
Many vehicles produced today utilize 

Impact Resistant Structural Adhesives 

in weld-bond or rivet-bonding 

applications. 3M™ Impact Resistant 

Structural Adhesive 07333 is intended 

for true structural bonding applications 
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OEM developments

MECHANICAL FOCUS

FUEL CELLS 
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SHOP PROFILE

AS STRUCTURES BECOME LIGHTER, STRUCTURAL ADHESIVES WILL BECOME MORE COMMONPLACE

COMMITMENT TO TRAINING

ADDRESS PROBLEMS IN THE SHOP 
BEFORE THEY HAPPEN
COMMIT TO POSITIVE ACTIONS, 
RATHER THAN REACTIVELY PLACING BLAME

WATCH AND LEARN

PROPER SENSOR RECALIBRATION 
TOYOTA EXPERTS DISCUSS IMPORTANCE, PROCESS
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INDUSTRY TRAINING

FOCUS ON CUSTOMER EXPERIENCE, 
NOT SERVICE
BY KRISTA MCNAMARA | CONTENT CHANNEL DIRECTOR

An overall positive customer and employee 
experience helps drive repeat customer business 
and word-of-mouth promotion.

OEM NEWS

CADILLAC LAUNCHES 
ALUMINUM REPAIR NETWORK

8 The network will ensure that 
authorized collision repair facilities 
have the required tools, equipment 
and training to properly repair the 
Cadillac CT6, which uses new 
mixed metal, aluminum intensive 
construction.

GLOBAL EVENTS

IBIS 2016 AIMS TO DRIVE 
FORWARD THINKING

8 The IBIS Global Summit 2016 
aims to deliver more world-class 
presentations and industry-leading 
information to assist delegates 
in developing a forward-thinking 
approach to business.

8

FEATURED COLUMNS

THE COLLISION EXECUTIVE
BY MIKE LEVASSEUR
NECESSITY BEGETS INNOVATION

10 Responses to some of my early career injuries 
were creative, but not always ideal.

THE OE CORNER BY JAMES MEYER
FIGHTING AGAINST CORROSION

39 Quality products and prevention can help 
protect collision-repair welded parts. 

THE LAST DETAIL BY MICHAEL GIARRIZZO, JR.
A NEW YEAR’S RESOLUTION

46 The start of a new year is a great time for 
motivation and to face industry challenges.

SHOP MANAGEMENT TRAINING

ADDRESS PROBLEMS IN THE SHOP 
BEFORE THEY HAPPEN
BY MIKE JONES | CONTRIBUTING EDITOR

In regard to our customers’ vehicles, 
we should be focused on fi xing what is 
broken. But when we wait for something 
to be wrong in our shop before we start 
fi xing it, we see those situations as broken, 
and they are driven by negative energy.

28
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The 3M Impact 
Resistant 
Structural Adhesive 
07333/57333 is 
a two-part epoxy 
that provides an 
extended work time, 
but can be rapidly 
cured with heat.

PRODUCT SPOTLIGHT
Motor Guard’s Magna-
Stripper System is the 
ultimate spot repair 
tool for steel and 
aluminum body panels. 
It strips clear coat, 
base coat and primer 
without damaging the 
body panel.
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MSRP excludes state and local taxes, and freight if applicable. Prices may vary by dealer. See your authorized Mercedes-Benz dealer for additional details or a copy of the Mercedes-Benz parts limited warranty. 

The quality of our parts is only part of the story. 
Of course every Genuine Mercedes-Benz Part is made to ensure a perfect fit and deliver top performance. 

But we provide more than just exceptional parts. Such as an exclusive Parts Warranty that covers labor. 

Dedicated support and customized solutions from a certified PartsPro dealership. Plus competitive pricing 

with Mercedes-Benz CollisionPro powered by CollisionLink.® All this, so that your entire experience is as 

unrivaled as the parts you use.  

 

To learn more, visit www.mbwholesaleparts.com. 
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FUTURE INSIGHTS

WHAT TO EXPECT IN 2016
BY JOHN YOSWICK |CONTRIBUTING EDITOR

From the courtroom to the “clean room,” 2016 
is shaping up to be another year of change 
and drama for the collision repair industry. 
We take a look at what’s to come for collision 
repair as the new year begins.  

FEATURES
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LUBBOCK, TEXAS

JAMES E. GUYETTE / CONTRIBUTING EDITOR

24 Implementing lean in Lubbock strikes a 
responsive chord for this Texas shop. 
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TRAINING AS AN INVESTMENT

JIM COMPTON / CONTRIBUTING EDITOR

18 Training has a direct measurable impact 
on sales, as well as other KPIs. Don’t let 
your shop fall fl at.
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VIDEO SPOTLIGHTS

�
USING QUALITY and reliable 
parts during repairs in your 

shop is vital to help reduce 
comebacks and ensure not only 
customer satisfaction, but also 
their safety. So it is important to 
understand where the parts you 
are using truly come from and 
what your responsibility is to the 
consumer. Opt-OE is one 
descriptor being used in the 
industry that can be misleading 
or cause false confi dence. Rick 
Leos, collision program 
developer in the marketing 
division of Toyota, discusses the 
Opt-OE parts term, your liability 
as a shop and how you can 
determine if a part is in fact a 
“genuine” Opt-OE part.  

[URL ABRN.COM/OPTOE]

�
 WHILE THERE are multiple 
fi nancial factors that play into 
a successful acquisition, 
culture is also a key 
determinant of success, 
discusses consultant and 
blogger Brad Mewes.  
[URL ABRN.COM/ACQUIRECULTURE]

MECHANICAL FOCUS

FUEL CELL TECHNOLOGY
BY JEFF MINTER | CONTRIBUTOR

40 Take a look at some of today’s 
hydrogen fuel cell technology vehicles.

BY SHAWN COLLINS | CONTRIBUTING EDITOR
The collision repair industry continues to see drastic 
changes in vehicle construction, which in turn requires 
equally drastic updates to repair methods and equipment. 
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Focus on customer experience, not service
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THERE’S MORE 

ONLINE:

CADILLAC LAUNCHES 
ALUMINUM REPAIR NETWORK

The network will ensure that 
authorized collision repair 
facilities have the required tools, 
equipment and training to 
properly repair the Cadillac CT6 
using new mixed material, 
aluminum intensive construction.

»» ABRN.COM/CT6ALUMINUM

IBIS 2016 AIMS TO DRIVE 
FORWARD THINKING

The IBIS Global Summit 2016 
aims to deliver more world-class 
presentations and 
industry-leading information to 
assist delegates in their 
forward-thinking approach to 
business.

»» ABRN.COM/IBIS2016

PPG UPDATES, EXPANDS 
PAINT IT CAPABILITIES

Paint It updates include smoother 
functionality and a faster search 
feature that generates color 
identifi cation results through OEM, 
usage and model-year cues. 

»» ABRN.COM/PPGUPDATE

CARBON FIBER ENTERS THE 
MATERIALS MIX

Body shops could soon be seeing 
more carbon fi ber composites, 
which could require an investment 
in new tools and training.

»» ABRN.COM/MATERIALSMIX

FORD APPROVES CHIEF FUME 
AND DUST EXTRACTORS FOR 
ALUMINUM F-150 REPAIR

The two shop tools are the latest 
additions to approved Chief 
collision repair products available 
through the Ford Rotunda Dealer 
Equipment program.

»» ABRN.COM/CHIEFALUMINUM
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John Formica presented at the Sherwin-Williams 
A-Plus Network Vision Group Conference in Houston, Texas.

HOUSTON — Focusing on customer 

service makes your business just like any 

other collision shop. What you need to 

create to truly stand out is the customer/

employee experience.

John Formica, a former Disney employee, 

or self-proclaimed “ex-Disney guy,” author 

and business coach kicked off the Sherwin-

Williams A-Plus Network Vision Group 

Conference in Houston by encouraging 

shops to stand out and not be “boring” with 

the presentation, “If Disney ran your busi-

ness, what would it look like?”

Shops need to create an environment 

where employees want to do their job, rath-

er than feel like they have to do it. This is 

all part of fostering a successful customer/

employee experience, and its success lies 

not just in a shop’s employees and custom-

ers, but also in its leaders.

A positive customer/employee experience 

helps drive repeat customer business and 

also build word-of-mouth promotion, which 

Formica says is vital to shop success. “If 85 

percent of your customer base is not refer-

rals, you need to have focus groups with your 

customers and find out why,” he said.

“Walt Disney said, ‘If you can dream it, 

you can do it’,” Formica said. “But you have 

to know what your business purpose is. 

Disney’s purpose is to make people happy, 

and it sells imagination and fantasy. And you 

need to as well.”

Formica says to break the stereotypes and 

perceptions of those out there in the colli-

sion repair industry — images, for example, 

of dirty waiting rooms with bad coffee, old 

magazines, a run down waiting room and 

unprofessional employees. “You are not in 

an auto body repair shop, you are in a rela-

tionship-building business. What you have 

to do is what Walt said: ‘You don’t build a 

product for yourself. You need to know what 

the people want and you build it for them.’”

Customers seek reliability, empathy, trust, 

tangibles and a positive, memorable experi-

ence. “If you just fix my car, I can go to any-

one to fix my car. But I want to come to your 

business because of that relationship you 

have built,” Formica says. “Your business is 

only as good as you are today. You can stand 

out and be better than everybody else if you 

just change that experience a bit.”

This all begins with your people. Formica 

reminded the audience that Walt Disney said, 

“You can design, create and build the most 

wonderful people in the world. But it takes 

people to make the dream a reality.”

Disney hires people to fill a role, not a 

position, Formica said. “Some of you have 

nice people in your shops. But you may 

have the wrong people in the wrong roles. 

Because you won’t create connections with 

your clients if you don’t have the right peo-

ple,” he said.

“Your every action is a direct reflection 

of your entire business,” Formica said. So 

carefully evaluate your “on-stage presence” 

and make sure you are presenting the right 

image to your clients.

Formica finished with a final Walt Disney 

quote that he encouraged shops to remem-

ber: “Do what you do so well that they will 

want to see it again and bring their friends.”

Photo: Sherwin-Williams
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Too many aftermarket bumpers don’t  

perform as they should. 

Either they shatter into thousands of  

pieces on impact or they fail to deform  

in a controlled manner dangerously  

compromising many of the safety  

systems modern vehicles depend  

on for occupant protection.

So how do you know which  

bumpers to trust?

Our 501 Bumper Protection  

Standard will identify them 

for you. It’s the fairest,  

toughest and most accurate 

certification standard in  

the industry.

But don’t take our word  

for it. The Insurance  

Institute of Highway Safety 

(IIHS), a world leader in 

auto safety and the study of vehicle 

damageability put our new standard  

to the test. 

In comparative, full vehicle low- and  

high-speed crash tests, CAPA Certified 

bumpers provided nearly identical  

damage protection to the vehicle and  

nearly identical crash protection  

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.  

Because bumpers aren’t supposed to explode on contact.

Only the best replacement parts carry  

the distinctive yellow and blue CAPA  

Seal. It’s proof they will fit, perform  

and last the same as the originals.

The CAPA 501 Bumper Certification Standard. 

AD #4—AUDIENCE: DISTRIBUTORS

  CAPAcertified.org    If it 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 
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BY MIKE LEVASSEUR | columnist
mlevasseur@abraauto.com

THE COLLISION EXECUTIVE 

Mike LeVasseur is the Philadelphia Market 

Vice President for ABRA Auto Body.

Necessity begets innovation
Responses to early career injuries were creative, but not always ideal

T
hose who know me well are aware that I 

struggle at times with a bum shoulder. It 

dates back to an intramural sports injury in 

my tech school days. Early in 2015, I slipped on the 

ice and slammed my elbow, tearing up the beauti-

ful shoulder surgery work I’d had done in 1997. 

After trying unsuccessfully to rehabilitate it over 

the months that followed, I finally had to go back 

under the knife this past fall.

While recovering from that in recent months, I thought of several stories related 
to the initial injury back in the early 1980s that any technician (or former techni-
cian) will likely appreciate, but that likely will elicit a cringe from those currently 
responsible for the health and safety of shop employees.

My first surgery to fix the dislocated shoulder was in the days before the use 
of scopes; it was a full-open operation. 
It would be eight weeks of recovery and 
rehab before I could return to my job at 
the dealership body shop.

As I walked into the shop my first day 
back, the owner came up to me in a panic 
and said, “Boy, am I glad to see you. I’ve 
got a customer who is screaming at me. 
I need the back end of this car painted 
ASAP.”

“No problem,” I told him.
 I believe it was a 1980 Bonneville — a 

big car. Back in that day, my spraygun of 
choice was a Binks model 7. Those who 
have used one know that when the cup was filled, that gun had some weight to it. 
As soon as I started the motion of spraying, I realized that there was no way my 
shoulder was going to handle it. There was just too much weight, holding it out in 
front of me, to spray.

Today, an occupational therapist might have helped devise a solution to enable 
me to do the work. But back then, it was more what every good technician knows: 
Necessity is the mother of innovation.

So I got a bungee cord and hooked it to the back of my belt, pulled it over my 
shoulder, and attached it to the gun. I was glad I was the only one working at the 
time, because it must’ve looked ridiculous, but it took enough of the gun’s weight off 

my shoulder that I could spray the car. It actually worked out very well.
Several days after I returned to work, the shoulder was starting to really bother 

me, so I went back to the doctor. He gave me a cortisone shot and told me to wait 
24 hours before I returned to work, so I did.

One of my first jobs upon my return — after yet another missed day of work — 
involved putting a suspension into one of the greatest cars of that time period: An 
AMC Gremlin. I was basically bench pressing the thing with one hand while using a 
torque gun in the other hand to attach it.

Suddenly I felt a little pop in my right arm. I wondered what that was, but it didn’t 
seem to hurt, so I kept going and didn’t worry about it. A couple of days later, I was 
on the phone and looked down at my arm and the bicep was about twice the size of 
normal. The doctor told me I’d ruptured my muscle and needed surgery immediately.

Employees today are hopefully better trained and outfitted with state-of-the-art 
equipment to avoid such injuries. Back in the “old days,” I knew after already miss-
ing eight weeks of work, there was no way I could miss another six or more weeks 
to recover from yet another surgery.

I overcame the popped bicep without surgery, and still use it for “show-and-tell.” 
(“I’ll show it to you, and tell you not to do what I did after sustaining a significant 
injury.”) The lesson for others — I should have taken the time to heal.

Some guys carry an old war wound around with them. Me, I still have my old 
Gremlin injury. 

“BACK THEN, 
IT WAS MORE 
WHAT EVERY 

GOOD TECHNICIAN 
KNOWS: 

NECESSITY IS 
THE MOTHER OF 

INNOVATION.”

If there's a topic you'd 

like me to address,  

I'd love to hear from you.
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FROM THE  courtroom to the 

aluminum “clean 

room ,”  2 016 i s 

shaping up to be another year of change 

and drama for the collision repair indus-

try. New laws will go into effect, new 

vehicle technology will roll into shops 

and new insurer and vendor practices 

are expected to play a role in the day-

to-day business of shops. 

As 2016 begins, here’s our annu-

al preview of what to look for in the 

coming year.

Two-tier shop licensing begins
The industry this year will get its fi rst 

look at how a two-tiered shop licens-

ing program can work as a new Rhode 

Island law goes into effect this month. 

The legislation segments collision re-

pair facilities as “Class A” or “Class B,” 

based on equipment and training levels. 

It also requires that insurance compa-

nies conduct labor rate surveys to deter-

mine “separate and distinct” prevailing 

labor rates for the two classes of shops.

The law stipulates that a Class A fa-

cility must be certifi ed by at least one 

auto manufacturer for the repair and re-

fi nishing of aluminum, high-strength 

steel and other metals; must provide a 

written limited lifetime warranty against 

workmanship defects; must maintain a 

system for documenting customer com-

plaints and responses; and must provide 

evidence of certifi cation of all techni-

cians employed at the facility. 

For insurers, the new law has very 

specifi c requirements for the annual-

ly required labor rate survey process, 

though it does allow insurers to con-

sider factors in addition to the survey 

when establishing prevailing rates for 

each classifi cation of shop. 

Jina Petrarca-Karampetsos of the 

Auto Body Association of Rhode Is-

land, which backed the new law, ex-

pects that less than 15 percent of the 

approximately 200 shops in the state 

will initially qualify as Class A. But she 

said the association is working to fi nd 

ways, such as bringing in group train-

ing, to help shops more affordably meet 

the “Class A” requirements.

“It’s in everyone’s interest to get up 

to this level,” she said. “Any shop that 

doesn’t get itself ready in the next 5-10 

MINDING YOUR BUSINESS

A PREVIEW OF ‘COMING ATTRACTIONS’ 
FOR THE COLLISION REPAIR INDUSTRY AS A NEW YEAR BEGINS

BY JOHN YOSWICK  |  CONTRIBUTING EDITOR
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years is not going to be in business. As 

we told our membership, we’re giving 

you the incentive to get on this now, 

to keep yourself competitive.”

Number and severity 
of claims to rise
For collision repairers bombarded with 

news about new accident-avoidance 

technology, here’s some good news: An-

alysts at the top three estimating sys-

tem companies don’t think that will hurt 

the industry in the short term. Across 

the board they are not predicting de-

creases in 2016 in the number and bot-

tom-line price of collision repair jobs.

Rick Tuuri of 

AudaExplore is 

perhaps the most 

guarded, suggest-

ing that the num-

ber of claims “will 

remain flat to up 

slightly in 2016.” 

He expects the 

slight rise in report costs seen in 2014-

2015 also to continue in 2016.

Greg Horn of Mitchell International 

says as long as fuel prices remain low, 

that will more than offset any decrease in 

claims counts from 

accident avoidance 

technology. With 

new-car sales reach-

ing record numbers, 

he said, “the num-

ber of insured ve-

hicles on the road 

will increase and 

pull the average age to a newer mod-

el year, and with that (will come) an in-

crease in severity.”

Susanna Gotsch of CCC Information 

Services gives her predictions a “Back to 

the Future” twist, saying 2015 numbers 

were more like the 

pre-recession peak 

of 2007 than those 

of the 2008-2014 pe-

riod. While longer-

term demographic 

trends – including 

aging drivers – and 

vehicle technology 

changes point to an eventual decline in 

accident frequency, she doesn’t expect 

those trends to show up in 2016.

“In the near-term, with miles driv-

en up across the U.S., and gas prices 

low, frequency will likely continue to 

see moderate growth in 2016 and 2017, 

before the industry really begins to see 

the impact of the crash avoidance tech-

nology,” Gotsch said.

She noted Mother Nature is also do-

ing collision repairers a favor with re-

cent increases in the frequency and se-

verity of hailstorms.

Gotsch also said repair costs are 

growing at a rate comparable to what 

they were pre-recession.

“New materials and growing com-

plexity of newer vehicles are adding to 

the mix,” she said. “The industry saw 

increases in repair costs overall across 

all vehicle ages between 3 percent and 

4 percent in 2015, and will see a poten-

tially slightly larger increase in 2016.”

Total losses on the rise
Analysts across the board also seem to 

agree that the percentage of vehicles de-

clared total losses will rise in 2016 —

they just vary a bit by how much they 

think that increase will be.

“With the vehicle fl eet and claims 

data currently concentrated around the 

newest and oldest vehicles, total loss 

frequency has risen and will likely re-

main elevated through 2016,” Gotsch 

said. “In fact, vehicles 15-years-plus 

have seen the largest growth in vol-

ume share – and given the market val-

ue for these older vehicles, it doesn’t 

take much damage until the vehicle is 

deemed a total loss.”

Tuuri said he thinks the biggest hit 

from total losses came in 2014, when the 

percentage of totals jumped 16 percent, 

likely caused by downward pressure on 

used car values as new-car sales fi nally 

began rebounding in earnest. As 2015 

was ending, Tuuri said the increase in 

total losses was looking to be half what 

it was the prior year, so about 8 percent. 

He’s predicting a similar rise in 2016.

Horn, however, is predicting a big-

ger spike in total losses in 2016 than 

in recent years, likely a full percentage 

point. He cites much the same reason 

as Tuuri for the increase: New-car sales 

suppressing used-car values.

More aluminum repair – but 
still not a lot
Knowing that the historically best-sell-

ing vehicle in America is now an alu-

minum-intensive vehicle, it’s easy to 

imagine a glut of aluminum repair work 

fl ooding into shops. But even the alu-

minum industry, which champions the 

growing role the material is playing for 

the automakers, say repair volume will 

be modest in 2016.

 Speaking at the Society of Collision 

Repair Specialists’ OEM Collision Re-

pair Technology Summit last fall, Doug 

Richman of Kaiser Aluminum shared 

some projections that extended out to 

2025. For 2016, his numbers showed, ap-

proximately 69,000 aluminum-intensive 

vehicles like the Ford F-150 will need 

collision repair work. That may sound 

like a lot until you spread that work out 

among what he estimates will be about 

4,000 body shops equipped and trained 

to do aluminum re-

pair work in 2016. 

It means an aver-

age of just 17 alu-

minum-intensive 

vehicles per shop, 

barely more than 

one per month.

The numbers 

are a little more encouraging when 

vehicles with just aluminum closures 

(doors, hoods or decklids) are added to 

the mix. Richman projects there will 

be about 681,000 of those coming into 

shops in 2016. It seems unlikely that all 

of those will roll into the 4,000 alumi-

num-ready shops, though if they did, 

that’s an average of 169 jobs in 2016 for 

each of those shops.

In any case, Richman said, the num-

bers aren’t staggering.

“This isn’t taking over your busi-

ness,” Richman said of aluminum re-

pair. “This is just going to be a segment 

of your business.”

Study will look at danger 
of aluminum dust
In other aluminum-related news for 2016, 

I-CAR is involved in research into safety 

issues related to aluminum dust. 

Richman said concentrations of alu-

minum dust do pose an explosion risk, 

but I-CAR is working to determine the 

potential level of that threat within the 

collision repair environment.

“There is a hazard, but it’s really, 

really rare to have a combustible prob-

lem in a plant,” Richman said. “The only 

places we’ve ever encountered a diffi -

culty with the dust hazard have been 

in very high volume production facili-

ties that were not properly managed. I 

don’t think there’s been an incident in 

Doug Richman

Greg Horn

Rick Tuuri

Susanna Gotsch
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decades in the United States. There have been some overseas. 

But these were in facilities that were polishing hundreds of 

wheels every hour, all day long. That can create quite a cloud 

of dust. That’s where we see the problem. But we don’t ever 

want to make a mistake and not respect the potential risk. So 

we want to do some work to understand what’s the real risk 

in your shop environment for this dust hazard.”

He said the end result in 2016 will be a bulletin focused 

on the aluminum dust particle size and concentrations found 

in collision repair facilities, to give shops what they “need 

to know to be sure you’re safe, your employees are safe and 

your shop is safe.”

More consolidation – but how much?
A year ago, it seemed in the realm of possibility that a multi-

shop operation (MSO) might end 2015 having 500 shops. But 

despite a non-stop fl urry of acquisitions, that milestone wasn’t 

achieved – and it’s not a given it will happen in 2016 either.

For several years, two franchise operations, Maaco and 

CARSTAR, each with about 450 shops, have the closest to that 

milestone. But neither is growing nearly as quickly as what 

are often called the “Big 4” MSOs: The Boyd Group (which 

operates in the United States as “Gerber Collision & Glass”), 

ABRA Auto Body & Glass, Caliber Collision and Service King.

But as of late 2015, none of these Big 4 had yet topped the 

400-shop mark, and all would have to have their largest year 

of growth ever to reach 500 in 2016. With the number of mid-

sized MSOs dwindling (because of previous acquisitions), 

the Big 4 will increasingly have to grow though acquisition 

of smaller operations, often individual shops, rather than 10-, 

20- and 30-shop chains. That could slow their speed of prog-

ress toward the 500-shop mark.

On the other hand, all it would take would be for any two 

of these Big 4 to merge to instantly create a 500-shop MSO 

and the single biggest player in the industry. A few indus-

try analysts think that could happen — but more seem to 

think each of the Big 4 will just continue to each add 50 to 

100 shops in 2016, keeping them each just shy of 500 shops 

at the end of the year.

Legal dramas continue to play out
Lawsuits against insurers by shops around the country dom-

inated much of the news in 2014 and 2015. As 2016 begins, 

the shops in the legal boxing ring haven’t suffered a com-

plete knock out, but have certainly taken some tough blows.

At one point there were about two dozen such lawsuits in 

about 20 states in which shops (and in some cases their trade 

associations) accuse insurers of conspiring to manipulate la-

bor rates and other shop charges to reduce costs.

All, at some point last year, were dismissed in whole or in 

part by the U.S. District Court in Florida where all the cases 

have been consolidated. In most of the suits, the shops chose 

to refi le amended lawsuits, adding more details about insur-

ers’ behavior and working to address legal shortcomings the 

court found in portions of the lawsuits.

But by year’s end, at least a half dozen of the suits had 

been dismissed entirely or were dropped by the shops in-

volved. The dismissals of others were under appeal. And in 

many of the cases, one side or the other (or both) are seek-

ing sanctions (in the form of attorneys’ fees) from the other.

2016 will likely see either the demise of the rest of these 

suits or the end of the summary judgment portion of the pro-

cess (in which the suits can be dismissed early on) and a move 

toward preparing for a trial that wouldn’t come before 2017.

Will other automakers follow GM on parts 
pricing?
General Motors has now rolled out its MyPriceLink system, 

which does away with static retail list pricing for crash parts 

in favor of more fl exible “real-time pricing,” designed to help 

the automaker compete with non-OEM parts. The system, fi rst 

announced in November 2014, was delayed a year while GM 

worked to integrate the system with the estimating systems. 

How much impact it will have on shops, insurers or parts 

vendors (OEM or non-OEM) isn’t entirely clear. But many in the 

industry suspect other automakers will be watching it close-

ly in 2016 to decide if they want to follow GM’s lead. It will be 

interesting to watch 

whether the change 

impacts shops’ parts 

choices or profi ts.

Those trends 

—  and the fall out 

from many of these 

items to watch for — 

will likely be more 

clear by the end of 

2016. 

JOHN YOSWICK
CONTRIBUTING 
EDITOR

John Yoswick is a freelance writer based in Portland, 
Ore., who has been writing about the automotive 
industry since 1988.

  E-mail John at jyoswick@spiritone.com
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FIRST, I  have a little disclaimer: 

I am an I-CAR instruc-

tor, so I have a positive 

attitude towards training. If you send 

your techs, but you haven’t been to an 

I-CAR class in a while, stop in and sit 

through a class. More dynamic mate-

rial, more challenging tests and a vast 

array of new technology to discuss all 

combine to bring a real learning envi-

ronment. Even industry veterans can 

learn something new. 

I have found that essentially two 

types of students come to my I-CAR 

classes: those who ask, “Why am I 

here?” and those who say, “This is great 

— I am going to learn new things that 

will help me increase my value. My 

company must care about me because 

they are investing in me.”  

With the fi rst group, the “why am 

I here?” types, it can be a challenge 

to help them fi nd the value. I had one 

technician tell me, “I am the best in 

my role and have been doing this for 

X years. What can this class possibly 

teach me?” I was taken aback that any-

one would consider themselves “the 

best” with nothing new to learn. I sug-

gested that they relax, try to enjoy and 

just see what the class was all about. 

More on this later.

Ron Stazonni, the owner of D&R 

Auto Paint, a PBE jobber in Omaha, 

Neb., has long been a supporter of train-

ing. I have joined Ron at many industry 

meetings, and can always fi nd him ei-

ther taking a class or leading a class or 

two. Ron now travels around the coun-

try and does jobber training.

“I’m regularly asked by my custom-

ers, why do some shops seem to be 

growing and my shop is fl at or declin-

ing?” Ron said. “One constant differ-

entiator is always training.”  

Ron sees this as a sign of the times. 

“We are in a world of instant gratifi ca-

tion. If we pay for something today, we 

want results tomorrow. It’s diffi cult for 

many shop owners to see the long-term 

positive effects, the increase in profi t-

ability and the positive culture exten-

sive shop training creates.”

I asked Ron for a real-world exam-

ple. “Any business will get the best re-

sults from training if you also measure 

results. I recently had a shop owner tell 

me the estimator training he sent his 

offi ce staff to has done nothing. He did 

not have pre and post measurements, 

AS AN INVESTMENT

MINDING YOUR BUSINESS

TRAINING HAS A DIRECT MEASURABLE IMPACT ON SALES, 
AS WELL AS OTHER KPIS. DON’T LET YOUR SHOP FALL FLAT.

BY JIM COMPTON |  CONTRIBUTING EDITOR
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but rather a gut feeling. Once we dove 

deeper into his labor sales, we found a 5 

percent gain in sales. In this shop, that 

would result in an additional $42,000 

per year in sales.”

You can’t manage what you don’t 

measure, so how do you measure the 

value of training? Ron and many of the 

others agree — any changes you make 

in your business will benefi t from mea-

surements before and after. Not all ben-

efi ts of training are immediately mea-

sureable in purely numeric terms.

“In today’s collision repair indus-

try, training isn’t just a good idea. It’s 

mandatory for success!” Ron said. He 

and his staff not only provide regular 

training for their customers, but also 

attend regular training themselves.

Speaking with Craig Seelinger, the 

BASF VisionPLUS Program Manager, 

he cited three classes in particular got 

high marks from attendees. 

Craig said both BASF’s advanced 

production management class and an-

other on estimating for profi t both get 

high scores from attendees who see not 

only higher touch time and technician ef-

fi ciency, but also an increase in capacity. 

 I-CAR CEO John Van Alstyne has 

shared fi ndings and elaborated about 

the large increases I-CAR is seeing 

in the demand for continued educa-

tion. Last year, 8,822 businesses and 

59,460 students trained on 82 I-CAR 

live courses, 87 online courses and 17 

virtual ones. John is among the fi rst to 

state that as an industry, we still have 

a long way to go. John and many oth-

ers feel that the answer is a paradigm 

shift for many of us — seeing learning 

as a part of the culture of each busi-

ness, not a periodic thing we do to meet 

someone else’s demands.

Obviously training can be expen-

sive; I-CAR Gold Class®, ASE or OEM 

certifi cations can cost a shop thousands 

of dollars. As any good business per-

son will tell you, ROI (return on invest-

ment) is a critical measure of most pur-

chases or expenditures. What measures 

can we use to see if training is really 

an investment or just an expense? Re-

cent studies commissioned by I-CAR 

seem to confi rm several higher KPIs 

by Gold Class® shops compared to non-

Gold Class® shops.

Even shops making only one change, 

that of introducing I-CAR training, saw 

signifi cant results. On average, after 

just six months of I-CAR training (com-

pared to the same six-month period in 

the previous year): 
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percent
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as much as 80 percent

Maybe a better measure should be 

the cost of not doing training, longer 

cycle time, lower CSI scores and more 

come backs. 

How do these fi gures come out if 

they are measured by a third party, one 

that does not provide training? For in-

stance, what does a rental car compa-

ny see in the market? Enterprise Rental 

Car did just that: The company’s “anal-

ysis examined all collision repair shops 

with which Enterprise does business 

JO�UIF�6OJUFE�4UBUFT��*O�UIF�ý�STU�RVBS�

ter of 2015, Enterprise compared the 

market average Length of Rental (LOR) 

for repairable vehicles to those shops 

that have earned Gold Class® recog-
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nition from I-CAR.” The Gold Class® 

shops showed an 11 percent improve-

ment in LOR days. 

Whether it is OEM, I-CAR, ASE or 

other training, it seems that one thing 

is clear: top performers value training; 

perhaps that is why they are top per-

formers. Many have spoken about a 

learning culture, including Jeff Peevy, 

president of the Automotive Manage-

ment Institute. It seems that just doing 

the training may not be enough. Train-

ing needs to be part of what we do, not 

merely the occasional attendance of a 

SFRVJSFE�DMBTT�

Overall impact
So how does training impact individ-

uals and businesses? It’s not just the 

training, it is also the value a business 

places on training and learning. We 

need to stop saying, “You need to go 

to this class.” How about presenting 

the class as an investment, an oppor-

tunity for both the individual and the 

organization to grow and improve to be 

better prepared for the future. With the 

onboarding of a new hire, we have an 

opportunity to explain our culture and 

goals, including that all employees grow 

and continue to learn so there will be 

a positive impact on their growth and 

the company’s growth.

Billy Walkowiak is the president of 

Collision Safety Consultants in North 

Carolina. Doing post-repair inspections 

and diminished value reports, I was 

sure Billy would have seen the corre-

MBUJPO�CFUXFFO�USBJOJOH�BOE�RVBMJUZ�

repairs. I asked if he could draw any 

conclusions along these lines.  “No,” 

he said. “Even the best trained techni-

cians can only do so much without the 

QSPQFS�FRVJQNFOU��8JUI�UIF�DPNQMFY�

ity of many of today’s vehicles, proper 

repairs just can’t be done without the 

SJHIU�FRVJQNFOU�w��

Billy went on to discuss scan tools, 

GSBNF�FRVJQNFOU�BOE�TQFDJBMJ[FE�XFME�

ers needed on many new vehicles. He 

stated that training is needed and that 

shops will get ROI from thorough hands-

on training. So I asked again — what 

about those shops that are trained or 

even OEM certifi ed that have invest-

FE�JO�UIF�QSPQFS�SFRVJSFE�FRVJQNFOU �

Surely we can see a correlation now? 

Again Billy patiently replied, “No. 

There is a third element needed — the 

support and follow-up by management, 

UIF�RVBMJUZ�DPOUSPM�QBSU�PG�UIF�SFQBJS��*U�

is more than just the certifi cates on the 

XBMM�BOE�TIJOZ�OFX�FRVJQNFOU��.BO�

agement needs to insist, verify and 

promote proper repairs. Only when all 

three are combined do we truly real-

ize the full value of training.”

Billy also pointed out that learning 

can happen all the time. “If there is not 

a written procedure on sectioning or the 

repair process, you cannot begin the 

blueprint or repair procedure without 

the manufacturer’s guidelines.” Isn’t 

this an opportunity for learning, read-

ing and following the OEM guidelines? 

Learning and training are not limited 

to the classroom. Hands-on training or 

working with a mentor can be a great 

method of training. We need to strive 

to value all forms or learning.

Value in the numbers
Ryan Cropper is the owner of Able Body 

Shops in Anchorage, Ala. With two 

shops and a truck accessory center, 

Ryan is a busy guy, but always will-

ing to support the industry. I reached 

      OptionalAccessories
EZ Clamp, 

Ridged Body & Frame Clamping 
for Aluminum & Steel Repaires

Combination Tool Package

CALL 1.800.445.8244

WWW.AUTOBODYSHOP.COM

*HSS�;VKH`�MVY
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out and asked Ryan just how serious he is about training. 

“You can train someone and they may leave, or, you don’t 

train them and they may stay, which one is worse?” Ryan 

asked. Some owners are reluctant to spend on training be-

cause an employee might leave and go work somewhere 

else. Ryan and many others agree that it is not worth hav-

ing under-trained staff and suffer the slower production, 

errors and potential come backs. For Ryan and others, they 

seem to follow the mantra of spend a little to get a lot back! 

This echos what I-CAR found in their studies: “Perhaps 

most impressive was the fact that, among facilities that em-

braced training, during our study period these facilities ex-

perienced no employee turnover – compared to 20 percent 

turnover for facilities that did not place the same high pri-

ority on training their employees.”  

Ryan further states: “I’m a huge advocate in all aspects of 

training, especially anything that helps our culture. I spend 

more money in training than advertising by far.”  

Ryan was not alone with this epiphany. Matthew Mc-

Donnell, owner of Big Sky Collision Center in Billings, Mon., 

said, “We also spend 2 percent of sales for cultural training 

each year. We believe in treating all of our team members 

like owners. After all, we expect them to act like it. The re-

sults are huge and the ultimate work ethic we get is own-

ership in their work.” This is above the weekly technical 

training that every employee receives. There are some ben-

efi ts that are not always easy to attach statistics to, includ-

JOH�SFEVDFE�DZDMF�UJNF�MPXFS�XBTUF�IJHI�RVBMJUZ�SFQBJST�

and satisfi ed customers. 

Garry Sandt, a district sales manager for NCS (National 

Coatings & Supplies), noted some of the less tangible ben-

efi ts of training. “Training for oneself, as well as for those 

around you, is truly priceless. There are three ways that  

training brings immeasurable positive value to an organiza-

tion. The obvious fi rst benefi t is the learning of the materi-

al at hand. Everyone needs to continue to grow their knowl-

edge in what they are doing day to day in order to keep up 

and move ahead. The second is that it reinforces what you 

already know and do; as well as reminds you of what you 

may already know but don’t practice. “

Garry reminded me that not all the benefi ts of training 

are directly related to the subject material covered. “The 

third and fi nal way is that any time someone is in a learn-

ing atmosphere, it tends to stimulate the brain to be open 

and allows the opportunity for the individual to potentially 

come up with even more valuable thoughts, ideas and sug-

gestions that the training may not cover or it has a relation-

ship to other areas beyond the material at hand.”

Another underlying theme seemed to be that some busi-

nesses enjoy a greater impact from training. Those business-

es that make training part of their onboarding with new 

employees, those that take a moment and ask about the train-

ing class attended the previous evening with an employee, 

those that embrace training seem to get more impact (pos-

itive measurable benefi ts) than those who approach train-

JOH�BT�EPJOH�XIBU�JT�SFRVJSFE�

Ron, Craig, Billy, Ryan, Matthew and Garry all see train-

ing as having a direct measurable impact on sales as well as 

other KPIs. Is it too much of a leap to assume that those who 

don’t see training as having a strong ROI and a strong posi-

tive impact on the business culture and the success of their 

business just lack the tools to measure the impact of training?

Remember that tech I mentioned earlier, the tech who 

thought there was nothing new to learn? I make a practice 

of asking students at the end of class; “Did you learn at least 

one new thing that will help you in your job next week?” 

His response was “yes.” He smiled and said he wouldn’t 

mind taking another class. I won, or rather, we won as an 

industry! Impact!

Is the idea of a learning culture one that we can adopt as 

an industry? The top performers will continue to see train-

ing as the fi rst seeds of an investment followed with the ad-

dition of technology, which grows and brings returns only 

when it is watered with the follow-up, review and support 

of management. 

Training is an investment, not merely a business ex-

pense. Training does 

pay for itsel f many 

t i mes over.  I t  ap -

pears that high im-

pact learning orga-

n izat ions a re a lso 

impacting their sales, 

KPIs, customer satis-

faction and their bot-

tom lines with train-

ing. If you’re not doing 

regular positive-im-

pact training, what 

is your excuse? 

JIM COMPTON
CONTRIBUTING 
EDITOR

Jim Compton, owner and general manager 
of J. Hunter & Associates, has worked in the 
auto body industry for over 30 years. He has a 
special interest in the areas of lean material 
management, environmental protection and 
work place safety.

  E-mail Jim at jhcompton@att.net

ABRA Auto Body & Glass LP F-1683 
7225 Northland Drive Suite 210 

Brooklyn Park, MN 55428

Learn How:
abraauto.com/abrn
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A snapshot of one of the industry’s leading shops

COLLISION KING AUTO BODY REPAIR CENTER / 
LUBBOCK, TEXAS

For nearly a decade it has clinched 

annual top body shop honors bestowed 

by local newspaper readers and 

television viewers in addition to being 

named in 2013 as the Lone Star State’s 

Body Shop of the Year by Farmers 

Insurance.

Noting that it feels “humbling to be 

recognized this way,” owner Steven 

Tisdale points out that “we are in a 

smaller market compared to areas like 

Dallas, Houston and Austin. We often 

fl y under the radar. But we have a great 

team, utilize teamwork and empower 

our people to make good decisions and 

think on their feet.”

The message conveyed throughout 

the company is “treat that car like it’s 

your own, your daughter’s or your mom’s 

car,” he says. “That solves a lot of prob-

lems right there.”

Serving motorists in the West Texas 

and eastern New Mexico regions, Tis-

dale began his collision repair career in 

Littlefi eld, Texas at age 13.

“I was a farm kid, and my dad had 

an extreme work ethic. I had a passion 

for cars, and I got to work in a shop 

instead of hoeing cotton and doing other 

chores around the farm,” he recalls. 

“Some of the older guys helped me out 

with the repairs. They taught me to think 

on my feet a lot.”

As Tisdale reached his early 20s, he 

came under the tutelage of D.W. Baker, 

initially a supervisor at a dealership ser-

vice department who became a key men-

tor. “I learned a lot from that gentleman 

on how to treat your employees right; 

working with them instead of barking 

orders. He viewed every car as being a 

privilege for that car to be in his shop. 

He always went the extra mile.”

Baker moved up to ownership of his 

own business, which Tisdale joined and 

subsequently purchased with a partner 

in 1990 prior to establishing Collision 

King in 1998.

He is hands-on in his own shop, 

frequently working side-by-side with 

the technicians. Along with his self-

taught skills and always striving to 

Lean in 

Lubbock
Implementing lean strikes a chord for Texas shop

BY JAMES E. GUYETTE  |  CONTRIBUTING EDITOR

A
s a history-laden birthplace of rock royalty – Buddy 
Holly! – Lubbock, Texas has long been known for its 
thriving music scene, and customers are consistently 
singing the praises of Steven Tisdale’s Collision King 

Auto Body Repair Center.

AT A GLANCE

Collision King Auto Body 
Repair Center

Name of shop

Lubbock, Texas
Location

Steven Tisdale
Owner

1
No. of shops

18
Years in business

42
No. of employees

6
No. of DRPs

26,000
Shop size (square feet)

32
No. of bays

5 days
Average cycle time

$2,480
Average repair order

$260,416
Average weekly income

105
No. of customer vehicles per week

$12.5 million
Annual gross revenue

Sherwin-Williams
Paint supplier

www.collisionking.com
Website 



Focused

Farsighted

Accept No
Substitution

Diamond Standard Brand Parts Group

www.diamondstandardparts.com

© Diamond Standard Parts, LLC

ES715291_ABRN0116_025_FP.pgs  12.24.2015  00:15    ADV  blackyellowmagentacyan



26  JANUARY 2016  ABRN.COM

SHOP PROFILE

gain as much industry-imparted repair knowledge as possible, 

Tisdale’s path to ownership included a stint at a community 

college studying such topics as economics and communication 

— subjects aimed at accumulating business acumen.

A year-long move to Rhode Island was another stop along 

the way. “I gained insight and experience and came back to 

Lubbock,” says Tisdale, adding that he even took a pay cut 

to assume a shop management position.

Like many successful shop owners, Tisdale credits the 

quality and integrity of his staff for being able to create a 

positive and productive environment while maintaining a 

friendly and attentive attitude with the customers.

“Our technicians are committed to superior quality and 

service, and we ensure they have the skills to deliver it,” says 

Tisdale, citing his commitment to investing in the latest equip-

ment and employee educational programs. “The auto body 

industry continues to evolve as new technologies become 

available. That’s why all of our technicians undergo continual 

ASE and I-CAR re-certifi cation training to stay abreast of all 

new trends and technologies.”

Promising students at area vocational schools are sought 

as candidates, and while Tisdale does not actively recruit 

from other shops in the area, talented technicians are often 

eager to join the company’s roster. “Techs are going to go 

where the work is. They want to be at shops where there are 

cars to fi x, and our volume is going up.”

Not to be overlooked is the friendliness factor, which is 

a critical element of hiring procedures. Not everyone is a 

suitable addition, despite whatever repair expertise they 

may possess.

“We’ve passed by several (technically profi cient) techni-

cians because they’re not team players,” he reports. “You can 

fi nd out a lot about their integrity just during the interview 

process. I try to let them do the talking and I do the listening; 

I ask a lot of open-ended questions.”

Once onboard, the new hires are able to take advantage 

of a mentorship program in which each of the departments 

has an accomplished and education-minded leader who is 

eager to assist his colleagues.

In addition to a decent pay and benefi ts package, fl exible 

hours are available as well. “If his kid has a soccer game at 

4 o’clock and his work is done, we want him to put his family 

fi rst – it makes for a happy employee.”

Connecting the dots
Three years ago Tisdale embarked upon converting Collision 

King into a heavily lean enterprise. “We had been reading 

about it and aware of it for years – all the trends and fads – and 

we wanted to make sure this wasn’t another gimmick. What 

made us pull the trigger 

is that we continued to 

grow, and we knew some-

thing had to give” regard-

ing production ineffi cien-

cies. The challenges were 

further exacerbated by the 

operation’s multiple-build-

ing layout on a single Lub-

bock block.

Continue reading at 

ABRN.com/Lubbock. 

JAMES
E. GUYETTE
CONTRIBUTING 
EDITOR

James E. Guyette is a long-time contributing 
editor to ABRN, Aftermarket Business World 
and Motor Age magazines.

  E-mail Jim at JimGuyette2004@yahoo.com
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INDUSTRIAL MIX

Valspar Automotive has expanded, bringing more power to your business. That means you’ll have 

better access to more of the high-performance refinishing products you want, including advanced 

technology paints, coatings systems and accessories. Plus, you’ll get the technical assistance and 

expert help you need, all in one place, for great results from start to refinish.

The Valspar Automotive family is growing to serve you better.  

www.valsparauto.com

More power for the curves, tight turns  
and straightaways.
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BY MIKE JONES | CONTRIBUTING EDITOR

Q 
uite often we go through 

life focused on fi xing things 

in every aspect of our lives, 

such as our business pro-

cess, vehicles, marriage, our children, 

our friends and even sometimes our-

selves.

In the context of what we do in the 

collision industry regarding restoring 

our customers’ vehicles to a safe, reli-

able resource, we should be focused on 

fi xing what is broken. However, when 

the focus is on the people on our team, 

their behavior, how they interact with 

each other and the effectiveness of the 

communication between them, our fo-

cus should not be on fi xing anything.

In my nearly 30 years of partnering 

with leaders to develop themselves 

and their teams, I have observed that 

when we focus on fi xing the people 

in our lives, we contextualize how 

we manage our human commodity in 

a negative way. I am sure that there 

are behaviors, relationships and meth-

ods of communication that need to be 

fi xed, however, “fi xing” in this context 

is being driven by a negative energy. It 

is important to understand that we do 

not need to wait for a car wreck or for 

something to be broken for us to work 

on ourselves or our relationships.

For illustrative purposes, let’s take 

“Paige,” a fi ve-year body shop man-

ager who, after attending our four-day 

Master Graduate Leadership Program, 

returned to the shop and had a meet-

ing with her entire team. She asked 

them, “What can I do to be a better 

leader and help each of you be more 

successful? One of her employees im-

mediately raised his hand and asked, 

“What did we do wrong?” Though that 

typically is the fi rst reaction, Paige ac-

tually opened the door to a number of 

new possibilities when she asked that 

question.

When we wait for something to be 

wrong before we start fi xing things, 

we see those situations as broken and 

we are being driven by negative en-

ergy. I submit that no matter what is 

going on in your life, there is nothing 

wrong and nothing is broken. I submit 

that there is certainly a lot that can be 

fi xed in our lives and relationships; 

however, I believe that we can be 

driven to fi x those things deliberately 

with positive energy understanding 

that we ALL occupy the largest room 

in the house, and that is the room for 

improvement.

I am sure that for some of you deal-

ing with some very tough circum-

stances these sound like the words 

of a crazy man; however, I have dealt 

with some very tough circumstances 

in my life and I can defi nitively say 

that being driven by negative energy 

or waiting for something to break in 

the relationship you have with your-

self or others will never create a posi-

tive step forward.

When we wait for things to go 

wrong or break down, the fi rst thing 

we do is begin diagnosing the prob-

lem, like a great estimator examining 

a wrecked vehicle. I have come to real-

ize that once I have invested time and 

energy focused on determining what 

went wrong, once I have searched this 

damaged relationship or situation from 

bumper to bumper and I fi nd an answer 

to what is wrong, the only benefi t will 

be who or what I should assess blame 

to and that has not proven to have any 

value in fi xing the situation. I further 

submit that every ounce of energy we 

spend on determining who or what to 

blame or “righting” wrongs is wasted 

energy. Quite often, the real problem 

is that we are managing people based 

on our expectations, and not by clearly 

communicated outcomes. When the 

outcome isn’t clear, things very likely 

will go wrong.

Some would argue that when you 

right a wrong, the person that was 

wronged will feel better, and I agree 

that may be true. However, I submit 

that it would be more valuable to ac-

knowledge the wrong and set a posi-

tive outcome to move forward focused 

ADDRESS PROBLEMS IN THE 
SHOP BEFORE THEY HAPPEN
Commit to positive actions, rather than reactively placing blame  

COMMITMENT TO TRAINING SUPPORTERS

>> CONTINUES ON PAGE 30
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“IT HAS BEEN REALLY WONDERFUL TO MEET A LOT 
OF VENDORS THAT WE HAVE HEARD ABOUT, BUT HAVE 
NEVER HAD THE CHANCE TO MEET FACE TO FACE.”  
—PAUL STOCK
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COUNTDOWN TO AMC 2017

● Will rising interest rates stop industry 
consolidation?

It seems to be a forgone conclusion that the Federal 
Reserve will increase interest rates at their upcoming 
meeting. There is always a lot of consternation around 
rate changes, and this time around is no different. 
Effectively, the Fed controls the price of money 
(interest rates) in an attempt to infl uence economic 
activity. The Fed lowers rates to spur economic activity 
and raises rates to slow it down. So a rate increase 
should be perceived as a generally positive event, an 
indication that economic activity is increasing.

But many express concern over a rate increase. If you 
are looking to fi nance the purchase of a house or a car, 
you may not be excited about the prospect of a rate 
increase. If you have a variable rate loan, you also may 
not be excited about a rate increase. If you agree to 
lend money to someone for 7 or 10 years at a low fi xed 
rate, a rate increase effectively erodes your return.

Many are also concerned about the impact a rate 
increase has on asset values. Asset values often have 
an inverse relationship to rates. For example, consider 
a house. All things equal, a house will sell for a higher 
price when interest rates are low and a lower price 
when interest rates are high. Assuming you are like 
most and fi nance the purchase of a house, the monthly 
payment for the same “house” will be lower in a low 
rate environment. You can buy “more house” on the 
same monthly budget. But so can everyone else, and 
the prices of the entire housing market is bid up in a 
low rate environment. 

Some of what we have seen in the past years in the 
fi nancial markets is a result of the above situation. 
Asset values have been bid up in stock, bond, 
commodity and real estate markets as a result of 
affordable and accessible capital. Many businesses 
have also taken advantage of cheap and easy money 
to expand through acquisitions. 2015 was a record-
breaking year for M&A across the globe, and a very 
active year specifi cally in collision repair.

Continue reading more from ABRN contributor and 
fi nancial expert Brad Mewes at:
ABRN.com/fedrates

● Case study: Should he be fi red for that 
Facebook post?

A recent online article by the Harvard Business Review 
investigates the blurring lines between personal social 
media profi le pages and the image they can portray on 
behalf of a person’s employer. Do you have business 
standards for your technicians and staff when using 
social media? Do your employees understand that 
they are acting as a representative of your business 
not just in a brick and mortar location, but also out in 
cyberspace? If you don’t have a company policy for 
social media use, you probably should.  

ABRN.com/facebookrules

● CYA — A technician’s 
most important acronym

On Facebook, sister publication Motor Age posted, “pro-
fessional technicians can be held criminally and civilly 
liable for their actions — or inactions.” Be sure to pro-
tect all you’ve worked so hard for. Learn how to CYA! 
ABRN.com/cya

● Stay on top of refi nish training
On our Facebook page, ABRN reminded readers that the 
benefi ts of training and recertifi cation are defi nitely 
worth the investment. Though it is never easy for 
collision shop owners and managers to keep pace 
with the changes required to compete in a constantly 
evolving business climate, you must do so to ensure 
your technicians are up to date with the latest 
products, information and skills required to perform 
their roles at their competitive best.
ABRN.com/stayontop

● A glass review
On our Twitter page, ABRN asked readers if it was 
time to take a second look at glass repair. Most shops 
send a majority of their glass repair work to outside 
businesses. However, is it time your shop reconsidered 
and moved those repairs in house?
ABRN.com/glassreview

SOCIAL INSIGHTS
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The importance of proper 
sensor recalibration

Impact of interest rates, 
capital on business value 

Seeing value in a 
motorsports sponsorship 

Axalta teaches 
painting techniques

ABRN.com/recalibration ABRN.com/rateimpact ABRN.com/seevalue ABRN.com/axaltateach
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on what you will do to fi x what is 

wrong. This commitment should be 

to the things you have control of 100 

percent. This will allow you to make a 

commitment to a course of action and 

spend all of your energy in a positive, 

forward moving direction, focused on 

producing a mutually agreed upon out-

come that everyone involved has con-

trol over.

When we look for what went wrong, 

we are looking for answers. When I 

asked people what the value of this 

behavior is they respond, “You will 

know what not to do moving forward.” 

I agree that is true, however, it is a 

waste of time and energy. If you were 

to set a positive outcome, the next step 

would be to clearly communicate the 

outcome to everyone involved in mak-

ing that outcome a success. If you gain 

agreement from them to deliver what 

you need from them to get to the out-

come and they agree, we will not need 

to know what not to do, because we 

understand that the only thing that 

will move us forward is knowing what 

to do.

I had a good friend whose 7-year-

old daughter was battling cancer. He 

said to me, “Mike, this is wrong and 

it is broken. How can this possibly be 

right?” I responded, “It is not right 

or wrong, it just is,” and I suggested 

that we spend ALL of our energy lov-

ing her, being positive and strong for 

her, and taking advantage of every mo-

ment with her, because that is what 

we have control of 100 percent. He saw 

the value in that approach and we did 

until the day she died.

Whenever we assess a circum-

stance as positive or negative, right or 

wrong, what we are really addressing 

is whether our expectations were met 

or not. If things turned out the way 

we expected they would, we gener-

ally assess that as positive or right. If 

the circumstance does not turn out the 

way we expected it to, we will gener-

ally assess that as negative or wrong, 

and because energy and action follow 

thought, there is predictability in both 

of these situations.

I would like to suggest there is 

a better way to fi x what is wrong in 

our relationships at work and home. 

There is a much healthier way to get 

more production from your team than 

cussing and fussing. I suggest that the 

most positive approach is in the ques-

tion and not in waiting for something 

to go wrong and then start looking for 

an answer.

There is a difference between “liv-

ing the question” and looking for the 

answer to what went wrong. When 

we look for the answer to what went 

wrong, the view is that of the observer 

and that view is generally being driven 

by pain or negativity. The driver to fi x 

what went wrong is generally going 

to be negative energy. The observer is 

generally looking for the answer out-

side of themselves. If you are looking 

for the answer in this context and you 

fi nd it, that answer is generally some-

thing you or someone else has done 



and that answer will be historical in 

nature. When you fi nd that answer in 

the context of this conversation it will 

already be in a state of decay. In other 

words, it will not benefi t you moving 

forward.

When you approach the same situ-

ation by “living the question,” it will 

produce a much different outcome — 

your view will be that of the observed. 

In the example with Paige, the context 

of her question to herself was “What 

am I committed to do to build a better 

team?” She became aware in our pro-

gram that some of the answers to that 

question could be uncovered by ask-

ing her team. The question my friend 

was living was, “What am I commit-

ted to do to ensure that I create a posi-

tive, supportive environment for my 

daughter?”

When you are living the question, 

you create a proactive, positive an-

swer moving forward. Even if the an-

swer produced is something that you 

have done before (that may or may 

not have worked at that time), please 

be aware that this approach is differ-

ent from anything that you have done 

before and will likely produce a result 

you have not experienced before. In 

this present moment everything is dif-

ferent — the environment is different, 

resources are different, your mindset 

is different, and the people around you 

will hear you differently. No matter 

what answer is created in the context 

of looking for and living the question, 

that answer will begin a new positive 

step forward.

Living the question creates an en-

vironment where you are accepting 

personal responsibility to deliver on 

a promised outcome. Living the ques-

tion means there will be NO space for 

blame. Living the question means you 

will create a new future based on your 

commitment to focus on a positive out-

come. Living the question will create a 

way of “being” that can be replicated 

to invent new positive futures moving 

forward again and again.

What question are you willing to 

live to energize your team, create a 

more positive environment, improve 

the effectiveness of your team’s com-

munication, and get more production 

from yourself and your team? What do 

you have 100 percent control of that 

you are willing to make a commitment 

to deliver that will produce a more 

positive outcome in your world today?

It is possible for one person to make 

an incredibly positive impact on an 

environment at work and at home. In 

fact, that is the only way it will hap-

pen. Here is a question I challenge you 

to live today: Why Not YOU?

MIKE JONES
CONTRIBUTING 
EDITOR
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Today’s cars and trucks are designed to direct collision forces around the passenger compartment. Technicians should 
use computerized measuring systems that measure multiple points on a vehicle’s upper half and lower structure and 

should monitor these points in real time during the pull to ensure that no additional damage is infl icted into the vehicle.

New 2016 model year cars and trucks 

are hitting the roads, which means it 

won’t be long before some are involved 

in collisions and start appearing at your 

shop. Are you prepared for these new 

vehicles? If not, you’ll likely waste valu-

able time playing catch up and could 

even drive away potential customers.

Staying on top of vehicle design up-

dates is no small task. According to 

data from the National Automobile Deal-

ers Association (NADA), every model 

year changeover affects 40 to 60 mod-

els. Think about it this way: since there 

are 52 weeks in a year, that means au-

tomakers are redesigning close to one 

new vehicle each week! 

While dealers only have to adapt to 

the handful of changes made within their 

brand lines, independent collision repair 

shops must be prepared for all new ve-

hicles. How can you ensure your facility 

is ready for 2016 and beyond? Here are 

four steps you can take throughout the 

year to limit the possibility that you’ll be 

caught off guard by updates in vehicle 

construction methods, materials, dimen-

sions and OEM repair procedures.

Take advantage of training 
opportunities
In order to properly return today’s col-

lision-damaged vehicles to OEM speci-

fi cations, technicians and estimators 

must be familiar with how they are 

designed and built. Fortunately, year-

round training opportunities are avail-

able to help provide this knowledge. 

Since the collision repair industry 

has evolved rapidly over the last decade, 

many training providers have developed 

new courses to meet the needs of to-

day’s shops. Look for interactive, hands-

AS AUTOMAKERS CONTINUALLY REDESIGN THEIR VEHICLES, COLLISION REPAIR SHOPS HAVE TO 
ADAPT TO NEW CONSTRUCTION METHODS, MATERIALS, DIMENSIONS AND REPAIR PROCEDURES

BY RICHARD PERRY |  CONTRIBUTING EDITOR
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on sessions led by experienced collision 

repair professionals to ensure the learn-

ing environment will be as close as pos-

sible to real-world conditions. 

Each provider’s curriculum may vary 

slightly, but here are some core courses 

that a technician or estimator should 

attend to get up to speed:

Design Based Repair: A design-

based repair course will cover the new 

materials found in today’s vehicles, and 

how automakers use those materials 

to construct lightweight, safe vehicles. 

An up-to-date course should cover the 

properties of advanced high-strength 

steels and aluminum, and the latest 

bonding techniques used to construct 

vehicle structures.

Aluminum Analysis and Repair:

There’s no hotter topic in the collision 

repair industry than aluminum. While 

aluminum repair techniques are dif-

ferent than those for traditional steel, 

they are not diffi cult to learn with the 

right training. 

Computerized Measuring: Gone are 

the days when simple mechanical and 

point-to-point systems were suffi ciently 

accurate to measure damaged vehicles. 

Today’s cars and trucks are built to 

tight tolerances and must be measured 

with advanced computerized measur-

ing methods in order to be properly re-

turned to OEM specs. Of course, even 

the most advanced technology is only 

as good as the technician using it, so 

training is essential. 

Collision Dynamics: As automakers 

fi nd new ways to direct impact forces 

away from the passenger compartment 

while also lightening vehicles for 

improved fuel economy, vehicles are 

behaving differently in collisions than 

they used to. Even experienced 

Keeping your repair procedures 
up to date can help ensure your 
shop is ready for any vehicle. 
Some measuring systems feature 
two screens, so the technician 
can view these procedures and 
the system’s measurement 
readings simultaneously.

Without up-to-date OEM 
specifi cation data, it is hard to 
know how much a vehicle’s design 
has changed year to year. Your 
spec provider should measure 
each vehicle with the frame 
anchored and the suspension 
unloaded, as shown here, so the 
data accurately refl ects what the 
technician sees in the shop.

Training opportunities have evolved 
to keep pace with the new collision 
repair techniques that have been 
developed over the last decade. 
For the best experience, look for 
interactive, hands-on sessions that 
replicate real-world conditions.
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technicians can benefit from an update on collision 

dynamics and how to fi nd all the damage in a vehicle.

Update your vehicle specifi cations
When it comes to modern vehicles, accurate spec data is the 

foundation of every repair. This data includes measurements 

for window and door openings, tailgates, hoods, engine com-

partments, trunks and rear hatches, and body widths, and 

is necessary for knowing how much damage is present.

Often, it is hard to tell at a glance if a vehicle has changed 

from one model year to another. The only way to really know 

is to check your spec data. To ensure you receive the latest 

pre-release and new vehicle updates as soon as they are avail-

able, sign up for an annual online subscription. That way, 

new data will be automatically delivered to your measuring 

workstations without any installation hassles or delays.

Even the latest spec data is of no use, though, unless it 

is accurate. Automakers today engineer airbags to deploy 

within milliseconds of a collision. If your repair is off even 

by the slightest margins due to inaccurate specs, it could 

change airbag timing and seriously compromise the safety 

of the vehicle. Your spec provider should compile its data by 

measuring each vehicle with the frame anchored and the 

suspension unloaded in order to provide useable, real-world 

information for the technician.

Equip your shop with the right tools
New vehicles require more than just a quick visual inspec-

tion during the estimating process. That’s because they’re 

designed to direct collision forces around the passenger 

compartment and into areas specifi cally built to absorb an 

impact. Without advanced measuring tools, there’s a chance 

“hidden” damage in areas not directly affected by the col-

lision will go unnoticed. 

In order to effi ciently assess each vehicle and compile 

accurate estimates, the estimator should be equipped with 

a multi-point computerized measuring system. The best sys-

tems map the entire vehicle frame in three dimensions at 

once, making it easier to see and document where the struc-

ture is out of alignment. These systems can also be used by 

technicians during the pulling process to show dimensional 

changes in real time. That way, there’s less risk that pulling 

will infl ict more damage into the vehicle. 

Technicians also need new tools to repair the aluminum 

panels and components found in today’s vehicles. These 

tools include inverter pulsed MIG/MAG welders designed 

for aluminum’s unique characteristics, rivet guns, induction 

heaters, panel bonding adhesives, benches and racks, along 

with weld fume extractors, aluminum dust extractors and 

curtains or clean rooms. All aluminum tools should be kept 

on a dedicated aluminum work station to prevent cross-con-

tamination with steel tools, which can cause galvanic cor-

rosion on a vehicle’s bare metal.  

Access the latest OEM repair procedures
Of course, no amount of training, data or new equipment can 

compensate for a lack of access to OEM repair procedures. 

These procedures outline the specifi c techniques and tools 

that should be used in order to properly repair a vehicle. 

Some automakers provide more detailed repair proce-

dures than others. It’s important to remember, though, that 

deviating from any part of the process or skipping even the 

smallest detail could increase the risk that your shop will 

be held liable for an incorrect repair. If an incorrect repair 

results in a car or truck being totaled by its insurer, your 

shop could be held liable for the vehicle’s full cost. 

Most OEMs make their repair procedures available via 

an online subscription or a third-party provider. Typically, 

if an automaker provides its repair procedures through an 

online subscription, those procedures will be available as 

soon as the vehicle goes to market. This can help to ensure 

your shop is ready for any vehicle. If needed, OEM repair 

procedures can also be purchased on a daily, weekly or 

monthly basis. 

Preparing your shop for new model year vehicles is not 

something that can be done overnight. It takes a year-round 

c om m it ment  t o 

training, and a dedi-

cation to keeping 

your equipment and 

data current. But by 

implementing these 

steps, you can posi-

tion your facility for 

years of proper re-

pairs and happy 

customers, no mat-

ter what vehicle de-

sign changes may 

occur. 
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The collision repair industry continues 

to see drastic changes in vehicle con-

struction, which in turn requires equally 

drastic changes in repair methods and 

equipment. The corporate average fuel 

economy standard of 54.5 miles per gal-

lon by the year 2025 plays a large role 

in infl uencing these changes. Other fac-

tors driving these changes include safety 

and crash test performance, reparabil-

ity, ride dynamics, ease of manufacture 

and of course, manufacturing costs. 

As manufacturers search for new 

ways to accomplish these performance 

improvements, we will continue to see 

an increase in the use of adhesives for 

both vehicle assembly and vehicle re-

pair. Industry sources have predicted a 

structural adhesive market growth of 

about 33 percent annually. One example 

is the Cadillac CTS, which uses 120 me-

ters of structural adhesive in areas like 

the frame rails, rockers, strut towers, 

wheel houses and fl oor pans (Fig. 1). 

Structural adhesives have been used 

in some OE structural repairs for the past 

few years; however, the availability of 

these products and these types of pro-

cedures were limited to a small group of 

vehicles. The more mainstream type of 

adhesives available for repairs has been 

panel bonding adhesives. Panel bonding 

adhesives are primarily limited to bond-

ing only exterior non-structural panels. 

This type of adhesive does not meet spec-

ifi cations for bonding structural parts. 

Typically, structural applications require 

greater peel strength, impact strength, 

and lap shear strength than a panel bond-

ing adhesive can offer. Vehicle manufac-

turers also desire an adhesive that can 

absorb collision energy as the bonded 

parts deform during a collision. This re-

quirement for higher performance stan-

dards for structural bonding has inspired 

more adhesive makers to create what 

they deem Impact Resistant Structural 

Adhesives (IRSA). 

AS STRUCTURES BECOME LIGHTER, STRUCTURAL ADHESIVES WILL BECOME MORE COMMON
BY SHAWN COLLINS  |  CONTRIBUTING EDITOR
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During both vehicle assembly and 

collision repairs, structural adhesives 

are typically used along with mechani-

cal fasteners or spot welding, which is 

referred to as cold joining using a hybrid 

joint. The joint is considered a hybrid 

because it uses both an adhesive and a 

fastener together. Hybrid joining com-

bines the strengths of both the adhesive 

and the fastener together to overcome 

their individual vulnerabilities.

Adhesives have many useful attri-

butes but they are vulnerable in peel 

mode (Fig. 2). Typically adhesives do 

not encounter peel forces in a collision, 

they encounter shear (Fig. 3) and im-

pact (Fig. 4) forces, but the possibility 

of adhesive peel is still a concern. There-

fore, the addition of a rivet or other me-

chanical fastener in the joint prevents 

the adhesive from peel failure. 

Mechanical fasteners may be spot 

welds, fl ow drill screws, rivets or bolts. 

This type of fastener primarily has the 

advantage of “pul l-out” or peel 

strength; however, fasteners are only 

local, meaning all the stress load is 

placed on one small footprint. Adding 

adhesive to the joint with a mechani-

cal fastener helps distribute the stress 

load over a much larger area, increas-

ing joint strength (Fig. 5).

A hybrid joint (Fig. 6) combines 

the benefits of both the adhesive and 

the fastener together to complement 

their strengths and overcome any 

weaknesses. The contributions the 

adhesive makes to the joint include 

completely sealing the joint with ad-

hesive to avoid corrosion; reducing 

noise vibration and harshness (NVH); 

and forming a continuous bond along 

the entire flange, which increases 

the bond area for better stress distri-

bution. The contributions the me-

chanical fastener provides to the joint 

include increased peel strength, im-

mediate fixturing (no cure delay) and 

the fact that fasteners are known and 

trusted (Fig. 7).

It’s important to understand that 

the OEM factory adhesive is a single 

component chemistry that is cured at 

high temperatures that are not attain-

able in the collision repair shop, around 

400 degrees Fahrenheit. The high bake 

temperature makes it possible for these 

adhesives to achieve extremely high 

shear, peel and impact strength num-

bers. Until recently, automotive after-

market adhesive makers had not un-

locked the technology to achieve similar 

strength properties because they are 

limited to utilizing a two-component, 

chemical cure adhesive that cures at 

room temperature. Recently, adhesive 

makers have overcome many limita-

tions of two-component adhesive chem-

istry with remarkable innovation.

A special adhesive is required for 

structural bonding applications because 

a structural adhesive is different from 

a panel bonding adhesive. A structural 

adhesive uses chemical technology to 

enhance peel strength, lap shear 

strength and impact strength. These 

manufacturing processes could include 

additives or temperature treatments to 

toughen or rubberize the adhesive to 

allow for some give or fl exing before 

fracture. This is a very simplifi ed ex-

planation, as it may take years to de-

velop an adhesive with the physical 

properties of what is commonly referred 

to as a “crash toughened” or “impact 

resistant structural adhesive." 

A standard industry test called a 

“wedge impact test” is performed to 

measure the stress load the adhesive 

can withstand as a weighted wedge 

is driven through bonded strips of steel 

or aluminum (Fig. 8). “Wedge impact 

test” samples that are bonded with a 

panel bonding adhesive separate with 

far less resistance than structural ad-

hesive samples, which eventually break 

apart, but with much greater resis-

tance. The amount of energy absorbed 

as the samples separate can be mea-

sured and viewed on a graph and will 

indicate that a structural adhesive will 

absorb considerably more energy. 

Structural adhesives also realize sig-

nifi cantly better performance in ex-

tremely high and low temperatures, 

resistance to corrosion, and stress du-

rability. Simply put, IRSA is a com-

pletely different class of adhesive than 

a panel bonding adhesive. 

We must now understand where IRSA 

can be used during collision repairs. In 

most, if not all cases, this type of adhe-

sive will be used with some type of me-

chanical fastener such as a rivet or spot 

weld when attaching structural panels. 

Do not get the idea that because this is a 

very strong adhesive that you can substi-

tute it for mechanical fasteners and make 

a “bond-only” repair. There are currently 

some vehicle makers that use a structural 

adhesive on non-structural panels, such 

as quarter panels. In this case, if you are 

certain it is a non-structural panel and no 

mechanical fasteners are present, it would 

be acceptable to bond-only unless the 

OEM states otherwise. 

When determining which type of ad-

hesive is recommended for a repair, the 

technician should seek out the OEM re-

pair information. Obviously, if the OEM 
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makes a specifi c recommendation for an 

adhesive, there is no question as to what 

adhesive to use. Technicians should make 

every effort possible to acquire the OEM 

repair manual instructions to avoid mak-

ing a mistake that could make the repair 

unsafe; after all, these are structural re-

pairs with safety implications. 

However, in many cases OEM infor-

mation is not easy to fi nd or is simply 

non-existent. One clue that an adhesive 

may be a structural adhesive is the color. 

For example, GM uses a purple colored 

structural adhesive and recommends 

replacing any purple adhesive found dur-

ing repairs with an aftermarket Impact 

Resistance Structural Adhesive. To avoid 

confusion or errors, GM has recently mod-

ifi ed their repair manuals to recommend 

a structural adhesive for ALL repairs re-

quiring an adhesive, regardless of wheth-

er the part is a structural part or not. Not 

all manufacturers make it that simple to 

know which adhesive to use. In the ab-

sence of OEM repair information there 

may be cases in which a decision is based 

on what area of the vehicle is being bond-

ed. The vehicle maker may state to use 

a structural adhesive if there is any doubt 

as to whether the part is structural or 

not, or to err on the side of the stronger 

adhesive (Fig. 9). 

As vehicle construction continues 

to evolve and become more complex, it 

becomes more apparent that in order to 

make proper repair decisions you must 

have OEM information. The days of at-

tempting to repair a vehicle by simply 

reverse-engineering the factory assem-

bly methods are over. It is becoming 

much more common that the repair at-

tachment method will be completely 

different than the original assembly 

method, especially when adhesives are 

in play. With this in mind the trend is 

moving towards the OEMs providing 

more information, especially if the re-

pair procedure is unique or specifi c. It 

may also be wise to consult the adhe-

sive maker to inquire as to the OEM 

recommendations, adhesive substitu-

tion or equivalent recommendations. 

Adhesive makers' websites should con-

tain directions for use, videos, a list of 

OEM approvals and other information. 

The collision repair industry is chang-

ing drastically and we are just begin-

ning to see the tip of the iceberg. As 

structures become lighter and utilize 

more mixed construction materials, 

structural adhesives will become as com-

mon as sandpaper and masking tape. It 

will be more important than ever to use 

these products correctly and acquire the 

necessary information from both the 

OEM and adhesive manufacturer. 
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COLLISION REPAIR INSIGHT

At Toyota we strive to provide quality and value in 

collision repair training. Toyota Collision Repair Trainers 

are dedicated to enhancing the ability of collision 

technicians to productively and effi ciently repair Toyota, 

Lexus and Scion vehicles.

Fighting against corrosion 
Quality products, prevention help protect collision-repair welded parts 

S
now, hail, rain, wind and sub-freezing tem-

peratures — winter can be a harsh environ-

ment to our customers’ vehicles! In many 

parts of the country, winter is the time when 

weather elements are at their toughest. You may 

have heard of the term “winter brine” — this is a 

mixture of magnesium and calcium chloride used 

on the roads in colder climates for de-icing pur-

poses and for safer travel conditions. 

Winter brine can be highly corrosive to vehicle components. This is because of 
the high amount of acid molecules that result from mixing those chemicals with 
water and oxygen.

Unfortunately, vehicle compo-
nents that can be most susceptible 
to rust and corrosion are parts that 
have been subjected to collision 
repair welding. That is why using 
quality products and practicing 
good corrosion prevention tech-
niques during a collision repair is 
so important, and why we I advise 
all technicians — no matter what time of year or where in the country they live — 
to be diligent about building corrosion prevention into each repair and component 
replacement. This helps ensure that they will deliver a safe, high-quality repair 
that will last.

On Toyota, Lexus and Scion vehicles, I recommend following the original manu-
facturer application specifications for chip-resistant paint coatings, seam sealer 
and cavity wax, which can be found in model-specific Collision Repair Manuals. 
Apply two-component (2K) epoxy or direct-to-metal (DTM) primer to bare metal to 
replicate factory e-coat where necessary, and weld-through primers at flange welding 
locations. These materials, when used and applied properly, help protect against the 
elements and ensure the longevity of your repairs. 

Since the use of zinc-rich weld-through primer has a bit of mystery behind it, let’s 
get into some details of when and how to build corrosion prevention into a job with 
weld-through primer. In Toyota training, we recommend using only a zinc-rich weld-

through primer for your welding tasks. Keep in mind that zinc-based primers are more 
suitable than copper-based primers because of the zinc compatibility to the original 
Excelite steel coatings. This is because steel body components are manufactured 
using a zinc galvanizing process, and zinc primer bonds to this metal, referred to by 
its trade name, “Excelite,” better. Zinc is also more resistant to corrosion than copper.

At Toyota, we have some pretty simple and effective recommendations for prop-
erly using weld-through primer. The following are good procedural tips I recommend 
when applying weld-through primer. 
t��5IF�NFUBM�NVTU�CF�DMFBO��UIJT�IFMQT�UIF�QSJNFS�CPOE�UP�UIF�TVSGBDF��
t� $PBU� XFME� MPDBUJPOT� UIBU� BSF� HPJOH� UP� CF� KPJOFE� UPHFUIFS� CVU� XPO�U� CF�

accessible after welding.
t��'PMMPX�QSPEVDU�JOTUSVDUJPOT�GPS�BQQMJDBUJPO�UFDIOJRVF�BOE�ESZ�UJNFT�
t��"MMPX�UIF�XFME�UISPVHI�QSJNFS�UP�ESZ�DPNQMFUFMZ�CFGPSF�ZPV�CFHJO�UIF�XFMEJOH�

process. This gives the zinc the opportunity to properly bond to the metal.
t��3FNPWF�BOZ�XFME�UISPVHI�QSJNFS�UIBU�XJMM�BGGFDU�BEIFTJPO�PG�TVCTFRVFOU�DPBU�

ings and seam sealer. Most weld-through primers aren’t solvent resistant and can be 
washed away with cleaning solvent.
t��"QQMZ�XFME�UISPVHI�QSJNFS�OFBUMZ�BOE�POMZ�UP�UIF�BSFBT�UIBU�SFRVJSF�UIF�QSJNFS��

Unsightly over-spray and unnecessary application should be avoided.
t��"QQMZJOH�XFME�UISV�QSJNFS�UP�CVUU�XFME�GMBOHF�FEHFT�JT�GVOEBNFOUBMMZ�VOOFDFT�

sary because it can inhibit weld flow, and it serves no purpose at those locations.
After you have finished welding, clean the heat-affected zones (HAZ) around 

welds to remove burned or loose material, dress the welds appropriately, then coat 
with epoxy primer. The reverse side of the HAZ should also be free of loose and 
burned coatings and coated with 2K epoxy primer or DTM and cavity wax. 

Corrosion prevention techniques can be applied to a variety of different repair sce-
OBSJPT�CFZPOE�XFMEJOH��'PS�FYBNQMF�PVUFS�CPEZ�BOE�TUSVDUVSBM�DPNQPOFOUT�PG�5PZPUB�
Lexus and Scion vehicles are coated with electro-deposition primer — also referred 
to as e-coat. E-coat is an excellent corrosion protection material and should be left 
intact whenever possible. If you have to remove e-coat during a repair, remember that 
you can replicate it with 2K epoxy or DTM primer.

If you are curious about how your corrosion prevention techniques are holding up, 
you can put your present corrosion prevention techniques and materials to the test by 
preparing sample panels and subjecting them to simulated weathering conditions to 
TFF�IPX�UIFZ�IPME�VQ��'PS�NPSF�JOGPSNBUJPO�WJTJU�XXX�DSSUSBJOJOH�DPN��

“CORROSION 
PREVENTION 

TECHNIQUES CAN BE 
APPLIED TO MANY 
REPAIR SCENARIOS 
BEYOND WELDING.”

If there's a topic you'd like our team to address,

we would love to hear from you.

OE CORNER 
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TOYOTA  was a leader in 

hybr id (H EV ) 

and electric (EV) 

technology. Are they starting to move 

away from hybrids and beginning to 

embrace hydrogen fuel cells? Are other 

OEMs heading down this road? How 

does this technology work and how 

will it impact the aftermarket?

Wait! Don’t roll your eyes and turn 

the page yet. This article isn’t going 

to try to convince you that hydrogen 

fuel cell vehicles will be in your shop 

tomorrow. In fact, the data presented 

is likely to convince you otherwise. 

Does that mean you shouldn’t care 

about fuel cell technology? There are 

similarities between current technol-

ogy and fuel cell technology that make 

having a basic understanding of this 

technology very relevant. This article 

will focus on the following:

t��#BTJDT�PG�GVFM�DFMM�UFDIOPMPHZ

t��5IF�DVSSFOU�	TMPX�QBDFE
�SPMM�PVU�

of this technology

t��4JNJMBSJUJFT�CFUXFFO�DVSSFOU�WF�

hicles and hydrogen fuel cell vehicles

t��#BTJD�GBDJMJUZ�DPOTJEFSBUJPOT�GPS�

shops that may eventually want to ser-

vice vehicles that utilize lighter than 

air fuels (hydrogen, compressed natu-

ral gas [CNG], etc.)  

To begin, let’s take a look at some 

BY JEFF MINTER  |  CONTRIBUTING EDITOR

Hydrogen fuel 

cell technology
Take a look inside the Toyota Mirai and Hyundai Tucson

Toyota Mirai Engine Compartment

powered by
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of the basics related to hydrogen fuel 

cell technology. Webster’s Dictionary 

defi nes a hybrid as “something (such 

as a power plant, vehicle or electronic 

circuit) that has two different types of 

components performing essentially the 

TBNF�GVODUJPO�w�#Z�UIBU�EFý�OJUJPO�B�

hydrogen fuel cell vehicle is technically 

a hybrid. A “traditional” hybrid vehicle 

is considered a hybrid because it has 

two sources of power. Those sources 

of power are the internal combustion 

engine and the high voltage battery. A 

fuel cell vehicle also has two sources 

of power, which are the high voltage 

battery and the hydrogen fuel cell. In 

essence, a hydrogen fuel cell vehicle is 

simply a hybrid that replaces the inter-

nal combustion engine with a fuel cell.

4P�XIBU�JT�B�GVFM�DFMM �*O�TJNQMF�UFSNT�

a fuel cell is a device that can use a 

combination of oxygen and hydrogen 

to create electricity. Polymer Electrolyte 

Membrane (PEM) fuel cells are currently 

the most common versions used for 

transportation. A PEM fuel cell contains 

a set of electrodes (an anode and a 

cathode) and an electrolyte, much like 

a typical battery. Unlike a battery 

however, the anode and cathode are 

separated by the PEM. To create 

electricity in a fuel cell, hydrogen gas 

is introduced. The hydrogen flows 

Hydrogen vehicle being fueled Toyota Fuel Cell trim cover

MULTI 190 OEM PKG 18 LBS  $2,495.00
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MECHANICAL

through a series of channels to the anode, where it reacts 

with a catalyst. The catalytic reaction causes the hydrogen 

to ionize. This means it separates the hydrogen molecule from 

the attached electrons. The result is a positively charged 

hydrogen molecule and negatively charged “free” electrons. 

The PEM that separates the anode from the cathode will only 

allow the positively charged hydrogen molecules to pass 

through. As a result of this selective passage, the electrons 

are left behind on the anode. The electrons develop a negative 

charge on the anode and the lack of electrons at the cathode 

(caused by the accumulation of the positively ionized hydrogen 

molecules) develops a positive charge. This charge difference 

should sound vaguely familiar, as it’s very similar to the 

negative and positive terminals on a battery. As with a battery, 

if a circuit is provided to connect the negative and positively 

charged electrodes, electrical current will fl ow. In essence, a 

hydrogen fuel cell is a generator with no moving parts. The 

fuel for the generator is hydrogen and the exhaust emissions 

are limited to water vapor (H
2
O).  

Hydrogen fuel cell vehicles have been in the press a lot in 

recent years. This may leave you wondering how many fuel 

DFMM�WFIJDMFT�BSF�DVSSFOUMZ�CFJOH�TPME�JO�UIF�6OJUFE�4UBUFT�BOE�

what impact that may have on your future business. Current-

ly, there are really only two fuel cell vehicles that are relevant 

to this discussion. Those two vehicles are the Hyundai Tuc-

son Fuel Cell (introduced in 2014) and the Toyota Mirai (which, 

at press time, was planned for release in very late 2015).

While the Hyundai Tucson Fuel Cell is marketed as the 

fi rst “mass produced” fuel cell vehicle, it’s very limited in 

availability. In fact, you can’t even buy this vehicle in the 

6OJUFE�4UBUFT�JG�ZPV�XBOUFE�UP��$VSSFOUMZ�UIF�5VDTPO�'VFM�

Cell is limited to three-year, 36,000-mile leases with no op-

tion to purchase. Even given those limitations, the bragging 

rights for this vehicle is that Hyundai has delivered over 75 

	OP�UIBU�T�OPU�B�NJTQSJOU�
�JO�UIF�64�UISPVHI�4FQUFNCFS��������

That’s not exactly a number that would make you scramble 

to get ready for them in your shop, especially since they’ll 

be under warranty throughout their lease!

The Toyota Mirai will change things slightly. It appears 

this will be the very fi rst hydrogen fuel cell vehicle to actu-

BMMZ�CF�TPME�	WFSTVT�MFBTFE
�XJUIJO�UIF�6OJUFE�4UBUFT��5IBU�

being said, the area potentially impacted will still be very 

TNBMM��5IFTF�WFIJDMF�TBMFT�XJMM�MJLFMZ�CF�MJNJUFE�UP�UIF�4PVUI�

ern California area (as has been the case with current leases) 

due to the current hydrogen fueling infrastructure and in-

centives for the automotive manufactures.

So why the discussion?
You may be wondering why you should care about fuel cell 

vehicles if you’re unlikely to see them in your shop in the 

foreseeable future. It is not the fuel cell vehicles — at least 

not yet — that you should care about, but rather the tech-

nology in these fuel cell vehicles. From a practical stand-

point the battery, electric machine(s) and inverter technol-

ogy used in fuel cell vehicles isn’t much different than that 

used in current hybrid and fully electric vehicles. If you 

haven’t yet embraced hybrid/electric vehicle technology, 

you are, quite frankly, falling further behind every day. Ac-

cording to the Alternative Fuels Data Center, there were 

73 hybrid and/or electric models offered for the 2015 model 

year. That’s an increase from just eight models in 2005, 

which is over an 800 percent increase!

Let’s take a look the Toyota Mirai fuel cell vehicle for a 

comparison of technology. This is essentially an electric ve-

hicle with an onboard generator in the form of a hydrogen 

fuel cell. I was surprised to fi nd out just how much of the 

technology in this vehicle is a carry-over from existing Toy-

PUB�-FYVT�IZCSJE�WFIJDMFT��4P�XIBU�JT�CFJOH�DBSSJFE�PWFS 

t��)JHI�WPMUBHF�CBUUFSZ��5IF�IJHI�WPMUBHF�CBUUFSZ�JO�UIF�

Mirai is a 244.8V NiMh battery. Toyota describes this as “an 

existing design” from a Toyota hybrid model. This battery 

consists of 34 modules, each rated at 7.2 volts. For those of 

you already familiar with hybrid technology, this should ring 

a bell as those are the same specifi cations listed for a Toyota 

Camry hybrid.

Toyota Mirai at fueling station

Hyundai Tucson Fuel Cell Engine Compartment

Hyundai Tucson Fuel Cell vehicle being fueled
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t��&MFDUSJD�.PUPS�(FOFSBUPS��5PZPUB�

states, “we chose an existing motor 

from one of our Lexus hybrid vehicles, 

providing a history of reliability and 

reducing overall cost.”  While this com-

ponent is more diffi cult to directly cor-

relate to an existing make/model, the 

re-use of existing technology further 

highlights the ability to use existing 

diagnostic processes.

t��1PXFS�$POUSPM�6OJU�	1$6
��8IJMF�

this unit appears to be unique to the Mi-

rai, Toyota specifi cally states that it is 

based on the PCU found in the Prius.

t��*OWFSUFS�$POWFSUFS��"HBJO�UIJT�

unit appears to be unique to the Mirai 

with similarities to existing Toyota/

Lexus hybrids.  The unit is listed as a 

4-phase boost converter allowing the 

battery voltage to be stepped up to ap-

proximately 650V.  Much like the Prius 

(and other Toyota/Lexus models), this 

boosted voltage allows more power to 

be delivered from the electric machine 

when under peak demand.

4P�XIBU�EPFT�BMM�PG�UIJT�NFBO�GPS�

shops looking to prepare for the future? 

To start, your technicians need train-

ing, but not for hydrogen fuel cell ve-

hicles (at least not yet). The hydrogen 

fuel cell related training I’d consider rel-

evant at this time is for the electric drive 

system. While the hydrogen system is 

interesting and makes great headlines 

XJUI�������14*�TUPSBHF�UBOLT�BOE�XB�

ter as the only emission, getting train-

ing on that simply isn’t practical. These 

vehicles will likely be very limited in 

number and will be under warranty for 

the foreseeable future. In fact, for the 

“lease only” vehicles, they will never 

be out of warranty. That means by the 

time you will see these vehicles in your 

shop (if you ever do), the hydrogen-re-

lated systems are likely to look much 

different than they do today. The elec-

tric drive portion, however, is relevant 

today because of the connections to hy-

brid and electric vehicles.  

Your action plan
At a minimum, your technicians should 

receive high voltage systems safety 

training. Limiting training to that lev-

el, however, signifi cantly reduces your 

shop’s potential. I’d recommend going 

well beyond the basic safety training. 

In fact, I’d even recommend going well 

beyond the OEM training provided for 

hybrid and electric vehicles. To really 

prepare for the future, you should look 

into getting your technicians trained 

on the two major electric components 

that are most likely to experience prob-

lems — high voltage batteries and elec-

tric machines (motor/generators).  

These are both components that are 

destined to eventual failure due to 

normal wear and tear.  Equipping your 

technicians with the knowledge and 

equipment to accurately diagnose 

these components both at the gross 

failure stage and ideally at the early/

intermittent failure stage will help set 

up your shop for long-term success 

and will likely help set you apart from 

the dealership. In addition, you need 

to consider training your service advi-

sors/managers on these vehicles to 

ensure they have the knowledge to 

explain the problems and related re-

pairs to your customers.

The last thing I’d recommend con-

sidering when it comes to the potential 

for servicing hydrogen fuel cell vehicles 

is your facility. While there isn’t a rea-

son to start planning renovations today 

to accommodate vehicles you’re unlikely 

to see tomorrow, it is something you 

should keep in the back of your mind. 

The biggest thing to consider is that 

current repair facilities are virtually all 

set up to handle fuels that are heavier 

than air. If you look around your shop, 

you’ll notice that all potential ignition 

sources are at least 18 inches from the 

ground (provided your facility is up to 

code). This was done because gasoline 

vapors can collect at the ground level. 

When looking at fuels such as hydrogen, 

however, this scenario changes. Hydro-

gen is actually the lightest element in 

the periodic table. This means that if 

hydrogen was to leak from a vehicle in 

a shop it would accumulate near the 

DFJMJOH�OPU�UIF�HSPVOE��4P�XBML�PVU�JOUP�

your shop and look up at the ceiling. Do 

you see anything within 18 inches of 

the ceiling that could serve as an igni-

tion source? Anything such as a light 

fi xture, heater, fan, even a junction box 

could be a danger. 

Of course, you’re probably thinking 

with the limited number of hydrogen 

fuel cell vehicles likely to be seen in 

the aftermarket this consideration isn’t 

worth worrying about. Keep in mind 

there are other fuels that are also lighter 

than air. One such fuel that has been 

making a comeback lately is Com-

pressed Natural Gas (CNG). Much like 

hydrogen, a leak from a CNG-fueled 

vehicle can cause fuel to accumulate 

near the ceiling rather than at the fl oor. 

Depending on the level of service be-

ing done on these vehicles (hydrogen 

or CNG), whether vehicles are stored 

inside overnight, etc. the facility re-

quirements change. If you are consid-

ering a new facility or a major renova-

tion/expansion of your current facility, 

this may be something you want to 

keep in mind during the planning pro-

DFTT��#F�QSFQBSFE�BT�UIF�SFRVJSFE�NPE�

ifi cations may include a signifi cant ex-

pense. However, the alternative of 

servicing these vehicles without the 

proper modifi cations may expose you 

to signifi cant liability.

The future of hydrogen fuel cell ve-

hicles and the potential impact they 

will have on the aftermarket repair in-

dustry is still somewhat uncertain. 

Change within our industry, however, 

is virtually guaranteed and everyone 

will need to adapt to avoid becoming 

obsolete. Just try to avoid being dis-

tracted by the media hype when mak-

ing your plans. 

MILITARY IMPLEMENTING FUEL CELL TECHNOLOGY  ABRN.COM/MILITARYUSE 

Hyundai Tucson Fuel Cell hydrogen 
tank fueling port

Hydrogen warning label
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PRO SPOT

RIVET GUN

Pro Spot has taken all of your current 
and future riveting needs and put it in an 
all-in-one easy-to-use unit! The Pro Spot 
Riveter uses pressure and specialized 
dies to apply and remove a variety of riv-
ets without heat. For heat sensitive materials, like aluminum, this 
cold joining process is necessary for rivet application. Pro Spot 
has designed and enhanced many features that make the PR-5 
the most innovative and versatile rivet gun around! 

www.prospot.com

(877) PRO-SPOT

MOTOR GUARD

PAINT STRIPPER

Motor Guard’s Magna-Stripper 
System is the Ultimate Spot 
Repair Tool for steel and alumi-
num body panels. The Magna-
Stripper quickly strips Clear 
Coat, Base Coat, Primer Coat or 
all three without damaging the 
body panel. Soft, resilient compound is impregnated with abrasive; 
absorbing the heat and leaving the metal like new. The Magna-
Stripper feathers like no other method. Universal hardware fits all 
popular air and electric tools. Made in USA. 

www.motorguard.com

(800) 227-2822
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3M

STRUCTURAL ADHESIVES

When true structural bonding require-
ments are specified by the OEMs 
for collision repair, 3M Automotive 
Aftermarket Division has the solution 
– 3M™ Impact Resistant Structural 
Adhesive. The adhesive is a two-part epoxy adhesive that provides 
an extended work time, but can be rapidly cured with heat. It has 
excellent adhesion to a variety of substrates including steel and 
aluminum. It is intended for true structural bonding applications 
when specified by OEMs, and is recommended for all weld-bonded 
and rivet-bonded joints. 

www.3Mcollision.com
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INDUCTION HEATER

Induction Innovations, Inc. announces 
the launch of Venom: the third gen-
eration of the legendary Mini-Ductor 
handheld induction heater. As with its 
predecessor the Mini-Ductor II, Venom 
generates Invisible Heat® to release ferrous and some non-ferrous 
metals from corrosion and thread lock compounds without the 
dangers of open flame and up to 90 percent faster – ¾” nuts are 
turned red hot in less than 15 seconds.

www.theinductor.com
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BY MICHAEL GIARRIZZO  |  shop advocate

Michael Giarrizzo, Jr. 
is founder and president of DCR Systems 

(www.DCRsystems.net) and a pioneer in the 

utilization of lean production principles on 

the shop fl oor. 

Questions or comments can be sent to 

Michael at mgiarrizzo@dcrsystems.net

elcome to the new year! This is the time of year 
when we inevitably take a few moments to reflect 
on the past and, more importantly, look ahead 
to the coming months with personal plans to 
become better and to set goals for improving the 

things that define our daily life.
The new year is exciting for me because it really 

motivates me to reflect, evaluate and establish a refreshed and 
reinvigorated resolve in my daily routine (which has become 
anything but routine). 

As I look at the collision repair industry — an industry to 
which I've devoted my entire career — I'm discovering that what 
I'm doing every day can't really be called a "job." For me it has 
become a very personal way of life. And because of this everyday 
personal relationship I 
have with the industry, 
I find myself constantly 
evaluating the industry's 
ongoing progress and the 
many outside resources 
that help to create an 
improved customer 
experience that enhances 
the overall perception of 
our business. 

Part of that evaluation 
involves cleaning up "standard procedure" facets of the business 
that have been around forever, but today don't seem to make too 
much sense. 

One of those facets is paint and material (P&M) invoicing, 
which has been a thorn in the industry's side seemingly since the 
beginning of time. We've forever relied on a "best-guess" number 
that is derived from a fixed dollar amount multiplied by the refinish 
labor hours to determine P&M costs, simply because we've had no 
better way of tracking specific materials to the specific vehicle that 
is being invoiced. 

I'm sure you'll agree that P&M invoicing using this method has 
always been a "you win some, you lose some" notion that hope-
fully evens out in the long run. Hear me when I tell you that this 
archaic costing measure is a "lose-lose-lose" proposition! It's not 
fair to the customer, it's not fair to the insurer and it's definitely not 
fair to your bottom line.

Thankfully, today we have a much more sophisticated and 
accurate method of determining these costs in the variety of 
material calculators available that allow us to identify those line-
item materials that are specific to each repair.

And these material calculators could not have been developed 
at a better time, since the vast amount of job-specific materials 
are increasing at an incredible rate.

Material calculators provide a detailed list of what was used 
to repair the vehicle, which leads to a more accurate invoice. This 
accuracy improves the customer perception of your work while 
ultimately helping to reduce waste in the shop. 

So if this technology tool is so great, then why isn't every shop 

in the universe using it? That question is so intriguing, I'm going to 
follow it up with a few more thought-provoking queries that hope-
fully challenge your thinking for the coming year: 

Can we continue to operate as a viable industry knowing that 
we're overcharging and/or undercharging for P&M, hoping it will 
somehow work out over the long haul? 

Don’t our customers deserve to be accurately invoiced for 
materials being applied to their vehicle? 

Aren’t loss costs supposed to be directly associated with that 
specific vehicle's loss?

Is there a mistrust or suspicion of the validity of material cal-
culators that I'm not aware of? Or is it just that we really don't 
understand them (or just don't believe them)? 

How in the world can we, as an industry, still be so commit-
ted to the status quo and archaic methodology when technology 
enables us to identify, calculate and invoice the material specific 
to the job? 

Materials are specific and unique to each and every job. As 
professionals, we must invoice with the intention of accuracy and 
integrity. My "Type-A" personality, for one, can't comprehend it 
any other way. 

In this new year we need to resolve to find the collective cour-
age to seek out better ways to do our job, serve our customers 
and create change. If you have any ideas on the answers to the 
questions I've posed above, or want to boast about how P&M 
material calculators have affected the way you do business, feel 
free to let me know. 

A NEW YEAR'S 
RESOLUTION

Challenging the industry as we 
delve into a new year

Paint and material 
(P&M) invoicing has been 

a thorn in the industry's 
side seemingly since the 

beginning of time.

W





We realize paint has to be more than just 

paint. That’s why we develop market-leading 

products and technologies that not only offer 

world-class functionality and performance, but 

also provide customers with vehicle coatings 

that help reduce waste and energy use and 

maximize productivity.

Our reputation has been built on centuries of 

expertise and we continue to innovate to help 

drive the world further along the road to a more 

sustainable future.

www.akzonobel.com/vr
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