fully electric vehicle that would
run out of electricity and leave them stranded.

The fact is that the Volt is a vehicle that can be charged
and driven on pure electricity up to 51 or so miles without
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using a drop of fuel. As a Volt owner, my first (a 2011 mod-
el) as well as my 2013 vehicle have provided 51 miles on
pure electric after one full charge, depending on the out-
side temperature and road condition. My average fuel mile-
age for both vehicles has been about 127 mpg while driv-
ing the vehicles normally on roads in New York and along
the East Coast. There are others who live in a friendlier
climate that excludes cold weather and snow and have
much better miles per gallon results. My friend Scott Brown
is one such person, living in sunny California. Scott, who
owns a 2013 Chevy Volt, has achieved 276 mpg (FIG 1) as
his lifetime average.

Take a look at the data from his Volt app that displays a
total of 38,124 total electric (EV) miles out of the vehicle’s
total miles of 43,868. Scott drives from his home to work,
which is about 50 miles away. When he arrives at work, he
plugs his Volt in a local parking garage where he is able to
fully recharge his Volt and drive back home on full electric
power. Now, not everyone is Scott; there are many Volt own-
ers who run out of electricity and have to use the Volt's gas
engine. If a Volt owner needs or wants to drive further than
the expected EV projected miles, they can do so because
the vehicle's ICE will kick in and take over, recharging the
HV battery as it moves the vehicle.

Service opportunities

In order to recommend service to a Volt owner, you will
need to be familiar with the vehicle along with understand-
ing the dash and the center stack display (screen that is
located in the middle of the dash, FIG 2). Starting with the
dash (FIG 3), there are many of the same symbols that you
already are used to such as engine oil, engine coolant tem-
perature, charging system (12-volt), ABS, gas gauge, low
fuel warning, speedometer, PRNDL, odometer, electric park-
ing brake, TPMS warning, MIL, compass, door/ hood open,
forward collision alert, lane departure warning, Stabilitrak,
seat belt, airbag, traction control, turn (directional) signal,
high beams, cruise control and security. These are the ones
that you might not be familiar with: HV battery gauge stack
located under the fuel gauge (left side), total vehicle range
(left side under HV battery stack), driver information cen-
ter (lower middle under average miles).

There is a dash selector nob located to the left of the
steering wheel that allows the driver to select information
such as trip A, B, messages, vehicle tutorial, etc., and a driv-
er efficiency gauge (round ball/earth) that is green when you
are driving efficiently and yellow when you're not. It also
communicates charge door open, charge cord connected,
wait to refuel (this message displays when the fuel system
is pressurized, having you wait to refuel the vehicle by de-
laying the unlocking of the fuel door) or ready to fuel (this
message will display when the fuel system is depressurized
and ready to refuel). There is a driving mode selector that
also is indicated on the dash. The different modes are Nor-
mal (the default drive mode that will use the vehicle’s bat-
tery power up first before switching to the ICE), Sport mode
(used for responsive acceleration while reducing electric
range), Mountain mode (used for climbing long or steep
grades) and Hold mode (only available when the vehicle is
being used on electric, this mode places the remaining bat-
tery charge into a reserve for the driver to use as desired).
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An example of when to use this mode is if the vehicle is go-
ing to be driven at high speed that will deplete the HV bat-
tery charge at a faster rate than lower speeds. If the hold
mode is selected, the vehicle’'s HV battery power is held in
reserve until the vehicle is being driven at lower speed where
the HV battery power can be used more efficiently resulting
in better mpg average.

Another thing that you should be aware of is when to
use L (low) on the vehicle. The owner might not be aware
that this range should be selected while driving down a
hill or in heavy stop-and-go traffic if they want to use the
vehicle the most efficient way possible, resulting in the
best miles per gallon.

A helpful thing to know is if the 12-volt AGM battery
or key fob battery goes bad is how to move the gear selec-
tor to neutral. To start a Volt or place the transmission in
neutral, you will need to open the dash storage panel, lo-
cated on the center top of the dash, and remove the rub-
ber mat. Take the key fob and press the silver button to
extend the metal key and insert it in the key slot. Once the
key is in the slot, the transmission lever can be moved to
the neutral position.
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If you want to start the vehicle, just
press the Power button. The key slot
also can be used to program other key
fobs by placing a recognized key fob in
the cup holder. Once the recognized
key is in the cup holder, insert the key
into the driver door lock and turn the
key five times to the unlock position
within 10 seconds. Next a message will
be displayed in the Driver Information
Center on the dash that displays Ready
for Remove #? (the next number remote
to be programmed for the vehicle). Press
and hold the Power button until the
Driver Information Center displays the
new key fob is Ready.

Other oddities of the Volt that need
to be noted are some of the messages
that will appear in the center stack
display such as a message that engine
maintenance has to be performed. This
message will appear often because
the ICE tends to go unused for a long
period of time. One of the concerns is
that the fuel in the 9.3 gallon capacity
tank will become stale. I experienced
this myself the last time I had to refuel
and saw this warning message appear
(FIG 4) on the dash and center stack
display. In the 13,000 miles that we've
driven the Volt, we've only used about
70 gallons of premium fuel, and most
of that was used during cold weather.

Because the fuel usage is so low,
some Volt owners have a concern on
what happens to the gas in the fuel
tank. The GM engineers addressed this
concern by installing a bladder style
fuel tank that is pressurized in order
to keep the fuel fresh. The Volt auto-
matically will notify the driver by dis-
playing the “Automatic Engine Main-
tenance” that will alert the operator if
the engine has not been operated in
six weeks. This function runs the en-
gine to keep it properly maintained and
lubricated. Automatic Fuel Maintenance
(FIG 4) alerts the operator that the en-
gine will run to use up some of the older
gasoline in the tank if it's 1 year old. If
the fuel in the tank is more than 365
days old, a message will also be dis-
played reminding the operator to add
some fresh gas.

Volt maintenance

On my current model Volt (13,000 miles
driven), I've performed two tire rota-
tions, routine fluid checks, rear lens
(both had to be replaced due to con-
densation inside them), one oil change

that I performed only because the oil
was in the engine just more than a
year old (the oil life still had 50 per-
cent or more left), and a computer soft-
ware update to the latest Volt calibra-
tion. Scott, on the other hand, had the
following maintenance performed in
the 43,000 miles he's owned his: one
oil change, four tire rotations, one
wheel alignment (due to a steering
rack issue), right rear tail lamp assem-
bly due to malformations of the lens,
one software update for multiple mod-
ules, electronic parking brake, radio
stack going blank and delayed depar-
ture mode software change that charg-
es the HV battery.

Obviously before performing an oil
change make sure that the vehicle is
off (no ready indicator) and properly set
the lift at the lifting points on the ve-
hicle to prevent damage. Unlike other
hybrids, the battery on the Volt is lo-
cated on the centerline and is T-shaped.
Performing an oil change will require
refilling the engine with 3.7 quarts of
GM Dexos 5w30 approved oil. A word
of caution here —there are oils that say
they meet the specification but are not
GM approved. You can find out for sure
by checking with the GM website,
www.gmdexos.com. Avoid damage to
the oil pan (FIG 5) by torqueing the
drain plug to 14 Nm. As with every oil
change service, you should check the
levels for the windshield washer fluid,
brake fluid, transmission/transaxle and
all three cooling systems (engine, HV
battery and HV electronics). The vehicle
brake system uses the standard DOT 3
brake fluid that is checked and filled
via the master cylinder reservoir.

The transmission needs to be
checked with the vehicle off first fol-
lowed by opening the hood so the ICE
will run, followed by removing the
transmission oil fill cap that is located
on top of the transmission. GM recom-
mends that the engine idles for at least
five minutes to ensure that the damp-
ener/converter is full as well as making
sure that the transmission fluid warms
up to 104-140°F (40-60°C).

Itis also recommended to move the
gear selector through the PRND at least
two times then back to P before remov-
ing the transmission oil filler cap. With
the engine running, remove the trans-
mission fill cap that is located on the
top of the transmission. Next remove
the oil setting plug (located next to the
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drive axle) until a slow drip is visible
since there is no dip stick. If the fluid
needs to be replaced, remove the drain
plug that is located on the bottom of
the transmission and fill the unit with
9.4 (8.9L) of Dexron VI.

The cooling system is actually three
different systems (FIG 6). The engine
coolant reservoir is located on the right
side of the vehicle's engine compart-
ment. The cooling system reservoir for
the HV battery is located on the radia-
tor support to the left front of the en-
gine dip stick. The HV power electron-
ics reservoir is located on the radiator
support to the right of the oil cap.

All of the cooling systems use Dex-
Cool in a 50/50 mixture with the engine
using a mixture with drinkable water,
while the HV battery and power elec-
tronics need a 50/50 Dex-Cool mixture
with deionized water only. The A/C
system utilizes an HV compressor that
uses GM Polyolester (POE) refrigerant
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oil to prevent compressor failure and
or loss of HV isolation. The vehicle has
a maintenance free AGM 12-volt bat-
tery that should be charged only with
an AGM charger capable of providing
a proper charge to prevent damaged to
the battery.

The brake system on a Volt is the
run-of-the-mill, normal four-wheel disc
brake system that is serviced with the
same repair procedures as other ve-
hicles. The only service that might
need to be performed on the brakes
will be removing rust build up from
the rotors and lubricating the calipers
since the pads will not wear out for a
very long time.

The scan data (FIG 7) on the vehicle
is more abundant than most other ve-
hicles, because it has many different
data PIDS. There is even a second OB-
DII port: the normal one that is located
on the left side and one on the right side
of the vehicle. Both sides use pins 4 for
ground and 16 for power but they use
different pins for CAN. The main or nor-
mal left/driver side CAN uses the nor-
mal 6 and 14 pins while the right/pas-
senger side uses pins 3 and 11 for CAN.
The passenger side connector provides
access to a HV energy management
CAN bus and also is used for service
programming of specific modules.

TRAINING IN FOCUS

If you need to power down a Volt to
perform any work on the HV voltage
system or remove any component that
involves removing a part that is located
near a HV component, you will need to
locate and remove the (FIG 8) manual
disconnect lever. The manual discon-
nect lever is located in the center con-
sole under a white cloth like cover. Be-
fore working on HV system make sure
to use Personal Protection Equipment
(PPE) and remove the manual discon-
nect lever and cover the exposed high
voltage opening with UL listed insula-
tion tape rated at a minimum of 600 V.
Wait five minutes before attempting
any work on the HV system until the
HV capacitors have discharged. Use
service information and a MegOhm
meter to check and make sure that the
HYV voltage is not present.

No start after collision

T had a friend of my call me with a prob-
lem he encountered on a 2013 Chevy
Volt that was in a slight fender bender.
Even though the air bags were not de-
ployed because there was only minor
damage, the vehicle would not start.
The dash displayed a “NO POWER"
message, which means that the ICE or
electric engine will not move the ve-
hicle even though the battery level was
more than half full. My friend John was
using the MDI/GDI 2 and selected the
scan tool's Read Vehicle Wide DTC and
ID Information that provided no DTC
information in any of the modules. He
thought that there had to be a DTC
somewhere since the vehicle was dis-
playing a message on the dash, so he
checked each individual module only
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to come up with the same results, no
DTCs. John called me asking for help
that I was able to provide through net-
working with another friend who works
for GM. My friend Chris explained to
me that there are two latching DTCs
that will not appear in the DTC select
of the scan tool but rather in the Spe-
cial Functions section. Once you're in
the Special Functions of the scan tool,
go into the HPCM (Hybrid Powertrain
Control Module) and HPCM?2 (Hybrid
Powertrain Control Module 2) and Clear
Secured Trouble codes in both modules
followed by cycling the ignition, then
press the Power button to start the
vehicle.

I hope this article provided you with a
better understanding of the Chevy Volt
and what to expect when you have to
perform service on this vehicle. One
last thing, take a look at my last 30 days
miles per gallon average; it's a great
vehicle to drive and own! N
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G. Jerry Truglia, president of Technicians Service Training,
has been in the auto repair business for along time as a tech,
shop owner and nationally recognized trainer/author. He
founded TST to bring affordable training to his fellow techs
and shop owners.

Z=7 Email 6. at gtruglia@tstseminars.org
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COLLISION PRODUCTS GUIDE

OIL FILTER CRUSHER
Ranger Products unveiled its
high-powered PR-20FC Oil Filter
Crusher. In 20 seconds, the indus-
trial quality, welded steel plate
crusher applies 10 tons of pure,
air-operated pressure to any used
oil filter, reducing it to 25 percent
of its original size and removing 95
percent of the oil.
www.bendpak.com

(800) 253-2363

RYTEC DOORS

SERVICE BAY DOORS

The Spiral FV Door by Rytec Doors opens
at speeds up to 100 inches per second so
your busy customers are quickly inside a
comfortable, climate-controlled environ-
ment. Traffic flows efficiently in and out of the shop with minimal air
escape. And the door’s full-width/full-vision windows with scratch-
resistant polycarbonate LEXAN sheets and crisp, clean-looking
aluminum slat panels maximize the building’s quality image.
www.rytecdoors.com

(888) GO-RYTEC

PLASTIKOTE

UNDERCOATS

Available in rubberized and professional under-
coatings, PlastiKote Undercoat provides dura-
ble protection against rust, corrosion, moisture,
fumes, dust, heat and cold. PlastiKote rub-
berized undercoating offers a flexible, non-
asphaltic coating that contains no asbestos
fiber, while professional undercoating delivers
an effective sound barrier to reduce road noise.
www.plastikote.com

(866) 222-8714

DRYING SYSTEM

Global Finishing Solutions’ AdvanceCure
System greatly reduces drying times for any
type of coating. Tested by paint companies,
the new “Blade” option offers increased
turbulent airflow and better vehicle cover-
age than the standard AdvanceCure nozzle systems. The exclusive
air-knife design provides precise air movement through small slits
in the module. The Blade option is available with any horizontal
AdvanceCure models.

www.globalfinishing.com

(877) 658-7900

MEASURING SYSTEM
Aluminum ready, state-of-the-
art laser measuring system
Eclipse by AMS, now comes
with a $500 gift certificate for
Grade A Tools when purchased
before March 31. Eclipse offers
continuous calibration via patented AMS Auto-Cal and dual axis
level compensation for both vehicle and scanner. Eclipse measures
and monitors multiple points with unparalleled accuracy.
www.ams-laser.com

(423) 781-7163

CYCLO INDUSTRIES

GLASS RESTORATION

Cyclo Industries launched c c n
Clear View, an at-home solu- ®
tion to repair and prevent

damages caused by envi-

ronmental elements to glass

windscreens. Clear View is a proprietary blend of polymers that
work together to polish and protect damaged glass surfaces, elimi-
nating the need to replace scratched or etched windscreens.
www.cyclo.com

(561) 775-9600

URETHANE SUPPLY COMPANY

PLASTIC WELDER

Urethane Supply Company’s new 6059-C Nitro
Fuzer nitrogen plastic welder is the fourth gen-
eration nitrogen welder from the inventor of the
technology. The welder now features an auto-
matic switch between air and nitrogen—when
the torch is picked up for welding, it automati-
cally switches to nitrogen. This reduces the
technician’s workload and saves nitrogen gas.
www.urethanesupply.com

(800) 633-3047

WALMEC NORTH AMERICA

AIR FILTER

The 5 Micron Compressed Air Filter provides point-of-
use filtration of liquids, oils and other contaminants.
This two-stage filter operates most effectively when
placed near the point of use. It has a 5 micron rating
and is available in sizes with flow ranges of 15-250
SCFM, and pressure ratings of up to 250 PSI. It is
ideal for multiple applications including surface prep-
aration, paint spraying, powder coating, air powered
tools and pneumatically operated equipment.
www.walmecna.com

(866) 764-8377
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BY MIKE ANDERSON SHOP ADVOCATE

0000060

ate last year, the Society of Collision Repair
Specialists (SCRS) wrote to seven major paint

manufacturers and asked for each company's rec-

ommended procedure for applying clearcoat to

qualify for a lifetime refinish warranty. Specifically,

SCRS wanted to know if there is an acceptable

procedure to tape, melt or blend clearcoat mid-panel

rather than extending it to the natural breaking point.

All of the paint companies responded in writing that you must
extend clear to the natural breaking point in order to qualify for the
lifetime refinish warranty. You can read all of their responses on the
SCRS website by visiting ABRN.com/SCRSpaint. Then look for the
link to “2014 Clearcoat Response” for each paint manufacturer).

“Applying clearcoat to the entire panel is a requirement for cover-
age under the Axalta Coating Systems warranty for collision repair
finishes,” that company's response to SCRS states. “This approach
helps produce a durable repair that will not weather prematurely.”

“(F)or PPG Lifetime Limited Paint Performance Guarantee pur-
poses, the clearcoat application must extend to the nearest panel
edge or break point,” that company stated.

That means if you put a quarter panel
on and there's a roof molding along the
roof rail, you have to extend clear all the
way to the natural breaking point, all the
way down to the A-pillar. Or if you put a
quarter panel in, you may have to clear the

Insurers, are
you trying to tell

rocker panel all the way forward if there's me you knDW
not another natural breaking point. And if i
there's not a roof molding, for example, you §0meth|ng the
have to do an “up and over,” clearcoating pamt C(]mpames
the roof and the other quarter panel. dU nﬂtq

The paint manufacturers are not alone
on this. Some auto manufacturers have
issued position statements that concur.

“Ford Motor Company does not condone or recommend the pro-
cedure of clearcoat blending,” the company’s document states in part.
“The preferred process — and the one Ford approves — is to blend
the basecoat color as necessary and then clearcoat the entire panel.”

Toyota and Volvo have similar published statements; other auto-
makers do not address the issue directly but do state that the paint
manufacturer procedures — which include the statements saying that
not extending the clear to a natural breaking point is not a warranted
repairer — should always be followed when repairing their vehicles.

Yet | still hear from shops, “Mike, the insurance companies won't
pay me for it.” Insurers, are you trying to tell me you know something
the paint companies don't? Are you saying you know something the
automakers don't? It's time to stop this nonsense.
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IT'S TIME TO
STOP THE
NONSENSE

Extend clearcoat to the natural
breaking point for lifetime paint
warranties — and get paid for it

As with other topics like this, three questions will help you demon-
strate to an insurer that the process needs to be done and is therefore
something for which shops should be compensated.

Question 1: Is it required to fully and properly repair the vehicle?
Go to the website above and get copies of your paint company’s state-
ment showing what is required if the insurer and customer expect a
lifetime refinish warranty.

Question 2: Is it included in any other labor operation? A quick
review of your estimating system guide will tell you that it is not. The
Mitchell International procedure pages, for example, state that, “It
may be required to extend the application of clear to the nearest
panel edge or breakpoint. The performance of this operation is NOT
INCLUDED in the Mitchell refinish labor time.”

Question 3: Do the estimating system providers provide a pre-deter-
mined time or calculation method for this procedure? Here the answer
varies. If a time or formula isn't provided, | suggest you submit an inquiry
at the Database Enhancement Gateway website (DEGweb.org).

And remember when you do clear the aperture all the way forward,
are you charging to remove and reinstall the door weather strips at the
top of the roof rail so you don't get a hardline? Are you charging to
remove and reinstall the windshield molding or to precision mask the
front windshield to prevent overspray?

Shops, insurers and customers all want lifetime refinish warranties,
and the paint companies have been very specific about the need to
extend clearcoat to the natural breakline in order to achieve a war-
rantable paint job. It's time for insurers to stop asking shops to do
anything less. N

Mike Anderson, a former shop owner,
currently operates COLLISIONADVICE.COM, a
training and consulting firm.

If you have an business issue or question
you'd like Mike to address, email him.
mike@CollisionAdvice.com
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Productivity
starts at the finish
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R-M® automotive finishes provide the perfect blend of durability,
color and shine. For nearly a century, R-M has been advancing the
science of refinishing, developing innovative, user-friendly and flexible
paint systems and support products that redefine value and quality.
By operating as a true partner, R-M provides unmatched support to
enhance shop productivity, increase throughput and bolster the
bottom line—from start to finish. Explore the complete line of

R-M products at www.basfrefinish.com/rm.
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Finish smart






