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INDUSTRY ORGANIZATIONS

DOMINIC BRUSCO LEADS NABC TO 
FURTHER INDUSTRY ENGAGEMENT 
BY CHELSEA FREY | SENIOR ASSOCIATE EDITOR

As the newly elected chairman of the National 
Auto Body Council, Brusco seeks to increase 
program awareness and expand initiatives.

ALUMINUM TRAINING

THE NEED FOR IMPROVED ALUMINUM 
PROFICIENCY TRAINING

7 As increasing amounts of aluminum 
and other materials are being applied 
to OEM designs, more than an 
elemental knowledge of aluminum is 
becoming necessary for those in the 
automotive aftermarket, including for 
distributors and counter people.

REIMBURSEMENT SURVEY

‘WHO PAYS FOR WHAT?’ SURVEY 
FOCUSES ON REFINISH LABOR BILLING, 
INSURER PAYMENT PRACTICES

7 The fi rst of four “Who Pays for 
What?” surveys in 2016 focused on 
more than two dozen not-incuded 
refi nish-related operations, asking 
how shops were paid by insurers.

7

SOCIAL INSIGHTS BY BRAD MEWES
5 SIMPLE WAYS TO INCREASE THE VALUE OF YOUR BUSINESS

33 A common approach to business valuation is to 
use comps, which look at the selling price of other 
businesses in your peer group. But you need 
more than comps to determine your value. Look 
at these fi ve strategies to boost your value.

THE LAST DETAIL BY MICHAEL GIARRIZZO
A MACGYVER BUCKET IS NOT AN ANSWER

58 Armed with boxes, drawers and pails of 
leftover clips, fasteners and other items saved 
from past jobs, repair technicians consistently 
turn to their MacGyver buckets when small 
hardware isn’t readily available and they’re in 
a crunch to complete a job. What you need 
is a more accurate diagnostic and planning 
process to avoid relying on these quick fi xes.

MANAGEMENT TRAINING

FOCUS ON THE 8 BEFORE 8 
STRATEGY FOR BETTER DAYS
BY MIKE JONES | CONTRIBUTING EDITOR

Having a morning routine will create 
positive new possibilities for you. I call my 
routine “eight before eight.” These are 
eight things I make a commitment to do 
before 8 a.m. that set the stage for a more 
productive, positive, energetic and focused 
day — without relying on coffee alone!

32

PRODUCT FOCUS
Axalta Coating 
Systems’ 
solventborne 
basecoat lets shops 
stay with a solvent-
based system and 
comply with low-
VOC regulations.

55

PRODUCT SPOTLIGHT
The Chief CT6 
holding system is 
GM approved for 
anchoring the 2016 
Cadillac CT6 to a 
frame rack. The kit 
includes new CT6-
specifi c fi xtures for anchoring the vehicle.
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MANAGEMENT TRAINING

A HOW-TO FOR ONLINE REVIEWS
BY FRANK TERLEP | CONTRIBUTING EDITOR

While old-fashioned word-of-mouth referrals 
are still important, learn how to make the 
most of the powerful marketing resources 
that are now gaining popularity with your 
customer base.

FEATURES
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MISSION VALLEY, CALIF.

JAMES E. GUYETTE / CONTRIBUTING EDITOR

28 This dealership collision center 
leverages a one-stop shop setup to 
keep customers returning.

THE PROFIT MOTIVE
CREATE ACCOUNTABLE EMPLOYEES

KEITH MANICH / CONTRIBUTING EDITOR

26 Decide what tasks your employees 
should be tackling and the order of 
importance in your shop SOPs.

12

COVER FEATURE

NEW ADVANCED 
MATERIALS 34

TECHNICAL TRAINING
REMOVING BUMPER DENTS 
BY JOHN WILBURN | CONTRIBUTOR

40 Tackle dents in plastic bumpers correctly 
to boost shop profi ts and save time.

BY LARRY MONTANEZ | CONTRIBUTING TECHNICAL EDITOR
The BMW 7 Series and Cadillac CT6 — both new versions 
of cars as we know them — present new designs and 
repair challenges to come over the next few years.

TECHNICAL TRAINING
TECHNICAL TRAINING

PLASTIC REPAIR 
BEYOND BUMPERS 
BY DOUGLAS CRAIG | 
CONTRIBUTOR

44 Now, almost 50 years after 
the fi rst plastic bumpers 
originated, both non-
structural and structural 
reinforced plastics are used 
almost everywhere in car 
body design. Make sure you 
know all you need to when 
repairing plastic anywhere 
on a vehicle. 
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Top Notch Tools
Tools are a common topic in the collision repair industry. The caliber of your 

tools and how suited they are to the job you are doing can have a big impact 
on both the quality and the efficiency of the work that goes on in a collision 
center. In this issue of Collision Pros magazine, we cover a variety of tools that 
can boost your business.

Having the right tools for your shop is about more than having the right 
welder. Planning and procurement tools can also help you maximize your  
business. In the article on OPSTRAX we talk about the success of the OPS Tech-
nology Suite demonstrations at the SEMA show and how a parts procurements 
system like OPS can help increase efficiency and customer satisfaction at your 
collision center. In this issue’s article on the value of Toyota’s Collision Repair 
& Refinish training, we discuss one of the most valuable tools you can have in 
your shop—knowledge of Toyota recommended repair procedures. If you’re 
curious about what the real value of Toyota training is, check out this article  
for insight.

The start of the new year is always a good time to refresh and re-evaluate. 
Maybe it’s time to take stock of the tools you use in your shop and consider 
what works and what can be improved upon. If there is one thing that I’ve 
learned in this business, it’s that there is always room for improvement and 
always an opportunity to do better. And, the process of improvement is often 
when you have the opportunity to learn the most and have the most fun!

Kathy Capozza
Wholesale Marketing Administrator Sr.
Toyota Sales and Marketing   |   Toyota Motor Sales, U.S.A., Inc.
Collision Pros Magazine   |   info@collisionprosmagazine.com

Having the right tools for 
your shop is about more 
than having the right weld-
er. Planning and procure-
ment tools can also help you 
maximize your business.”

– Kathy Capozza
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Scan Fan
WHY A SCAN TOOL CAN BE ONE OF THE MOST VALUABLE TOOLS IN YOUR SHOP

DID YOU KNOW: For some systems, a scan tool is the only tool capable of calibrating many 
of the sensitive sensors that modern vehicles are equipped with.

THERE ARE CERTAIN TOOLS THAT NO SHOP SHOULD LIVE WITHOUT AND A SCAN TOOL IS ONE OF THEM! Every collision center should 
have a scan tool in its arsenal. Scan tools play many important roles throughout the inspection, repair, and quality confirmation portions 
of working on a vehicle in a collision repair shop. If you’re wondering why your shop should make the investment in one of these valu-
able tools, read on to learn more about why scan tools are important for your shop and what to 
look for when purchasing one.

There are a number of times during the collision repair process that a scan tool 
proves to be very valuable. The first is at the beginning of the repair process, 
when it can be used to perform a pre-repair health check, otherwise 
known as a diagnostic scan. This can help identify issues that you can’t 
see with a visual inspection and also can reveal pre-existing problems 
that the vehicle might have. Identifying problems before repairs begin 
will allow you to create an accurate estimate and schedule service ap-
pointments early to reduce cycle time. You can also rely on a scan tool during the repair 
process itself. For some systems, a scan tool is the only tool capable of calibrating many of 
the sensitive sensors that modern vehicles are equipped with.

Finally, a scan tool is an essential part of the post-repair quality assurance process in 
collision repair shops. A post-repair scan can help you make sure that 
there are no issues with the computers that may go un-
detected because they are not triggering a service light 
to display on the dashboard. Identifying problems that 
can’t be found during a light check will ensure that your 
customers return to say thanks…not to complain about 
the light that popped on in the days following your repair.

SCAN TOOL REQUIREMENTS

There are a variety of different scan tools on the market 
and shops should consider their needs and working environ-
ment when deciding which tool to purchase. Ensure that the 
tool you purchase has the ability to interface with all of the 
control modules on the vehicle models that you work on in your 
shop. Also, check that the scan tool has the ability to perform 
calibrations on all systems that require them.

Toyota offers two scan tools to meet the needs of different types 
of collision repair shops. Techstream is an all-inclusive scan tool that 
is built on a durable, tough book platform. Techstream Lite includes 
software and a diagnostic cable that runs on most conventional 
laptops. For more information, visit Techinfo.toyota.com.  

Collision Pros 3



Non-reusable parts—sometimes referred to as one-time-use parts—are 
parts that are designed to be installed only once.” 

—Eric Mendoza, Assistant Manager, Toyota Motor Sales, U.S.A., Inc. 

Toyota does not recommend that you reinstall non-reusable parts. Items such as glass, 
fasteners, gaskets, emblems, clips, grommets, garnishes and decals are often designated as 
non-reusable parts because of how they are designed. This means that if you are repairing a 
vehicle and you remove any of the above mentioned parts, you must replace them if they are 
specified as non-reusable in the vehicle repair manual.

“Non-reusable parts shouldn’t be reinstalled because they won’t operate as they were 
originally designed to upon second use,” explains Mendoza. “Reusing these parts can lead to 
customer dissatisfaction and a failed repair. It can cause water or air leakage, rattling, or can 
accidently damage other nearby parts.”

FIRST TIME’S THE CHARM

Toyota one-time-use parts can be identified by checking the Toyota Service Repair Manual 
for the vehicle you are working on. The parts are called out in the components section. Non-
reusable parts have a black dot next to them and the key for the diagram will indicate that 
the black dot means the part is non-reusable. Estimators and technicians should review this 
material before work begins on any vehicle. This will ensure that all necessary work is captured 
in the estimate and that you have all parts needed to complete the repair.

UNDERSTANDING
NON-REUSABLE
PARTS

For more information on non-reusable parts, reference Collision Repair Information Bulletin (CRIB) #188.Toyota 

repair manuals can be found on the Toyota Technical Information System (TIS) at techinfo.toyota.com.
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COMMUNICATE, COMMUNICATE, COMMUNICATE

As with any collision repair related issue, it is important to be transparent with your customer/bill payer about the 
work necessary to deliver a high-quality repair. If customers question the necessity of replacing rather than reinstalling 
a non-reusable part, help them to understand that replacing one-time-use parts is part of the manufacturer’s recom-
mendation for the repair you are carrying out and provide them with OEM supporting documentation.  

Non-reusable parts come in all shapes and sizes and the reason for their non-reusable designation var-

ies. Here are some examples of common non-reusable parts:

• Headlight Washer Nozzles—These parts are usually made of plastic that has spring to it. They are 

designed so that when they are installed, the plastic bends in, then bends back out again. The part 

will be squeezed and bent again during the removal process for a repair. However, the part is not built 

to withstand being squeezed during removal and reinsertion. If so, the plastic will lose its springiness 

and may fail to perform as originally intended. The part may then rattle around, break, or even fall out. 

• Tail Light Gasket—The gasket in the tail light is an important component because it creates a seal that  

keeps water from entering the vehicle and prevents wind noise. The tail light gasket is commonly 

made of foam material that is designed to squish together to form the seal. Once crushed, the mate-

rial will not bounce back and therefore cannot be reused to create another seal. A good rule of thumb 

for all gaskets is to check to see if they are one-time-use and always replace them if they are desig-

nated non-reusable by Toyota.

• Moisture Barrier—The moisture barrier is a plastic barrier that you will find when you remove a ve-

hicle’s interior door trim panel. This piece is intended to protect the interior of the door from moisture. 

When the moisture barrier is removed it becomes deformed and can no longer perform its function 

properly. Moisture barriers should be replaced every time they are removed.

• Emblems—During the course of a repair your shop may be asked to clean and re-tape vehicle em-

blems. In the factory, emblems are precision-made. It is almost impossible to recreate this process in 

the shop and if you attempt to re-tape emblems you most likely will not get the same fit and finish as 

the original decals. Technicians are advised to replace rather than re-tape all emblems.

Non-reusable Parts
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OPT OE PARTS CAN SEEM LIKE THE REAL DEAL. They appear to be Toyota parts, but for a less expensive price than a 
collision center would normally pay when ordering parts through a Toyota dealer. However, Opt OE parts may come 
with a hefty cost that isn’t reflected in the price tag of the parts.

“The problem with Opt OE parts is that there is no way to be certain about where these parts are sourced from,” 
says Rick Leos, Marketing Division/Collision Program Developer, Toyota Motor Sales, U.S.A., Inc. “It is very likely they 
are not designed for use in the vehicle a collision center might be intending to use them in.”

Opt OE is short for Option OE. These parts are also sometimes referred to as OEM surplus parts. Opt OE parts are 
any parts that come from a vendor that is not a Toyota dealer. Though these parts may be Toyota parts, they are not 
Genuine Toyota Parts that have been designed to be distributed in the North American market.

THE BOTTOM LINE

The important thing to understand about these parts is that Toyota does not have an Opt OE or surplus program. 
Any parts marketed as such are not part of a Toyota program and are not sanctioned by Toyota for use in vehicles sold 
in North America. Even though parts classified as Opt OE might appear in various estimating systems or parts ordering 
documentation, collision centers should be aware that they are not considered to be legitimate by Toyota.

The issue with these parts is that they are of unknown origin. Most of the time, they are parts that have been 
sourced from foreign countries and so they are not necessarily designed to be compatible with Toyota vehicles sold in 
the United States of America.

“Opt OE parts can be an issue for safety, fit and function,” explains Leos. “Using these parts can be more trouble 
than it’s worth for a collision center. These parts may not be designed specifically for the vehicle you are working on 
and this can be a big cause for concern for items that are integral for safety, such as headlights and airbags.”

Genuine Toyota Parts are engineered to function properly within the entire system of the vehicle. Especially when it 
comes to safety functions, these parts are designed with precise requirements in mind so that they can perform prop-
erly in the event that something goes wrong. For example, an Opt OE part might not trigger a warning light to appear 
on the dashboard because the part is not designed to communicate adequately with the vehicle.

“These parts can cause everyone a lot of grief and cost time and money,” Leos cautions. “The fit and function 
might not be quite right, causing the collision center to spend extra time trying to make the part work or causing the 
customer to be unhappy with the quality of the repair.”

In addition, if an Opt OE part is used in a vehicle repair, this may cause warranty issues with the dealer for your 
customer at some point down the line.

If a collision center is being encouraged to use Opt OE parts, they should communicate clearly as to why these parts 
are not recommended for use in Toyota vehicles.  

Opt OE parts can be an issue for safety, fit and function. Using these 
parts can be more trouble than it’s worth for a collision center. These 
parts may not be designed specifically for the vehicle you are working 
on and this can be a big cause for concern for items that are integral for 
safety, such as headlights and airbags.”

—Rick Leos
Marketing Division/Collision Program Developer

Toyota Motor Sales, U.S.A., Inc.

DON’T OPT FOR

OPT OE PARTS
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Only buy OEM parts
from a Toyota dealer.
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OPS Steals the 
Show at SEMA

OVERALL PARTS SOLUTION (OPS) WAS THE STAR OF THE TOYOTA BOOTH AT THE 2015 SEMA SHOW NOV. 3-6 IN LAS VEGAS, NE-
VADA. Toyota’s booth included OPS representatives, who were on hand to demonstrate the OPS Technology software for attendees. 
But the main draw of the booth was a 12-foot toy race track featuring a nail-biting race between two box trucks. The race track 
showed how OPS DELIVERYTRAX creates efficiencies and improves parts ordering and delivery processes. DELIVERYTRAX provides 
electronic driver dispatching, live-tracking and accountability for wholesale logistics operations and is part of the OPS Technology 
Suite.

“Who doesn’t like racing a truck or 
car around a track—it brings the kid 
out in everyone,” says Kathy Capozza, 
Wholesale Marketing Administrator 
Senior, Toyota Sales and Marketing, 
Toyota Motor Sales, U.S.A., Inc. “But the 
main excitement of the track was the fact 
that the audience could experience for 
themselves how the OPS DELIVERYTRAX 
system works. They were able to see 
firsthand the most efficient delivery route 
versus the non-efficient route.”

The race track proved to be a fun, in-
teractive way to teach people more about 
the system. Many who visited Toyota’s 
booth were able to take a turn on the 
track. There were even several profes-
sional race car drivers, Antron Brown, 
NHRA Top Fuel driver, and Ryan Millen, 
an Off-Road and Rally racer, 
who tried their hands at 

racing the trucks around.
“I was in the booth for the duration 

of the SEMA show and the response 
was fantastic!” said Eddie Knaus, 
Vice President of Operations, Overall 
Parts Solutions. “The track was a huge 
success! Everyone just had to get 
their hands on the controls. When we 
explained we were demonstrating how 
efficient, cost-saving and time-saving our 
DELIVERYTRAX software would make a 
dealer’s parts delivery process, they were 
very intrigued.”

OPTIMIZE WITH OPS

The OPS Technology Suite is designed 
to streamline the parts ordering and 
procurement process for dealers and  
collision centers. One of the huge ben-

efits of OPS is that it helps provide quick, 
easy access to Genuine Toyota Parts. One 
of the ways it does this is by offering 
users competitive pricing on Genuine 
Toyota Parts.

Another huge advantage of the OPS 
technology suite is that it provides a 
logistical framework for efficiently order-
ing and delivering parts. This helps the 
parts procurement process run smoothly 
and can help improve cycle time and 
customer satisfaction in dealerships. 
OPS helps you to return your customers’ 
vehicles to them more quickly. And, your 
customers can have confidence in the 
repairs because Genuine Toyota Parts 
have been used.

Additionally, OPS is designed to be 
easily integrated into your shop. It is 

compatible with most major estimat-
ing and management systems.  
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The OPS Technology suite includes the following pieces: 

The track was a huge success! 
Everyone just had to get their 
hands on the controls. When we 
explained we were demonstrat-
ing how efficient, cost-saving 
and time-saving our DELIVERY-
TRAX software would make a 
dealer’s parts delivery process, 
they were very intrigued.”

—Eddie Knaus
Vice President of Operations

Overall Parts Solutions

OPSTRAX allows users to submit and track 

parts orders electronically. Dealers can also 

view all orders in one centralized location.

VALUTRAX gives users the ability to order 

Genuine parts at competitive prices.

TRAXPOD helps you stay in touch  by provid-

ing  shipping notifications, and informs you 

of deals and discounts from your Toyota 

dealership.

DELIVERYTRAX provides users with 

the ability to track all parts orders 

electronically in real time.

The OPS Technology Suite is available to Toyota dealers and collision centers. For more information about software 

offerings from OPS, visit www.OPSTRAX.com

Collision Pros 9



FOR ANY COLLISION CENTER, sending staff to instructor-led training is a huge investment in time and money. There are the expenses of 
travel, accommodations, the training itself, not to mention the lost production time when the employee is out of the shop. This can raise the 
question—is the expense of time and money worth the ultimate goal of being trained by Toyota? The answer, according to many profession-
als in the business, is absolutely. Being Toyota trained provides so many benefits to a shop’s efficiency, customer satisfaction and ability to 
perform correct, high-quality repairs that the cost of training is negligible in comparison. The cost of sending a technician to training can pay 
off in many ways. It helps to reduce cycle time and repair mistakes, and ultimately helps to fix the vehicle correctly the first time.

“Training provides owners, managers, and customers with the peace of mind that cars are being repaired correctly,” says Robert DeBarr, 
Longo Toyota/Lexus Certified Collision Center Manager. “Toyota training provides so much detail about how to carry out specific repairs that 
it would be difficult to get elsewhere. Even when a technician with years of experience goes to training, that technician still comes back hav-
ing learned something valuable, such as doing something in a more efficient way.”

INCREASE PROFIT, REDUCE CYCLE TIME

Ensuring that your staff is Toyota trained can go a long way to 
help increase profit and reduce cycle time in your collision center.

“At training, my employees and I are able to learn repair 
processes according to Toyota guidelines,” says Chris Hui, Owner 
of Insurance Collision Center. “The tips offered in the training class 
help ensure our repair methods are efficient and confirm that we are 
repairing vehicles accurately.”

Even just the confidence of knowing that they are doing the job 
right can help technicians perform better in the shop. While you 
might think that this type of training is important just for technicians 
who are working on vehicles, having a Toyota-trained staff can help 
increase efficiency across the board in your shop.

“For estimators, training is a huge opportunity—normally they 
might accidently miss important steps, but training helps them 
understand the full scope of a project so they are less likely to miss 
things,” explains DeBarr. “They are also able to explain to bill payers 
what needs to be done to the car and why.”

Confirming the importance of training for estimators, Hui says, 
“As a result of the training, our estimators have been able to write 
a more detailed and accurate estimate as well as order the parts in 
advance. This actually brings down the cycle time in our shop 15%.”

As many who work in collision centers know, when an estimator 
misses something in the original estimate, it can have a large impact 
on the overall repair. It can extend the length of the repair time, 
because technicians might not have all of the parts and information 
they need to complete the repair at the beginning of the process. 
This can lead to customer dissatisfaction and profit loss. For collision 
centers, omitting something from the original estimate may also be 
a lost opportunity to charge for work that is being done to the car.

THE TOYOTA TRAINING EXPERIENCE

Collision repair professionals who have attended Toyota training 
report that it provides students with the unique opportunity to 
practice the techniques they are learning under the guidance of an 
experienced instructor.

“What’s really nice about the class is that you spend half the time 
in lecture and the rest of the time in the lab, so you are actually out 
there practicing what you have learned in a hands-on environment,” 
says DeBarr. “If you take a paint class, you actually get to go into a 
paint booth with a paint gun, regardless of your position. Whether 
you’re an estimator, manager or painter, you’re out there so you can 
actually get an idea of what it takes to do that job.”

Students who attend Toyota courses are learning directly from 
manufacturer information and receiving recommendations about 
how to properly repair Toyota, Lexus and Scion vehicles.

“Toyota takes a lot of pride in the quality of its vehicles and 
Toyota is among the few car manufacturers that provide complete 
collision repairs and refinish hands-on training that is open to all 
collision repair shops,” says Agustin Diaz, Collision Repair and 
Refinish Training Administrator, Toyota Motor Sales, U.S.A., Inc. “If 
a shop wants to increase their profits, reduce cycle time, and have 
satisfied customers, they should enroll their technicians in our train-
ing program. It is affordable and it is open to all shops through a 
relationship with a dealer.”

To learn more about Toyota, Lexus and Scion training and to sign 
up for classes, visit www.crrtraining.com.  

     MAKING A 

Commitment to Training

10 Collision Pros



TIS Tips 

Part of Toyota, Lexus and Scion training is learning how to effectively 

and efficiently use the Toyota Technical Information System (TIS). 

TIS is a web-based service that hosts information and support on 

all Toyota vehicles sold in North America from 1990 on. TIS is rich in 

content and provides collision centers with crucial information that is 

needed to properly service these vehicles. Toyota training includes 

instruction on how to use TIS and where to find necessary information. 

“A huge advantage of being Toyota-trained is learning about how 

to use TIS,” explains DeBarr. “TIS contains critical and technical 

information that you are required to understand about how the vehicle 

you’re working on actually needs to be repaired. It provides informa-

tion such as which parts are reusable and non-reusable—information 

that is key to every repair.”

TIS access includes the following:

• Collison Repair Information Bulletins (CRIBs)

• Technical Training Course Books

• Quick Training Guides

• VIN specific vehicle options

• Collision and Service 

Repair Manuals

• Wiring Diagrams

As a result of the training, our estimators have been able to write a more 
detailed and accurate estimate as well as order the parts in advance. This 
actually brings down the cycle time in our shop 15%.”

—Chris Hui, Owner of Insurance Collision Center
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WEST CALDWELL, NJ
02/23 301 Non-Structural Body Repair Techniques
02/25 460 Structural Body Repair Techniques
03/08 300 Welding Techniques for Collision Repair
03/09 601 Hybrid Collision Repair
03/10 602 Advanced Hybrid Collision Repair
03/22 250 Advanced Painting Techniques
04/05 300 Welding Techniques for Collision Repair
04/06 601 Hybrid Collision Repair
04/19 503 Steering & Suspension Analysis & Repair
04/20 602 Advanced Hybrid Collision Repair

JACKSONVILLE, FL
02/23 602 Advanced Hybrid Collision Repair
02/24 503 Steering Suspension Analysis & Repair
03/07 601 Hybrid Collision Repair
03/08 300 Welding Techniques for Collision Repair
03/09 301 Non-Structural Body Repair Techniques
03/15 602 Advanced Hybrid Collision Repair
03/16 503 Steering & Suspension Analysis & Repair
03/17 460 Structural Body Repair Techniques
04/11 200/201 Color Matching for Painters
04/13 250 Advanced Painting Techniques
04/18 601 Hybrid Collision Repair
04/19 300 Welding Techniques for Collision Repair
04/20 301 Non-Structural Body Repair Techniques

TORRANCE, CA
02/23 101 Paint Finish Repair
02/24 200/201 Color Matching for Painters
03/08 503 Steering & Suspension Analysis & Repair
03/09 602 Advanced Hybrid Collision Repair
03/15 250 Advanced Painting Techniques
03/17 908 Lexus IS C for Collision Repair
03/21 601 Hybrid Collision Repair
03/22 300 Welding Techniques for Collision Repair
03/23 301 Non-Structural Body Repair Techniques
03/29 300 Welding Techniques for Collision Repair
03/30 601 Hybrid Collision Repair
04/12 460 Structural Body Repair Techniques
04/14 602 Advanced Hybrid Collision Repair
04/19 300 Welding Techniques for Collision Repair
04/20 601 Hybrid Collision Repair
04/26 300 Welding Techniques for Collision Repair
04/27 601 Hybrid Collision Repair

Can’t find what you’re looking for?
More courses can be found at www.crrtraining.com

THE TRAINING CALENDAR                    WWW.CRRTRAINING.COM
MAY

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

autopartsbridge.com
Order all Toyota and Scion parts and components—
clips, fasteners and decals—needed for a repair.

techinfo.toyota.com
Get vital information you’ll need to effectively service 
most Toyota, Lexus and Scion vehicles. 

toyotapartsandservice.com
Search and order Genuine Toyota Parts right from  
your computer.

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

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

Domenic Brusco 
leads NABC to 
further industry 
engagement
BY CHELSEA FREY | SENIOR ASSOCIATE EDITOR

As the newly elected Chairman of the National Auto Body 

Council (NABC), Domenic Brusco, Senior Manager of 

Industry Relations for PPG Automotive Refinish, seeks to 

increase awareness of NABC and to continue to improve 

how others view the collision industry with further expan-

sion of the Recycled Rides program and other initiatives.   

Brusco’s excitement to lead NABC in 2016 is fueled 

by his passion for the industry. “I have a 35-year career 

in the collision industry of which the last six and a half 

years I’ve spent engaged in NABC either as a com-

mittee member, chair or on the executive team. My 

passion for this industry and all that it has offered me 

is what drives me to give back. I am honored and privi-

leged to be part of an industry that can help improve 

the lives of people who have challenges that we take 

for granted,” Brusco shared. 

To further the collision industry’s influence, Brusco 

is striving to increase awareness of NABC and grow its 

membership. He states, “One of my main goals is for 

anyone in our industry to be able to answer the question 

‘Who is the National Auto Body Council and what do 

they do?’  And after hearing about NABC, the individual

asking the question is driven to join our mission.”

Brusco also aims to increase communication within 

the membership base and with the industry at large. 

He notes, “I would like to engage more of our member-

BREAKING NEWS

TRAINING

THE NEED FOR 

ALUMINUM 

PROFICIENCY 

TRAINING

BY JAMES E. GUYETTE | 
CONTRIBUTING EDITOR

More than an elemental 

knowledge of aluminum 

is becoming necessary for 

aftermarket businesses as 

increasing amounts of the 

metal are being applied to 

vehicle construction with 

more aluminum content 

to come.

“It’s always wise to be 

educated on what your 

customers are dealing 

with. It’s very important 

because you should be 

able to speak intelligently 

to your customers,” says 

Darrell Amberson, imme-

diate past chairman of 

the Automotive Service 

Association (ASA).

“There’s every indica-

tion that there’s going to 

be more,” says Amberson, 

operations director at 

LaMettry’s Collision in 

Minneapolis. “All indica-

Photos: NATIONAL AUTO BODY COUNCIL
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THERE’S MORE 

ONLINE:

“WHO PAYS FOR WHAT?” 
SURVEY COVERS REFINISH 
LABOR BILLING, INSURER 
PAYMENT PRACTICES

The fi rst of four “Who Pays for 
What?” surveys in 2016, which 
gathered information from 
participants through the end of 
February, focused on more than 
two dozen not-included 
refi nish-related operations, 
asking shops how frequently they 
were paid for each by the eight 
largest auto insurers in the 
country.

»» ABRN.COM/2016Q1SURVEY

ASA TESTIFIES ON PARTS ACT 
LEGISLATION

In early February, Dan Risley, 
president and executive director 
of the Automotive Service 
Association, testifi ed on behalf of 
the automotive repair industry 
during a U.S. House 
Subcommittee hearing on H.R. 
1057, better known as the PARTS 
Act, which aims to limit the term 
of protection for patented designs 
of automotive repair parts. 

»» ABRN.COM/PARTSTESTIMONY

ASSURED PERFORMANCE 
LAUNCHES OEM REPAIR 
COMPLIANCE APP

Assured Performance Network 
has launched the OEM Repair 
Procedure Compliance app for its 
network of certifi ed shops. The 
app automatically transforms the 
shop’s estimate repair line 
information onto an interactive 
checklist and delivers it to the 
tech electronically, who can then 
take photos and provide other 
documentation as they follow 
OEM repair procedures.

»» ABRN.COM/OEMAPP
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ship in our existing programs, and share 

their ideas on how we as an organiza-

tion can more effectively carry out our 

mission to develop community initiatives 

that exemplify the professionalism and 

integrity of the collision repair industry.”

NABC’s membership has increased 

significantly in the past year. Brusco 

attributes the rise in membership and the 

success of the council to the influence 

of NABC programs such as Recycled 

Rides. “The programs are infectious—

they encourage people to become 

involved. People want to be a part of 

rewarding experiences.”

Indicative of the success of Recycled 

Rides, which commenced in 2007, 

NABC recently celebrated its 1,000th 

Recycled Ride donation in Palm Springs 

in January. The recipient of the vehicle 

was a family of six who had been strug-

gling with transportation. 

“We often don’t realize how much 

economic power having a suitable 

means of transportation gives us,” 

Brusco observes. “Recycled Rides 

donations have made it possible for 

countless families to have transportation 

for basic necessities such as employ-

ment, education, grocery shopping and 

medical visits.

“If you consider that 1,000 vehicle 

donations equate to positively affecting 

around 4,000 lives, the industry attaches 

itself to the idea that the work we do can 

change lives. In turn, people view the 

collision industry in a more positive light, 

as a group of admired professionals,” 

Brusco adds.

The Recycled Rides program also 

provides the opportunity for shops to 

connect with their local communities 

and other groups within the industry. 

“Recycled Rides allows different facets 

of our industry to collaborate through 

the process of donating vehicles — 

insurers, rental car, salvage and auc-

tion companies, parts, paint and mate-

rial suppliers. It gives techs and shops 

the opportunity to use their skills to 

give back.” 

The Recycled Rides program has 

been developed to make it an easy, 

smooth process for shops. Partnering 

with the nonprofit 1-800 Charity Cars, 

powered by AudaExplore, a Solera 

company, helps NABC members man-

age all the necessary licensing transfers 

between donors and recipients.  

In addition to increasing the amount 

of  cars NABC donates through 

Recycled Rides, Brusco’s plans for 

2016 include engaging members to 

host more First Responder Emergency 

Extrication (FREE) events. In order to 

reach that goal, NABC has partnered 

with Holmatro, a rescue equipment 

manufacturer, which has committed to 

provide instructors and help organize 

and deliver more events around the 

country. Finally, Brusco aims to take 

NABC’s Distracted Driving Initiative 

to the next level. NABC has partnered 

with AT&T in their campaign to create 

awareness of the dangers of texting 

while driving. 

>> CONTINUED FROM PAGE 7

DOMENIC BRUSCO LEADS 

NABC TO FURTHER INDUSTRY 

ENGAGEMENT
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Change the rules.

You pursue excellence, set your own rules and refuse to 
settle. In fact, that’s what motivated us to invent a low-VOC 
solventborne basecoat that meets your high standards for 
quality, color match, application ease and environmental 
responsibility. Cromax Mosaic. Because the art of refinishing will 
never die as long as you’re in charge.   

Call 855-6-AXALTA to set up an in-shop demo, or 
go to cromax.us/freemosaicdemo to discover this 
revolutionary new paint technology.

ge the rules.Chang

your reputation wasn’t built 
on compromise.
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tions are that we have a lot more alu-

minum components coming. Prepare 

for it!”

“It’s very different than what you 

do with steel,” advises Doug Richman, 

technical committee chairman for the 

Aluminum Association’s Aluminum 

Transportation Group and Kaiser’s 

vice president of engineering and 

technology.

Just as repair technicians and other 

industry professionals are obligated to 

learn the proper procedures for work-

ing with steel, “there’s a different set 

of skills for aluminum; when you heat 

up steel it will turn red — if you heat 

up aluminum you’ll have a puddle of 

it,” he says, stressing the need for spe-

cialized training.

“It’s not really complex,” Richman 

says, “it’s just different. If you’re not 

trained in aluminum don’t jump in and 

make repairs like you do with steel.”

Obtaining OEM certification is the 

only way to go, he urges. Automakers 

with aluminum content offer certifica-

tion programs, and some of these are 

coordinated through expert instructors 

at I-CAR, the Inter-Industry Conference 

on Auto Collision Repair. Training is 

also available via sessions conducted 

at industry trade shows.

“If the shop’s not certified, that tech-

nician may or may not have the prop-

er training,” says Richman. “If they 

haven’t had the proper training they 

should not touch an aluminum body 

part — period! Word of mouth can be 

devastating” for your business if a 

repair is bungled. “I’d rather see them 

say, ‘Gee, I’m not certified in alumi-

num.’ It’s not fair to you, and it’s not fair 

to the customer. With that certificate on 

the wall, they will have the expectation 

that it will be done right.”

OEMs often refuse to even sell alu-

minum structural components to non-

certified installers. And while parts 

such as aluminum radiators have been 

marketed for years by distributors, 

retailers and repairers without serious 

incident, the ongoing influx of vehicular 

aluminum necessitates that sales per-

sonnel be proficient in discussing the 

product lines and characteristics with 

DIFM providers and DIYers alike.

Given the wrinkles of working with 

aluminum versus steel, spirited yet 

unknowledgeable shade tree mechan-

ics are especially susceptible for run-

ning into unforeseen difficulties. Says 

Richman, “I’d like to see counter people 

say, ‘Gee, are you sure that you know 

how to deal with aluminum?’”

Although many suppliers provide 

complete aluminum parts kits contain-

ing instructions, fasteners and adhe-

sives, etc., some do not, which in turn 

generates sales opportunities for up-

to-speed marketing representatives. 

“Make sure you sell the whole pack-

age to somebody,” says Richman. “If 

it’s not serviced as a kit, get them all 

the parts to get the job done properly.”

Specialized adhesives are needed, for 

example, and non-coated or previously 

used fasteners can create corrosion.

PREPARATION COSTS
The work area, dust vacuums and 

tools utilized for aluminum repairs 

must be segregated from the equip-

ment applied to steel repairs. Tending 

to proper dust extraction can be a 

safety issue due to inhalation hazards 

and the risk of an explosion or fire, as 

aluminum dust is used as an ingredi-

ent in fireworks for white sparkles and 

overall flash ignition.

“It’s easy to spend $50,000 to 

$100,000 to prepare a collision shop for 

aluminum,” says the ASA’s Amberson. 

The cost can rise with OEM certifica-

tion requirements that include sepa-

rate benches, offsite training and other 

aspects.

The techniques for pulling dents 

and dings from aluminum panels can 

be problematic as well. Responding 

to questions raised by the National 

Alliance of Paintless Dent Repair 

Technicians (NAPDRT), ASA is cur-

rently preparing a set of procedures for 

this industry segment.

“Our goal is to provide an impartial 

review of the aluminum repair process 

as it relates to hail damage to dis-

pel any misconceptions that may still 

exist,” explains collision division direc-

tor Scott Benavidez. 

“ASA has a role to play in being the 

voice of the collision repair industry,” 

says Vice President Tony Molla, “and 

helping to keep our members and the 

industry at large abreast of the latest 

changes in technology and materials 

that impact the collision repair pro-

cess. This study will add to the body 

of knowledge ASA makes available free 

to the industry to advance our common 

knowledge for all stakeholders.”

Molla points out that the project 

will compile research information from 

existing industry sources to clearly 

define all the necessary procedures to 

repair aluminum panels and provide 

a quick reference for use in writing a 

complete estimate. Input from collision 

repair professionals, industry organi-

zations, manufacturers and training 

providers will establish “an impartial 

baseline” and address any questions or 

misconceptions that may exist regard-

ing aluminum repairs.

GAINING MARKET SHARE
By 2025, more than 75 percent of all 

new pickup trucks produced in North 

America will be aluminum-bodied, 

according to a survey of automakers 

conducted by Ducker Worldwide. The 

study, which confirms a major break-

through for automotive aluminum into 

high-volume vehicles, surveyed all 

major automakers, noting that Ford, 

General Motors and Fiat Chrysler will 

become the biggest users of aluminum 

sheet in the next decade.

It forecasts that the number of vehi-

cles with complete aluminum body 

structures will reach 18 percent of North 

American production, up from less than 

1 percent in 2014. Vehicle segments 

revealed as emerging aluminum con-

tent leaders are pickup trucks, SUVs 

and both mid-sized and full-size sedans.

The study also finds that every lead-

ing automaker will have numerous alu-

minum body and closure programs by 

2025. As the material mix for body and 

closure parts continues to change dra-

matically in the years to come, use of 

aluminum sheet for vehicle bodies will 

increase to 4 billion pounds by 2025, up 

from 200 million pounds in 2012.

“The numbers tell a powerful story 

of aluminum’s explosive growth across 

the automotive sector,” says Tom 

Boney, chairman of the Aluminum 

Association’s Aluminum Transportation 

Group and vice president and general 

manager of automotive for Novelis in 

North America. “Within the next 10 

years, seven out of 10 new pickups pro-

duced in North America will be alumi-

num-bodied.” To continue reading go 

to ABRN.com/AluminumIndustry.

>> CONTINUED FROM PAGE 7
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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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PRESENTERS JOIN 

GOOGLE FOR IBIS 

AGENDA

Local experts to explore 
wider issues at IBIS
ABRN.com/LocalExperts

WIN MEMBERSHIP 

DRIVE A SUCCESS

#ALLINFORWIN campaign 
propelled membership 
total to 478
ABRN.com/WIN478

MILLER ANNOUNCES 

“NEW YEAR - NEW 

BUILD” SWEEPSTAKES

Enter to win new welding 
equipment and gear
ABRN.com/MillerSweeps

WHILE     old-fashioned word-of-mouth referrals are still 

an important component of an auto body re-

pair shop’s consumer marketing strategy, shop 

owners and those in management must quickly learn to 

embrace today’s electronic word-of-mouth solution: on-

line reviews. 

Auto body repair shops must consider an online review 

marketing strategy because consumers use them regu-

larly and trust them to give insight into a shop’s charac-

ter. More and better online reviews lead to better search 

engine performance. Positive reviews instill consumer 

confidence and help auto body repair shops stand out 

from their competition, ultimately leading to more online 

sales leads, more online referrals, more phone calls, bet-

ter customer engagement and a better overall reputation! 

Online reviews affect local search engine 
performance
Having several good reviews on sites like YELP, Google, 

YAHOO, Facebook, CitySearch, Yellow Pages and other 

consumer review sites is critical when it comes to getting 

BY FRANK TERLEP  |  CONTRIBUTING EDITOR

You can see by these statistics from BrightLocal’s 2015 
survey results that online reviews are very important to 
today’s connected consumer. Unfortunately, most small 
businesses, including auto body and repair shops are not 
asking for reviews.

LEARN HOW TO MAKE THE MOST OF THESE POWERFUL MARKETING RESOURCES 

A HOW-TO 
FOR ONLINE 
REVIEWS

MINDING YOUR BUSINESS
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found by consumers on the first page 

of a Google, BING or YAHOO search 

engine. Why is being on the first page 

of a search so important? Google tells 

us that 91.5 percent of consumers do 

not continue on to the second page to 

find a company or product.

Based on search engine research 

we performed in more than 50 cities 

in North America, our team found 

Google, BING and YAHOO all pres-

ent online reviews on the first search 

page right below their ads. 

More importantly, our research 

found that 40 percent to 80 percent 

of all listings in the first search en-

gine page on Google, YAHOO and 

BING are being driven by online re-

view sites like YELP, Angie’s List, 

AutoMD, Yellow Pages and other re-

view sites. 

This means if local auto body 

and repair shops don’t incorporate 

an online review request, capture, 

share and management process, their 

chances of being found by the 7.5 

million consumers who performed 

a monthly online search in 2015 for 

auto body repair shops are severely 

diminished.

How to generate more online 
reviews
Online reviews can really tell custom-

ers about your company’s strengths 

as compared to your competition. Re-

member that 87 percent of your com-

petition is not asking for reviews. By 

taking a few simple actions, you will 

be ahead of most of your competition 

in the industry. 

The second thing you need to re-

member is to make it easy for your 

customers to give your business an 

online review. What does “easy” 

mean? Make it convenient and give 

them lots of options. 

There any many simple things your 

business can do to increase the num-

ber of online reviews it receives on 

Google, YELP, YAHOO, Facebook and 

other consumer review sites. First 

and foremost, you need to make 

sure everyone in your company un-

derstands reviews are important to 

your business. 

Once you communicate the impor-

tance of online reviews to your em-

ployees, the next step you want to 

take is to place signage around your 

business showing the consumer how 

important online reviews are to your 

organization. 

We suggest businesses focus on 

the top three online review sites: 

Google, YELP and Facebook. Signage 

representing these sites should be 

placed in your company’s lobby or 

waiting room, on your counter, walls 

or entrance door.

Now that your employees and cus-

tomers understand how important re-

views are to your business, how you 

ask your customers for reviews is very 

important. We suggest multiple tech-

niques to request, capture, share and 

manage their online reviews. 

Leading the Industry in OEM Certified Approvals
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Verbal review requests

When you or your employees ask 

for a review, always consider the 

following: 

t� �"MXBZT�HFU�QFSNJTTJPO�CFGPSF�

sending a review request.

t� �"TL�BU�UIF�QFBL�PG�ZPVS�DVTUPN�

er’s happiness with your service.

t� �-FU�ZPVS�DVTUPNFS�LOPX�UIBU�

you’re asking for a “favor.”

t� �-FU�ZPVS�DVTUPNFS�LOPX�IPX�

long it will take.

t� �-FU�ZPVS�DVTUPNFS�LOPX�IPX�ZPV�

benefi t from their favor.

t� �(FU�ZPVS�DVTUPNFS�T�QSJNBSZ�

email address.

t� �5FMM�ZPVS�DVTUPNFS�IPX�NVDI�

their offering to write a review 

means to you.

t� �5FMM�UIFN�UIBU�ZPV�SF�MPPLJOH�GPS�

ward to reading their review.

  Request review handout

A “review request handout” 

should be included as part of a shop’s 

vehicle delivery process. The hand-

out form should include: 

t� �:PVS�DPNQBOZ�CSBOE�

t� �%JSFDUJPOT�PO�IPX�UP�HJWF�ZPVS�

company a review on different 

review sites 

t� �4IPSUFOFE�63-�MJOLT�UP�NBLF�JU�

easy for your customers to ac-

cess your review sites 

t� �"�23�DPEF�UIBU�MJOLT�DPOTVNFST�

to a web page where they can 

select a review site.

Your company website

Statistics show that websites that 

present online reviews on their home 

page keep visitors on their sites for 

30 seconds more than sites without 

reviews. Providing your customers 

with the ability to post reviews on 

your website will increase traffi c to 

your site.

Social media, mobile apps and 
in-house kiosks
Your business should also consider us-

ing your existing social media sites, 

mobile apps and in-house kiosks to 

request and capture online reviews. 

When it comes to social media, we 

suggest adding a review request app 

to your company’s existing Facebook 

page. By doing so you are making it 

easy and convenient for Facebook us-

ers to give you reviews on Facebook 

and other online review sites. Remem-

ber, there are more than 1.5 billion ac-

tive Facebook users! 

Last but not least, you can utilize 

an in-house kiosk to request and cap-

ture online reviews. Let me start by 

saying do not allow consumers to pro-

vide your business reviews on any of 

the major online review sites via an in-

house kiosk by linking a computer in 

your lobby to these sites. Google, YELP, 

YAHOO and other sites are “smart 

enough” to know that the reviews are 

coming from a single computer (IP ad-

dress), and they will consider reviews 

generated from this computer fake. 

Diversify your reviews
Another important concept when it 

comes to online review success is di-

versity. Don’t get all of your reviews on 

a single review site, especially propri-

etary sites. Remember, Google, YELP, 

Yellow Pages, YAHOO and BING are 

also important to your online review 

marketing strategy because of “review 

syndication” and local search engine 

performance. 

Review syndication occurs when 

one review site shares their reviews 

on others sites. Those review sites 

that syndicate their reviews to other 

sites (including Google) are also more 

valuable than those that keep their re-

views to themselves. Not only do you 

get the benefi t of potential customers 

seeing your reviews on more websites, 

but Google may actually count these 

reviews multiple times in its ranking 

algorithm. 

Share good reviews as posts
If your business is active on social me-

dia, you probably want to share your 

online reviews on social media. If you 

get a good review you can share it as 

a post. For example, say your compa-

ny gets a review from Stephen who 

said, “I had a great experience.” And 

Sites that syndicate their reviews

Review site Citysearch YELP InsiderPages YAHOO

Syndicates to:

BING 

YAHOO 

Insiderpages 

Kudzu 

MerchantCircle

YP.com

BING

Apple

YAHOO

Superpages

Judysbook

Superpages

YELP

t� *G�ZPV�BSF�HPJOH�UP�JNQMFNFOU�BO�

POMJOF�SFWJFX�NBSLFUJOH�TUSBUFHZ
�ZPVS�

DPNQBOZ�T�SFWJFX�TJUFT�OFFE�UP�CF�DPN�

QMFUF�BOE�QSPGFTTJPOBM��

t� .BLF�TVSF�ZPV�DMBJN�ZPVS�:&-1
�

(PPHMF�.Z�#VTJOFTT
�:")00
�'BDFCPPL�

BOE�PUIFS�POMJOF�SFWJFX�TJUFT�BOE�QPQV�

MBUF�UIJT�XJUI�BT�NVDI�JOGPSNBUJPO�BT�UIF�

QSPý�MF�BMMPXT�

t� #F�TVSF�UP�JODMVEF�UIF�BEESFTT�JO�

FYBDUMZ�UIF�TBNF�GPSNBU�FBDI�UJNF�ZPV�

SFGFSFODF�ZPVS�DPNQBOZ�POMJOF�

t� :PV�TIPVME�BMTP�JODMVEF�JNBHFT
�JO�

EVTUSZ�LFZXPSET�BOE�PUIFS�DPOUFOU�UIBU�

NBLFT�ZPVS�SFWJFX�TJUF�TUBOE�PVU�

ONLINE REVIEWS: 
QUICK TIPS

Some in-house kiosks, like this one 
from AutoShopKiosk system, allow a 
consumer to read your reviews on a 
kiosk and send review request links 
to the consumer’s smart phone.
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then he shares that as a post on his 

Google+ or other social media pag-

es. Repost Stephen’s review with a 

response — for example, “Thanks, 

Stephen. I’m really glad you liked it.” 

You are getting this extra benefi t from 

that review. You got a review, and now 

it’s actually feeding your Google+ so-

cial profi le.

How to respond to negative 
reviews
While businesses never want a nega-

tive review, we all know we can’t sat-

isfy everyone. Understanding how to 

respond to a negative review is impor-

tant. Here are a few tips on how to re-

spond to negative reviews.

t� �%PO�U�HFU�EFGFOTJWF��

t� �0XO�UIF�JTTVF��%FNPOTUSBUF�UIBU�

you are paying attention to their 

problem! 

t� �%FTDSJCF�IPX�GVUVSF�DVTUPNFST�

are not going to have this problem, 

“We’re really sorry you had this ex-

perience. We’re putting x, y and z

in place to make sure that it is not 

going to happen again.” 

t� �0GGFS�UP�ý�Y�UIFJS�JTTVF�BOE�UIFO�NBLF�

sure you fi x it! 

o You might want to refund them. 

o  Make sure you fi x whatever their 

complaint was. 

If you effectively deal with the cus-

tomer’s complaint and show that you 

care, you can sometimes turn an angry 

customer into a brand advocate, and they 

might even take that review down. Af-

ter they have left a negative review on-

line, if you really show them you care 

and you solve the problem —that’s the 

only way to get a negative review taken 

off unless it is obviously bogus. 

The best online review market-
ing strategy
So you are probably wondering what  

the absolute best review request, cap-

ture, management and sharing strategy 

is. Here is what we know: the business-

es that are succeeding when it comes 

to review requests and capture use a 

pretty simple process — they make sure 

that every single customer got asked 

to write a review without exception. 

FRANK TERLEP
CONTRIBUTING 
EDITOR

Frank Terlep is the creator and founder of The Review 
Engine, an online review request, capture, sharing 
and reputation management system. Frank has been 
developing software applications for the automotive 
industries for more than 30 years.

  E-mail Frank at fterlep@emarketingsherpas.com
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THE        collision industry is evolving. 

OEMs are becoming more in-

volved in enforcing repair stan-

dards. Additionally, the tooling, train-

ing and equipment required to fi x cars 

continue to increase. In short, the cost 

of operating a collision repair business 

is on the rise.

The evolution of the industry
Historically, the industry has not had 

a high level of capital intensity. Capital 

refers to things like spray booths, prep 

stations, frame racks, etc. Generally, 

the costs related to purchasing a long-

term asset can be thought of as a cap-

ital cost. In the past, assets that were 

purchased had long-term lives.

However, as  the industry continues 

to evolve, capital intensity is increasing. 

The introduction of advanced repair ma-

terials requires signifi cant investments 

in new tooling and training. Chang-

ing technologies renders even recent-

ly purchased equipment obsolete, and 

increasing OEM involvement requires 

continual investment in new tools and 

technologies.

Further complicating matters, many 

of the new technologies and equipment 

required have a limited return over the 

short term. The aluminum F-150 is just 

beginning to enter the vehicle fl eet. 

According to data from Assured Per-

formance, approximately 1,200 repair 

facilities were Ford Aluminum Certi-

fi ed at the end of 2015. With an aver-

age cost of $50,000 in new tools, equip-

ment and facility upgrades per facility, 

the industry has invested approximately 

$60 million for aluminum repairs.  But 

according to a newsletter from Assured 

Performance, only $500,000 of alumi-

num F-150 repairs were completed in 

the fi rst half of 2015. 

Aluminum is increasingly the sub-

strate of choice for a number of manu-

factures. Even so, it takes time for the 

aluminum vehicle fl eet to ramp up. This 

presents a frustrating dilemma to shop 

owns who want to invest now but who 

will not see a return for potentially a 

number of years. Purchasing expen-

sive equipment to watch it sit idle for 

months is a diffi cult and often frustrat-

ing decision.

What is equipment fi nancing? 

While many of us were raised with the 

notion that debt is bad, the reality is 

that debt is simply one tool of business 

fi nance when prudently used. A core 

tenant of corporate fi nance is that the 

MINDING YOUR BUSINESS

BREAKING DOWN THE FUNDAMENTALS OF EQUIPMENT LEASING 

BY BRAD MEWES  |  CONTRIBUTING EDITOR
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liabilities of the fi rm ought to match 

the assets of the fi rm. If a business ac-

quires an asset with a projected 15-

year life, the business is well served 

to fi nance the asset over the course of 

15 years. In that way, the expense and 

cash fl ows related to the asset are ap-

propriately spread over the useful life 

of the asset. 

Take, for example, the investment 

required in tooling and facility upgrades 

to become Ford Aluminum Certifi ed. A 

$50,000 investment to complete a few 

thousand dollars of repairs annually 

seems absurd on the surface. Howev-

er, when the cost is spread over the 

useful life of the assets acquired, say 

15 years, the expense appears much 

more reasonable. While the business 

may still recognize an initial loss in the 

fi rst few years of the investment, it is 

likely the business will recognize a re-

turn in later years that will more than 

offset the initial investment. 

Benefi ts of equipment leasing
There are a number of advantages leas-

ing brings to a business — all of them re-

volving around improved cash fl ow and 

fl exibility. Equipment fi nancing is more 

than merely moving numbers around 

on a spreadsheet. Appropriately man-

aged, equipment fi nancing will actually 

help reduce the risk of your fi rm and in-

crease the stability of your cash fl ows. 

Tax Advantages: Depending on the 

structure of the lease, lease payments 

can reduce taxable income in a more 

appropriate manner than depreciation 

alone. Seek out the counsel of a licensed 

tax advisor to discuss your specifi c sit-

uation. But generally speaking, oper-

ating lease expenses can be fully de-

ducted when incurred for tax purposes. 

100 Percent Financing: When leas-

ing equipment, most equipment lend-

ers will lease up to 100 percent of hard 

equipment costs, and many will also fi -

nance the soft delivery and installation 

costs as well. In traditional bank fi nanc-

ing, there is often a down payment re-

quired and banks are less willing to fi -

nance soft costs. 

Balance Sheet: When you lease an 

asset, you pay for the right of use, not 

the right of ownership. As such, items 

that are leased do not appear on your 

balance sheet as an asset. And a lease 

does not appear on your balance sheet 

as a liability. Because there is no lia-

bility on the balance sheet there is no 

collateral required to offset the liability 

and your business assets remain unen-

cumbered — a very important aspect if 

you are considering future sale. If you 

are looking to grow, utilizing leases will 

also make your asset base appear more 

productive, important if you are seek-

ing fi nancing for acquisitions.

Flexibility and Obsolescence: An-

other key advantage of leasing rath-

er than owning equipment is avoid-

ing equipment obsolescence risk. 

Many companies opt to lease comput-

er equipment and software to stay up 

to date with rapidly changing tech-

nology. Lease terms can be for a few 

months or for the entire expected life 

of an asset, depending on the need of 

the business. 

Common types of fi nancing
The following are the most common 
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ways to lease or fi nance equipment:

t� �0QFSBUJOH�-FBTF�	'BJS�.BSLFU�7BM�

ue Lease)

t� $BQJUBM�-FBTF�	%PMMBS�#VZ�0VU�-FBTF


t� 7FOEPS�'JOBODJOH

t� #BOL�'JOBODJOH

Operating Lease: An operating lease 

allows for the use of an asset without 

owning the asset. Operating leases are 

often structured to have a “fair market 

value” purchase option at the end of the 

lease term where the lessee has the op-

tion, but not the obligation, to purchase 

the asset at the current market value. A 

vehicle lease is an example of a common 

fair market value lease.  

As mentioned above, the expenses 

associated with an operating lease are 

generally fully deductible for tax pur-

poses. Check with you tax preparer re-

garding your specifi c situation. 

Capital Lease: Whereas an operating 

lease transfers the risk of ownership to 

the lessor, a capital lease more closely 

resembles a traditional loan, but with-

out actual ownership. The lease term 

tends to be longer than operation leas-

es. Capital leases include a “dollar buy 

out” clause at the end of the term where-

by the asset is transferred to the lessee. 

Because capital leases very closely re-

semble ownership, they also have dif-

ferent tax treatment than operating leas-

es. Again, check with you tax advisor 

to get specifi cs on your exact situation. 

While capital leases and traditional 

fi nancing are very similar, capital leas-

es have two main benefi ts over bank fi -

nancing. First is the ability to fi nance 

100 percent of the asset. Second is the 

ownership and collateral. In a capital 

lease, the lessor owns the asset until 

the lessee purchases the asset at the 

end of the lease term. Because the les-

sor owns the asset, no collateral is need-

ed by the lender. 

Bank Financing: Your commercial 

bank likely provides general equipment 

and/or expansion loans. These loans are 

structured as traditional fully amortized 

notes, meaning the interest and princi-

pal is spread out over the full term of the 

note. Depending on the bank, a down 

payment is often required.

Bank loans are secured by a UCC fi l-

ing. Many banks fi le a blanked assign-

ment where all the business assets are 

pledged as collateral. These pledges of 

collateral may seem innocuous, but can 

become very onerous in the event the 

business seeks additional fi nancing for 

growth or there is a change in control 

due to a sale. 

Vendor Financing:  Rather than car-

rying the note, most vendors partner with 

a fi nancial institution to provide credit 

to the purchaser. These loans tend to re-

semble a line of credit, similar to a cred-

it card. The initial terms can be quite at-

tractive but can quickly become onerous 

if the principal is not repaid within the 

teaser time frame. 

BRAD MEWES
CONTRIBUTING 
EDITOR

Brad is a management consultant, strategist and 
author of the blog Supplement! Financial Insight for the 

Collision Repair Professional. He has a Masters in business 
administration in fi anance.

  E-mail Brad at BradMewes@gmail.com
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I ALMOST CONVERTED TO WATERBORNE

UNTIL 
MATRIX 
SYSTEM 
SHOWED ME THAT I DON’T HAVE 

TO CHOOSE 
BETWEEN QUALITY AND THE 

ENVIRONMENT

Matrix Automotive Finishes, A Valspar Automotive Brand. © 2016 The Valspar Corporation.
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The ease of 

using shop SOPs

Managing the 

internal customer

Streamlining 

process, effi ciency

The ideal way to start is by identifying 

each employee’s job description. All aspects 

of the job must be considered — the time-

frame to perform work tasks, the degree of 

importance of each task and how each task 

relates to sales and customer service.

Let’s look at a specifi c job that has sig-

nifi cant impact on the customer. Counter 

person, service advisor, customer service 

rep — pick a name, but this is the person 

who is responsible for setting the customer 

expectations for your shop. This is the 

fi rst contact with the customer and rep-

resents the shop in their eyes. This person 

is the customer “moment of truth.”

The below tasks are typically associ-

ated with this job description:

The greeting

t�)PX�JU�T�EFMJWFSFE
�UPOF

t� 4QFBL�XJUI�B�TNJMF
�FZF�DPOUBDU

Answer incoming calls 

t� 'JSTU�DPOUBDU�XJUI�DVTUPNFS

t�/VNCFS�PG�SJOHT�CFGPSF�DBMM�QJDLVQ

t� $PNNVOJDBUF�OFYU�TUFQT

Make outgoing calls to customers

t� $VTUPNFS�TUFQT�GPS�DMBJNT�SFQBJST

t� %PDVNFOU�DBMM�DPOUFOU�JO�SFQBJS�PSEFS

t� *EFOUJGZ�SFQBJS�DIBJO�PG�FWFOUT

In some cases, act as liaison between the 

shop and a third-party payer

t� "OTXFS�UIJSE�QBSUZ�T�RVFTUJPOT

t�)BOEMF�TVQQMFNFOUT

t� �"EESFTT� SFQBJS� PSEFS�RVFTUJPOT� PS�

concerns

Identify scheduling opportunities

t� &OTVSF�QSPNJTFE�EBUFT�BSF�BDDFQUBCMF

t� �1SPWJEF�VQEBUFT�UP�TDIFEVMFT�BOE�QSP�

duction fl ow

Schedule work into the store

t� �.BLF�TVSF�QSPNJTFE�JO�BOE�PVU�EBUFT�

can be kept and any changes are updated 

at least 24 hours in advance  

Help bring vehicles into production

t�.BLF�ESPQ�PGG�BSSBOHFNFOUT�

t� �.BJOUBJO�TDIFEVMF�UP�FOTVSF�DPSSFDU�

QSPEVDUJPO�TFRVFODF�CZ�EBZ
�XFFL
�

month

Handle form supply and fi ling

t�0SEFS�OFFEFE�GPSNT
�PGý�DF�TVQQMJFT

t� 1MBDF�GPSNT�JOUP�SFQBJS�PSEFS�GPMEFS

t� �)BWF�B�SFBEZ�TVQQMZ�PG�QSFTPSUFE�GPME�

ers with direction of pay, inspection, 

photo and other necessary paperwork 

prepared for customers

Create repair order document

t� �6TF�QSF�TVQQMJFE�JOGPSNBUJPO�GSPN�UIJSE�

party payer or customer to preload the 

repair order worksheets to reduce time 

spent on this process with the customer

Complete vehicle check-ins

t� $PNQMFUF�WFIJDMF�DIFDL�JO�GPSN

t� �*G�VTJOH�B�TDIFEVMJOH�WJTVBM
�NBLF�TVSF�

it is completed

Complete vehicle walk-around

t� �%P�B�WFIJDMF�XBML�BSPVOE�BOE�VQTFMM�BOZ�

unrelated prior damage 

t� �1PJOU�PVU�BMM�EBNBHF�TP�UIBU�UIFSF�JT�B�

record that it was there when the vehicle 

is delivered in the event that the cus-

tomer doesn’t want it fi xed

Take necessary photos

t� �1IPUPHSBQI�BMM�WFIJDMF�EBNBHF
�FWFO�JG�

unrelated to the current loss

t� �1IPUPHSBQI�BOZ�BSFBT�UIBU�TIPX�B�QBJOU�

mismatch

t� �1IPUPHSBQI�UIF�EBTICPBSE�XIJMF�UIF�

seven-second test burn is occurring, as 

well as once the test burn has cycled 

through in the event there are fault codes 

not related to the current loss

P r o c e s s  f i le  fo r  t he  e s t i m at or /

blueprinter

t� �'PSXBSE�POMZ�DPNQMFUFE�SFQBJS�PSEFS�

QBQFSXPSL�UP�UIF�FTUJNBUJOH�CMVFQSJOU�

JOH�TUBGG�UP�NJOJNJ[F�RVFTUJPOT

t� �1SPWJEF�B�TVQQMFNFOU�SFQBJS�DIFDL�TIFFU�

with the RO in the event that damage is 

missed during the disassembly process

Document the in-process repair order and 

arrange for a rental car

t� &OTVSF�EBJMZ�VQEBUFT�BSF�NBEF�

t� "TTJTU�BT�OFFEFE�XJUI�GPMMPX�VQ�DBMMT

Close the fi le

t� "3T�BOE�"1T�ý�OBMJ[FE

t� "MM�QBSUT�MJTUFE

t� 4VQQMFNFOUT�DPNQMFUF

Continue reading next month to learn 

how to proiritize these tasks and how to 

build the corresponding SOPs to imple-

ment in your shop. 

Create accountable

employees 
%FDJEF�XIBU�UBTLT�UIFZ�TIPVME�UBDLMF�BOE�PSEFS�PG�JNQPSUBODF�JO�401T

BY KEITH MANICH |  CONTRIBUTING EDITOR

I
n all operations within the shop, tasks have to be identifi ed 
and placed in an order of importance. Why? Because some 
tasks have signifi cantly more importance to the operation than 
others. Some are critical while some are routine.



WANT TO SEE IMPROVEMENTS
TO YOUR BOTTOM LINE?
CARSTAR DELIVERS BOTTOM-LINE 
BENEFITS FOR NORTH AMERICA’S
LARGEST COLLISON REPAIR NETWORK

ARE YOU READY TO IMPROVE YOUR 
BOTTOM LINE THIS YEAR?
Contact us at Franchise@CARSTAR.com to learn more today!
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                            CARSTAR HAS
                   HELPED OUR SHOPS    
                   IMPROVE THEIR 
                   EFFICIENCY AND 
PROFITABILITY. AND THEY HAVE 
HELPED US GROW OUR NETWORK 
TO 10 SHOPS TODAY.

Steve Theobald, Owner, CARSTAR Collision Care
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A snapshot of one of the industry’s leading shops

CARSTAR JOHN HINE COLLISION / 
MISSION VALLEY, CALIF.

Car-sales personnel in the showroom 

and on the used-car lot collaboratively 

work with the entire staff to integrate 

the shop’s expertise into the entire vehi-

cle purchasing process.

“That keeps the customer bought-in 

to us. When they leave our dealership 

they know that we have a service depart-

ment, they know that we have a body 

shop, and they know that we work with 

the insurance companies,” says Steve 

Ranck, manager of John Hine’s collision 

repair center. 

Buyers are given a tour of the facil-

ity, often pausing to have a brief con-

versation with Ranck about the shop’s 

attributes should the need ever arise.

Each glove box contains a branded 

what-to-do-in-case-of-an-accident bro-

chure to further drive home the com-

pany’s commitment to complete cus-

tomer care throughout the vehicle’s 

lifespan. And even if your vehicle is 

totaled, a coupon good for a discount 

on a new or used car is included.

Because the Hine dealership is set 

into a San Diego hillside on three levels, 

the resulting layout entices with easy 

access to the collision center. “We’re 

located in front of the dealership with 

our own driveway, and you don’t have 

to walk through the service department” 

when seeking to discuss body work.

“They’re not just buying a car,” says 

Ranck, “they’re buying into our 

family.”

In totality the John Hine dealership 

is a large corporate entity known 

throughout the region, yet a friendly 

and family-oriented atmosphere prevails 

among staff and management.

Ranck, general manager Dave Miller 

and John Hine himself all maintain an 

open-door policy to address ideas or 

concerns. “John is here every day, and 

the employees see that. I know my guys 

very well, and I lead by example.”

The result is a stable workforce eager 

to provide the best customer service. 

“We have 318 years of experience in our 

collision center with 21 fulltime employ-

ees,” says Hine, who is the operation’s 

second-generation owner. The body shop 

aspect was established in 1957 and Hine 

Dealer-shop 

partnership
Dealership collision center leverages one-stop shop 

appeal to keep customers coming back for all needs 

BY JAMES E. GUYETTE  |  CONTRIBUTING EDITOR

A
huge sign towering above the John Hine auto dealership 
complex serves as a beacon, beckoning the 300,000 
motorists who travel along Interstate 8 each day, and 
many of these drivers are in need of body shop work.

CARSTAR JOHN HINE COLLISION

Mission Valley, Calif.
Location

John Hine
Owner

1
No. of shops

58
Years in business

21
No. of employees

35,000
Total square-footage

27
No. of bays

7 days
Average cycle time

$2,228
Average repair order

$55,700
Average weekly volume

26
No. of customer vehicles per week

$2.7 million
Annual gross revenue

Axalta
Paint supplier

Chief
Frame machines used

CCC, Mitchell
Estimating systems used
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saw future opportunity amid the region’s 

increasing development.

“With the expansion of the interstate 

freeway system’s I-8 and the presumed 

rapid growth of Mission Valley, we relo-

cated our collision repair center to Mis-

sion Valley in 1965, where we remain 

today,” Hine recounts.

The initial body shop manager was 

Earl See, and upon being promoted to 

upper management he brought onboard 

the legendary Don Dragani, who man-

aged the collision center until his death 

in 1986. In keeping with the Hine tradi-

tion of family loyalty, Dragani had 

announced his pending retirement prior 

to becoming seriously ill; it was then  

decided that he would remain on the 

payroll with full benefits as Ranck 

assumed greater responsibilities.

“Don Dragani was not only a great 

supervisor, but a wonderful friend and 

mentor who gave me great advice when 

it came to dealing with customers and 

co-workers,” says Ranck. “He told me 

that when I had a disagreement with 

an adjuster or insurance company, it 

was important to educate them about 

what it takes to repair the vehicle prop-

erly. He also told me to never take it per-

sonally because you will most likely be 

working with them in the future, and 

it’s important to keep a good working 

relationship.”

Ranck goes on to relate how “that’s 

where I get a lot of my passion — that’s 

the way Don Dragani was. If we did 

something wrong we had to make it 

right, and if you’re honest with people 

it builds loyalty.”

Hine echoes similar sentiments: “I 

have been here for 36 years, and I want 

customers to know that myself and my 

crew care about doing the best job for 

them and their vehicle, and if there is a 

problem I will be there to make it right.”

“Our body and paint technicians are 

very skilled at what they do,” says 

Ranck. “They care about every vehicle 

that they work on. They understand that 

there is a person and family inside every 

vehicle, and it is important that every 

vehicle looks great and drives better 

than it did before it came in for repairs.”

Having been interested in cars since 

childhood, at age 21 a professionally 

inexperienced Ranck applied — and 

was turned down — for an opening on 

the Hine service center’s parts counter. 

“But the parts manager must have liked 

me because he called me back and 

offered me the position of special orders 

clerk. Within fi ve years, I was promoted 

to a counter person and then eventu-

ally moved into the body shop offi ce. 

During the day, Don Dragani taught me 

the body shop business. At night I went 

to school and within two years earned 

a BA in Business. With a college degree 

and hands-on training, I was offered 

the position of body shop manager.” 

“We act like we’re family; we have 

fun on the job,” Ranck emphasizes. 

Barbecues and other social events are 

melded into the company culture. 

And at Hine, all of these factors cul-

minate in a pattern of staff longevity 

that delivers effi cient repairs, a highly 

Job weld done. 

Chief Elektron Fusion Technologies – trusted by more 

vehicle OEMs than any other welder brand.

See our full welder line at 

chiefautomotive.com/weld/abrn

VISIT US AT 

NADA  
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satisfi ed clientele, and a pleasant workplace. “I’ve had people 

leave — they think the grass is greener — and they come back.”

Multi-state operators
In April 2015 the Hine body shop became affi liated with CAR-

STAR. Ranck says fewer dealerships are hosting in-house col-

lision repair facilities, and those that still do have a competi-

tive advantage if they form partnerships.  

Improvements in Hine’s effi ciency came at a quick clip. 

“When we fi rst started with CARSTAR we weren’t lean,” Ranck 

recalls. “When CARSTAR came in with their procedures, our 

cycle time went from twelve days down to seven days.”

Out on the shop fl oor, “we have production meetings twice 

a day” in regard to meeting repair completion goals. The atmo-

sphere of these meetings and other interactions is positive. 

“We let people know that they’re doing a good job,” says Ranck.

The Hine shop’s ability to consistently come through with 

standout customer service results in fi ve or six rave reviews 

on a daily basis. Morale-boosting rewards such as lottery tick-

ets and the like are issued just as frequently to “everyone 

involved with that car, from the back end to the front end.”

A team approach is present throughout the entire opera-

tion to steer every job toward a positive outcome. “We put red 

strobe lights on the cars targeted to leave on that day,” Ranck 

reports, citing yet another lean innovation that came through 

CARSTAR’s input. “If you see a red light, you know that some-

body should be working on that car.”

If a customer expresses unhappiness, every effort is made 

to promptly rectify the situation. The strategy pays off in that 

people who have voiced initial complaints often become repeat 

customers who are glad to refer friends and family.

Taking heed of lessons learned from Don Dragani, Ranck 

is intent on maintaining positive relationships with insurance 

providers. “You can’t be their enemy. You’re in a partnership, 

and you can’t put the customer in the middle,” he asserts.

“A lot of insurance companies use aftermarket parts,” 

Ranck continues, noting that the requirements are duly spelled 

out in the customer’s paperwork. “A lot of people don’t read 

their policies until they’re in an accident.” That said, “We make 

sure that the aftermarket parts fi t like an OEM part.” Few 

alterations are made to force meeting the shop’s insistence on 

proper fi t, form and function.

“We come to an understanding — we’re not going to do 

something that’s not right for the car. The insurance compa-

nies don’t want to use an inferior part; they also want to make 

sure the customer is happy. If you show the insurance com-

pany that there’s a problem,” says Ranck, “they’ll do it right.”

Procedures are additionally in place to maintain strong rela-

tionships with the shop’s array of vendors. “You represent your-

self as a business 

partner, and you 

need to treat them 

fairly,” he says. 

“Don’ t  be over 

demanding. One of 

most impor tant 

things to them is 

being paid on time, 

and our payments 

are prompt.”

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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Save Time and Money

TOMORROWS  TECHNOLOGY 
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BY MIKE JONES | CONTRIBUTING EDITOR

O
ver the past 30 years, I have 

come to see mornings as the 

foundation upon which I build 

my entire day. I also came to recog-

nize, during the past 30 years, how I 

feel mentally, physically and spiritual-

ly all day is directly connected to how 

I start my day.

I have found that when I begin my 

day by utilizing the concepts and 

principles I will share with you in this 

article, I am more productive, happier, 

more energetic, more positive and 

more focused during my entire day —

without coffee, Red Bull or any other 

type of energy drink.

Having a morning routine will cre-

ate positive new possibilities for you. 

I like to call my routine “eight before 

eight.” These are eight things I make 

a commitment to do before 8 a.m. 

Take a look at a scenario of two differ-

ent mornings. 

Morning No. 1:
You need to be at work by 8 a.m., and 

you need to be out of the house by 7:15 

a.m. due to your commute. The alarm 

sounds at 6 a.m., and you push the 

snooze button. By pushing the snooze 

button, you have already began your 

day with negativity, because you were 

likely having a negative conversation 

with yourself, and now it is 6:15 a.m.

and the alarm sounds again. You be-

grudgingly turn it off and drag your-

self out of bed as you continue the 

negative conversation with yourself

about all of the things you must get 

done before and after you get to work.

Then, as many other people do, you 

turn on the news or read the newspa-

per, which is also likely negative.

You recognize that you need to 

speed up this process to be out the 

door by 7:15 a.m. You wake up the 

kids, and they are dragging out of bed 

and because you are in a hurry now, 

you get frustrated at them, never rec-

ognizing that you have likely been the 

creator of the negative chaos you are 

experiencing in the mornings.

You rush off to shower, grab a bite 

to eat, get the kids out the door and 

then rush to work and arrive in that 

funky energy.

Morning No. 2:
You need to be at work by 8 a.m., and 

you need to be out the door by 7:15 a.m.

due to your commute. You deliberately 

have moved the alarm clock across the 

room, with a commitment to yourself 

that when the alarm goes off, you will 

get up and turn it off, never hitting the 

snooze button again. You deliberately 

set the alarm to sound 15 minutes ear-

lier than you normally get up.

The next thing you do is deliberately 

read something positive. You have cre-

ated your list of eight specifi c tasks 

that you will perform before 8 a.m. At 

this point, two of them have already 

been accomplished. The eight tasks 

should be focused on having a positive 

start to your day because of you, rather 

than waiting on life to happen to you.

The other six tasks that show up on 

your list of eight before eight should 

be specifi c tasks that allow you, in 

your specifi c situation, to create calm 

and effective communication with the 

people in your home and at work.

This second scenario is a story only 

you can write for your situation. Some 

of the things that have appeared on 

my list were spending time talking 

to my signifi cant other about ways to 

positively improve our relationship, 

listening to motivational music, medi-

tating and drinking a specifi c amount 

of water each morning before 8 a.m.

I encourage you to create your list of 

eight before eight and make a commit-

ment to do them daily. The list for your 

weekend morning routine will likely 

be different from the one you develop 

for the work week.

Establishing a deliberate morning 

routine will ensure that you start the 

day in a positive attitude, which will 

allow you to produce new positive op-

portunities at work and at home.

TACKLING THE 8 BEFORE 8 
STRATEGY FOR BETTER DAYS
Focus on creating positive mornings each day that set the stage for a positive day 

COMMITMENT TO TRAINING SUPPORTERS



MARCH 16-18
● ATI Super Conference 2016; Omni 

Amelia Island Plantation Resort
Amelia Island, Florida

MARCH 18-20
● AASP-NJ Northeast 
Secaucus, New Jersey

MARCH 22
● Refi nish Technician Assistant 

Training; PPG
San Francisco, California

APRIL 20-21
● Collision Industry Conference
Seattle, Washington

MAY 2-4
● WIN 2016 Educational Conference
Tampa, Florida

MAY 14
● Automechanika Chicago — LIVE 

Training Event; 
Washtenaw Community College

Ann Arbor, Michigan

MAY 23-25
● International Body Shop Sympo-

sium (IBIS) Global Summit 2016
Barcelona, Spain

TRAINING EVENTS

“I SEE SOME COOL INTERACTION STUFF. I’M GETTING 
READY TO DO THE [AXALTA AND GFS] PAINT BOOTH 
RIGHT NOW, AND THAT’S PRETTY COOL.”  
—TERRY TREND, AMC 2015 ATTENDEE

1 6
MONTHS

0 3
WEEKS

COUNTDOWN TO AMC 2017

● 5 simple ways to increase the 
value of your business

A common approach to business valuation is to use 
comps, which look at the selling prices of other busi-
nesses that are in your peer group. To use comps ef-
fectively to generate a valuation that is meaningful 
requires access to good data. But you need more than 
just comps to determine your value. You also need to 
take a good, hard look at your fi nancials. And the pri-
mary way to increase the value of your business is to 
improve your fi nancials, posted ABRN on our Facebook 
page. Brad Mewes, fi nancial blogger and industry con-
sultant, shares his article, “5 simple ways to increase 
the value of your business.” His fi ve strategies are to 1) 
focus on gross profi t; 2) keep your overhead and SGA 
in check; 3) merge your WIP and inventory; 4) dive 
into working capital; and 5) use a dashboard. Continue 
reading to learn more about Brad’s suggestions.

ABRN.com/valueboost

● Cycle time formula and the 
need for revamp
On LinkedIn, Bob Andreasen with Insurance Grade 
Estimating Software, posted “Is this a big issue you 
see today?” in reference to ABRN’s February article, 
“Collision Industry Conference committee working on 
new ‘cycle time’ formula.” “I would love any insight on 
whether this is a real issue, and if you see this helping 
with transparency with the client. I would like to think 
the more accurate the data, the better off everyone is. 
I appreciate any insight! Share your thoughts today!

ABRN.com/cycleformula

● Headlight restoration made easy
Headlight lenses yellow over time. They don’t just look 
bad, they can also severely reduce nighttime visibility, 
making it harder for your customers to see or be seen 
at night, posted 3M Auto on their YouTube channel. For 
all degrees of lens restoration, 3M has a variety of solu-
tions for you. For light yellowing, the two-step 3M Quick 
Headlight Renewal brings light back to headlight lenses. 
It includes the 3M proprietary technology Trizact abra-
sives. For regular lens maintenance, turn to lighter duty 

3M Headlight Renewal. With the help of 3M, you can 
improve headlight brightness and nighttime visibility 
yourself. Watch the video now!
ABRN.com/3Mheadlights

● Are you hitting the requirements of a 
“good” auto body repair shop?

Carwise, a blog that helps to guide consumers in need 
of auto body repair services, recently posted an arti-
cle, “What to look for in a good auto body repair shop.” 
How does your shop measure up next to their suggest-
ed ideals? Some of the suggestions to consumers are 
to evaluate a shop’s reputation, look for technical cer-
tifi cations and a professional and courteous staff. Keep 
reading to fi nd out if your shop would make the grade 
with a consumer in need of service.
ABRN.com/consumertips

● Get the information you need today
Every issue of ABRN provides news and in-depth anal-
ysis on collision repair topics, we posted on our Face-
book page. Make sure you subscribe today to ensure 
you and your technicians are getting the information, 
news and training you need to remain relevant and ed-
ucated in today’s ever-changing and evolving market. 
Training is the key to longterm success and ABRN wants 
to be your partner in helping your shop achieve high 
quality service and stable profi ts. Sign up for the mag-
azine today.
ABRN.com/subscribe

● Mike Anderson returns to 
NORTHEAST 2016

Industry consultant Mike Anderson with Collision Advice 
will shed light on some of the most important topics af-
fecting shop owners today in two informative seminars 
at the 39th annual NORTHEAST 2016 Automotive Ser-
vice Show, ABRN posted on Facebook. He will present, 
“Positioning yourself in the collision repair industry” on 
March 18, and “‘Who pays for what’ survey results” on 
March 19. Get more information on the event here.
ABRN.com/Andersontrain
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6 KPIs that increase the 
value of your business

Incentivize a 
culture of success

Mike Anderson on 
“virtual steering”

Use consolidation trends 
to your advantage

ABRN.com/KPIs ABRN.com/Incentivize ABRN.com/VirtualSteering ABRN.com/ConsolidationTrends
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Let’s take a look at two specifi c vehi-

cles that will set the standard for the 

future of vehicle design in the next 

few years. We are all aware of the all-

aluminum-bodied 2015 Ford F-150, 

which introduced aluminum to the 

masses. While the Ford was a shock 

to the collision repair industry as a 

whole, it was not the fi rst. The Audi 

A8 in 1994 is considered the fi rst mass-

produced aluminum intensive vehicle, 

and the 1995 BMW 5 Series (E60) with 

its front monocoque aluminum struc-

ture and rear monocoque steel struc-

ture was the fi rst hybrid-construction 

vehicle, followed by the 2007 Audi TT 

(8J) and 2010 Porsche Panamera (970) 

hybrid construction vehicles. The BMW 

E60, Audi 8J and the Porsche 970 set 

up the future of vehicle design we are 

seeing now on two mass-produced ve-

hicles and eventually on even more 

vehicles.

As we all know, OEMs are being 

forced to meet very tough safety and 

fuel mileage standards, and they must 

design vehicles with lighter materials. 

The designs from BMW, Audi and 

Porsche set the stage for everyone else 

in the automotive business, and we 

THE BMW 7 SERIES AND CADILLAC CT6 PRESENT NEW DESIGNS AND REPAIR CHALLENGES

BY LARRY MONTANEZ  |  CONTRIBUTING TECHNICAL EDITOR

Cadillac CT6 A-pillar wheel well extrication
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More Repairs in Less Time. Improve your paint shop efficiency without having to 

overhaul your space with REVO accelerated curing systems. The technology cures 

fillers and coatings quickly and completely from the inside out. REVO can increase 

your paint shop throughput by up to 80%. Easy to install and operate, REVO systems 

save time and improve results immediately. 

(877) 658-7900
globalf inishing.com

80% MOREUP 
TO

paint shop throughput

will see these advanced designs in the 

next few years. 

2016 BMW 750i (G11) and 
750iL (G12)
These vehicles are not cars as we know 

them. It is as if BMW took your home 

entertainment system, put it inside a 

space shuttle and threw it on wheels. 

Yes, you can drive it like any other ve-

hicle, or, if you like, it can drive itself. 

It will automatically perfume the air 

you breathe and draw the sun shades 

if it is too bright inside the vehicle. Ap-

proach the vehicle and it’ll roll out what 

BMW calls a “Light Carpet,” an LED-

projected runway welcoming you to 

your vehicle. It also reminds you of 

speed limits and road conditions. And 

when you reach your destination, it will 

park for you, or just act as spotter if you 

prefer to do it yourself. All these fea-

tures are pretty cool, but they are noth-

ing compared to the vehicle’s advanced 

structural design. Few vehicle designs 

have ever had such a diverse, high-tech 

construction as the new 7 Series. The 

2016 model represents the auto indus-

try’s most mainstream application yet 

of structural carbon fi ber. BMW put the 

7 Series on a diet and trimmed 88 

pounds from the 7’s unibody structure, 

which now weighs in at 4,883 pounds, 

almost 100 pounds lighter than the pre-

vious generation 750i. All of the major 

suspension components are adjustable 

by computer-controlled systems. Air 

springs tweak the ride height based on 

load, speed and driver vehicle setting. 

Adjustable dampers and anti-roll bars 

vary the ride between soft (luxury) and 

fi rm (sport). The newly available Ac-

tive Comfort Drive with Road Preview 

adjusts chassis systems according to 

data drawn from the navigation sys-

tem. Not even the rear-wheel toe angle 

is fi xed, as BMW’s rear steering is avail-

able for the fi rst time with four-wheel 

drive. Wheel alignments on this vehicle 

will require BMW software, and dam-

age analysis will require multiple mea-

surements with electronic three-dimen-

sional measuring equipment, and in 

some cases a pre-wheel alignment or 

wheel alignment check will be required. 

The BMW 7 Series has a multi-
material construction.The BMW Display Key
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And shops will need to be careful with 

the optional Display Key ($250). The 

key incorporates a small screen on 

which the driver can check to see if the 

doors were left unlocked, the windows 

down or sunroof open, and it will even 

inform you how long until the next 

scheduled oil change.  

OEMs must live in a material world 

to meet the high mpg fuel mileage 

requirements. They must choose ad-

vanced lightweight metals and com-

posites capable of delivering light, 

stiff vehicle bodies, and at a reason-

able cost of profi t. We can all safely 

assume that BMW studied and dis-

sected the aluminum-intensive prec-

edents set by Audi, Jaguar, Mercedes-

Benz and Porsche, and even the E60 

design. BMW pushed the new struc-

tural concept it calls “Carbon Core” 

for the i3 and i8, and now it expanded 

that concept on its sixth-generation 

7 Series sedan.

The 7 Series is BMW’s new fl ag-

ship’s unibody, and it is composed 

mainly of resistance-welded high-

strength steel stampings of various 

tensile strengths. Even though BMW 

says it is 88 pounds lighter, it is no-

tably stiffer and has more torsional 

rigidity than its predecessor. Lessons 

learned from the i3 and i8 carbon fi -

ber concept projects are behind the 

15 carbon-fi ber-reinforced moldings 

applied to high-stress areas. Tubular 

arches and reinforcements are utilized 

inside the A-Pillar and door-opening 

framework and under the upper outer 

roof rail panel/upper uniside panel. 

Additional ly, BMW strategical ly 

placed aluminum structural compo-

nents into the monocoque. These in-

clude extruded longitudinal chassis 

members, the die-cast strut towers, 

and the stampings for the hood and 

decklid panels, and doors assemblies. 

A magnesium space frame supports 

the instrument panel and steering 

column, and the front fenders are plas-

tic composite. At press time, not a lot 

of repair information was available 

for publication, and we will revisit 

this topic. It is unknown if BMW will 

restrict structural components for sale.

2016 Cadillac CT6
The CT6 is slotted above the ATS and 

CTS in the Cadillac lineup. Cadillac 

engineers concentrated their focus for 

the CT6 to avoid unnecessary weight. 

Its exterior dimensions and interior 

spaciousness put the CT6 roughly even 

with BMW’s short-wheelbase 7 Series, 

but the CT6 claims the body in white 

is both lighter and stiffer than those 

of the smaller BMW 5 Series and Audi 

A6. Conversely, its main competition 

will be with full-size luxury fl agship 

sedans such as the BMW 7 Series, Mer-

cedes-Benz S Class, Audi AS/S8 and 

Lexus LS. Cadillac claims the CT6 will 

weigh in at just less than 3,700 pounds, 

roughly the same as the current CTS, 

despite the fact that the CT6 is 8.5 

inches longer than the CTS.  

Hybrid body design
The main weight-saving mission was 

bolstered by an extensive use of alu-

minum. Cadillac is using aluminum 

for all exterior body panels, as well 

as numerous structural castings. Like 

the Audi TT (8J), mixed-material en-

gineering (hybrid construction) was 

utilized in the CT6’s monocoque ar-

chitecture. Advanced laser welding 

and aeronautic-type structural bond-

ing adhesives were utilized for join-

ing methods all in the name of reduced 

mass (weight). Reports say Cadillac 

has stated a weight savings of 218 

pounds over an identical structure 

made mostly of steel.

The CT6 is the fi rst production ve-

hicle to utilize GM’s new Omega plat-

form. The suspension design is an alu-

minum-intensive multi l ink front 

suspension and a multilink rear, as well 

as GM’s magnetorheological Magnetic 

Ride Control dampers and optional Ac-

tive Chassis System, which includes 

rear steering. This will also require ex-

tensive analysis after a collision event, 

much like the procedures mentioned 

previously for the BMW.  

GM states that state-of-the-art 

monocoque architecture is the foun-

dation for its benchmark-establishing 

agility and vault-like solidity and qui-

etness — every panel of the structure 

is optimized with innovative joining 

techniques. These joining techniques 

provide the best balance of strength, 

lightness and refi nement. Thirteen 

high-pressure aluminum die castings 

in the lower body construction reduce 

complexity and are signifi cant con-

tributors to the architecture’s low 

mass. Additionally, there are rein-

forced areas of advanced h igh-

strength steels (AHSS) affi xed to the 

aluminum components. GM was able 

to accomplish this through advanced 

manufacturing techniques. GM’s most 

advanced body manufacturing meth-

ods are used to fabricate the mono-

coque structure, including proprietary 

aluminum spot welding technology 

— a fi rst in the industry — that is more 

effi cient and helps reduce weight. La-

ser welding, fl ow drill screw fasten-

The Cadillac CT6 mixed material 
structure uses advanced aluminum 
and steel to save 218 pounds.

The Cadillac CT6 structure

The material make up of the 
BMW 7 Series

The Cadillac CT6 structure
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ers (FDS) and self-piercing rivets with 

adhesives are also utilized in many 

areas where steel and aluminum are 

joined. GM claims roughly 591 feet of 

advanced structural adhesives are 

used on the vehicle structure.  

What we know as of now is that 

the fi re wall, fl oor pans, fl oor cross 

members, inner passenger compart-

ment panels, upper roof rail reinforce-

ments and B-Pillar reinforcements 

and inner panels are all different 

strengths of steel. The remaining com-

ponents are aluminum stampings, 

including all outer panels, and closure 

panels and cast components are used 

for the strut towers and upper rail 

components (aprons).

Training
GM states that about 25,000 units 

will be produced for the 2016 model 

year. The certifi ed repair network will 

“probably more closely align” with 

luxury car programs like Audi and 

Mercedes, meaning parts will be re-

stricted to only those shops that are 

certifi ed by Cadillac and meet all the 

requirements. Additionally, repair fa-

cilities will be required to purchase 

specifi c tools and equipment and meet 

the training requirements. GM says 

that the specifi c training for the high-

strength steel and aluminum vehicle 

will be “primarily web based” and 

offered through a GM partnership with 

I-CAR. These training offerings in-

clude 22046.20W1, “GM Body Struc-

tural Fastening Systems 1” and 

22046.20W2, “GM Body Structural 

Fastening Systems 2,” according to 

the Cadillac Aluminum Repair Net-

work manual. Other I-CAR aluminum 

courses might also be necessary if 

staff hasn’t yet taken them.

To be eligible for the program, the 

repair facility must be I-CAR Gold or 

VeriFacts VQ, have I-CAR technical 

training certifi cates, estimator train-

ing certifi cates and be current on alu-

minum structural certification with 

another OEM program, according to 

the shop participation agreement. Ca-

dillac is not stating how many techni-

cians must be trained in aluminum col-

lision repair to be on the program. But 

the company has stated that each par-

ticipating facility will be expected to 

have the necessary number and type 

of technicians properly trained for alu-

minum collision repairs. It is at Cadil-

lac’s sole discretion to determine the 

training requirements acceptable for 

program criteria.

As we have said, aluminum is here 

and so are advanced construction ve-

hicles. Repair facilities will have to in-

vest in equipment and training to stay 

current, and many of these vehicles 

may not be able to be repaired in your 

facility due to the parts restrictions. 

LARRY
MONTANEZ
CONTRIBUTING 
TECHNICAL EDITOR

Montanez is co-owner of P&L Consultant, which works 
with collision shops on estimating, production and proper 
repair procedures. He is also a certifi ed technician for 
multiple OEM collision repair programs. 

  E-mail Larry at info@PnLEstimology.com
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Over the years, automakers have made 

numerous manufacturing changes to 

plastic bumper covers. In the begin-

ning, they used urethane-coated steel, 

then progressed to using only thermo-

set urethane. To save cost, there was 

a shift away from using high-priced 

urethane to less expensive thermo-

plastics like polycarbonate, TPO and 

polypropylene. As time passed, TPO 

and polypropylene became the clear 

leading materials because of cost and 

durability.  

Some OEMs like Chevrolet, Mer-

cedes-Benz and Dodge still use poly-

urethane on lower production models. 

The new Dodge Challenger and Char-

ger originally used urethane bumpers, 

but even those models on the 2014 and 

2015s have switched to polypropylene. 

The current trend is to make more bum-

per covers out of polypropylene and 

make the covers progressively thinner, 

saving even more material cost. While 

this may sound like a bad thing for du-

rability, the benefi t to the technician is 

that 95 percent of the cars in the shop 

will use the same type of polypropylene 

bumper covers and all of them use the 

s a m e  r e p a i r  t e c h n i q ue s  a n d 

materials. 

A common repair to polypropylene 

bumpers is dent removal. While some 

say it’s impossible to do perfectly, it is 

not. Heating the bumper to the correct 

temperature is the key to dent removal. 

It’s very important to know that over-

heating or under-heating the plastic 

will make dent removal much more dif-

fi cult. When a plastic bumper is dented, 

the plastic becomes very stressed. Not 

only is it stressed in the dented area, 

but all around it, too. All of the stresses 

need to be released in order to remove 

the dent correctly; the only way to do 

this is with the correct amount of heat 

and pressure in the right areas.

By using the correct amount of heat 

and pressure, it is possible to reshape 

the bumper without causing more dam-

age to it. Applying the correct amount 

of heat in the right area makes all the 

difference. While focusing the majority 

of the heat on the dent itself, you will 

also need to heat 4 to 6 inches around 

the dent. In doing so, you are relaxing 

the plastic, releasing the tension and 

pressure on the surrounding area 

caused by the impact.  

When heating the area using a heat 

gun, keep the nozzle close to the sur-

face to maintain control of what is heat-

ed and what isn’t. Be sure to keep the 

gun moving steadily at a moderate pace 

to allow the plastic to heat thoroughly 

without melting the surface or causing 
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the paint to bubble. It is important to 

make sure you get the plastic very hot 

to the touch, but not so hot that it be-

gins to sag. You will know you’ve 

reached the right temperature when it 

is too hot to touch with your bare hand 

for more than a second or two. At this 

temperature, the plastic can be re-

shaped with moderate pressure. 

On one end of the spectrum, if the 

plastic isn’t hot enough, the damaged 

area can’t relax and it will tend to spring 

back to its damaged form. On the other 

hand, if you overheat the plastic, it will 

become much more difficult to repair 

due to distortion and will tend to over-

stretch when being reshaped. With that 

being said, you would much rather work 

on the cool side than overheat it. You 

can always reheat the bumper to achieve 

the temperature needed, but once it has 

been overheated, there is no going back.

Overheating the plastic is the single 

worst thing you can do when trying to 

remove dents. Once the plastic has been 

overheated, the strength and flexibility 

have been compromised, making it much 

more difficult to reshape. Also, once it 

melts and cools back down, it becomes 

brittle compared to the rest of the bum-

per. Working a dent in hardened, brittle 

plastic can cause it to crack and split eas-

ily, making more damage than you had 

to begin with, which reduces the profit-

ability of an otherwise easy repair.

There are cases where overheating 

a bumper may be necessary in order to 

remove creases or kinks, so more care 

must be taken while reshaping it to 

minimize the amount of time and the 

amount of filler needed.  

Once you have reached the temper-

ature you feel is needed to reshape the 

damaged area, it is a simple matter of 

choosing the right tool to do the ma-

nipulating.  For larger dents and to fix 
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some minor waves, the palm of a gloved 

hand works well. For sharper dents, or 

to recreate body lines, a block of wood 

or the handle of a utility knife may be 

the best tool. Popping the dent some-

times requires straight and steady pres-

sure; other times fi rm lateral movement 

with a tool work the best. How you re-

move a dent is as complex or as simple 

as you make it.  

When pushing a dent out, it helps 

to know where to start. It’s best to start 

at the outer area of the dent and work 

your way in towards the deepest part. 

This will release the pressure evenly, 

helping the worst part of the dent re-

lease easier.

Of course, some dents are easier 

to remove than others and some will 

require very little sanding and no fi ller 

before going to paint; others require 

a bit more work. When it comes to sand-

ing, don’t be afraid to use aggressive 

sandpaper — 80 grit or lower — to re-

move the paint and sand down the 

high spots. Save the fi ne grit paper, 

like 180 and 320, for getting rid of the 

coarse sand scratches and fuzz that 

the aggressive sandpaper left behind. 

Being shy with the sandpaper will 

make removing high and low spots 

diffi cult. Once contoured and sanded 

with fi ne-grit sandpaper, you can use 

a butane torch to get rid of the last 

little bit of fuzz. When using a torch 

to remove fuzz off raw plastic, keep it 

moving quickly while being careful to 

not overheat the bumper.

If you keep these few things in mind 

while removing a dent in a plastic bum-

per, you should be able to make a high-

quality repair quickly, without causing 

additional damage to the bumper. Be 

aware of the thickness of the plastic 

before you begin and take that into ac-

count when heating the dented area.  

Make sure you heat all around the dent, 

relieving all the stress to the entire area 

and not just to the dent.  Remember to 

start removing a dent from the outside 

edges working toward the center and 

don’t be afraid to use aggressive sand-

paper. Getting rid of pesky sand scratch-

es and fuzz is a small price to pay to be 

able to get the job done quickly. 

Don’t be afraid to try different 

tools and techniques; be creative. 

The worst that can happen is that the 

customer will need a new bumper 

cover, which is what they would need 

if you didn’t make the attempt. You 

will find that most dents can be re-

paired and repairing bumpers will 

make the shop more money than re-

placing a bumper. Repairing dents 

will keep the repair dollars in house. 

The best way to learn is to not be in-

timidated by the process and to get 

out and try it. In no time, you will be 

an expert with the ability to gener-

ate more money for your shop. 

JOHN WILBURN
CONTRIBUTING 
EDITOR

John is the Manager of Urethane Supply Company’s 
Encore Bumpers. He has more than 15 years of bumper 
repair experience. 

  E-mail John at john@encorebumpers.com.Flame treating to remove fuzz

Heating around the dent

Pushing the dent out

Pushing down the high spots

The sanded bumper

A second look at the sanded bumper

Dent removed, ready for fi nishing

Final sanding of the bumper

A second look at fi nal sanding
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The fi rst appearance of plastic in car 

design can be attributed to Pontiac’s 

Endura bumper that was introduced in 

the late 1960s. This innovative bumper 

featured a plastic-coated steel frame 

that was integrated into the design of 

the car. The bumper was strong and 

impact resistant, and launched the use 

of plastics in car manufacture. 

Within a few years of the Endura 

bumper introduction, the U.S. National 

Highway Traffi c Safety Administration 

(NHTSA) issued its fi rst passenger car 

bumper safety standards in the early 

1970s. These standards called for car 

bumpers that could better absorb shock 

and prevent serious accidents. The in-

creased use of plastics, as a less ex-

pensive method for providing bumper 

safety, was pushed along by further 

NHTSA regulations in the late 1970s 

and early 80s.      

Now, almost 50 years after the fi rst 

plastic bumpers originated, both non-

structural and structural reinforced 

plastics are used almost everywhere 

in car body design. Some car parts, 

BY DOUGLAS CRAIG  |  CONTRIBUTING EDITOR

When repairing a fi ber-reinforced part, it is necessary to use 
a plastic repair process that integrates reinforcing fi bers to ensure a proper repair.

WHAT TO 
KNOW WHEN 
REPAIRING 
PLASTIC 
ANYWHERE 
ON A VEHICLE– NOT JUST BUMPER COVERS 
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such as door-panel trims and body mold-

ing, are made with unreinforced plas-

tics; and other parts, where strength 

is needed, are made of materials with 

added fibers such as fiberglass, Kevlar® 

and carbon fiber. As more plastics were 

used in automobile design, epoxy and 

urethane repair products were devel-

oped to repair the plastics. These prod-

ucts were simple to use and provided 

superior repairs.   

Repairing all plastics
Plastic repair products are not just for 

bumper covers. Plastic repair products 

can be used for repairing any plastic 

part in a vehicle; however, there are 

several important aspects to know 

when using plastic repair products, 

such as the plastic composition of the 

part, how to make the best repair, and 

how to work with the produc t 

supplier.

While many plastic repair products 

can be used on both non-structural and 

reinforced plastics, how does a repair 

technician know where to use them? 

The first step is to identify the substrate 

that is being repaired. Molded plastic 

parts should have an “identifier,” which 

can usually be found on the back or in-

side of the part. This identifier is an 

abbreviation of the plastic used in man-

ufacturing, such as PP for polypropyl-

ene and PO for polyolefin. (Earlier plas-

tic parts were not identified, as this is 

a recent implementation.)

The markings are designated by 

the International Standards Organiza-

tion (ISO) to assist with plastics recy-

cling and are used globally. Addition-

ally, they are useful for identifying 

plastics for any number of reasons, in-

cluding car repair.

Along with PP for polypropylene and 

PO for polyolefin, there are several other 

naming structures that are common to 

vehicle repair: ABS (acrylonitrile-buta-

dine-styrene); PC (polycarbonate); PE 

Damaged fibers in reinforced plastic before repair.
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(polyethylene); and PVC (polyvinylchlo-

ride). There may be polymer blends used 

in parts manufacture as well, and these 

are marked with both plastics, such as 

P C +A B S  ( p o l y c a r b o n a t e  a n d 

acrylonitrile-butadine-styrene).

If you cannot fi nd the identifying 

mark on a part, check with the OEM 

for help in classifying the type of plas-

tic used. While many plastic repair prod-

ucts are formulated to work with any 

plastic, a technician still needs to know 

if the plastic is fi ber-reinforced, other-

wise the repair could fail. Knowing if 

the substrate is fi ber-reinforced or non-

reinforced has more to do with the re-

pair procedure than with the particular 

repair product. 

Making plastic repairs
Plastic repair adhesives can be used 

for cosmetic repairs and/or internal 

restorations. Cosmetic damage refers 

to nicks, gouges and other minor sur-

face defects that do not penetrate the 

material. Damage to the fi bers or dam-

age through the composite panel can 

also be repaired, but with a different 

procedure than a cosmetic repair. 

Interior repair refers to any repairs 

that are not on the surface of the ve-

hicle. These parts can be visible or to-

tally concealed, such as headlight 

mounting tabs or mounting bosses on 

door trim panels. Urethane adhesives 

can be used to “build” new mounting 

tabs that are as strong and robust as 

the original piece. 

A signifi cant cost savings can be 

realized when using plastic repair prod-

ucts. A repair done with a plastic repair 

product can be considerably less costly 

than purchasing a new part. Moreover, 

if done correctly, the repair could be 

undetectable. Besides the cost savings 

advantage, there is also a time-savings 

benefi t, since a repair can be made al-

most immediately versus waiting for a 

new part to arrive. Taking into account 

time, cost and labor savings, using plas-

tic repair products can be a big boost 

to a collision repair shop’s bottom line. 

Customer satisfaction should not be 

overlooked either, since a fast, guaran-

teed repair can get a vehicle back on 

the road more quickly.

Knowing the procedure
While there is some basic training re-

quired to understand how to use plas-

tic repair products, repairs can be done 

fairly quickly by following the standard 

operating procedures (SOPs) provided 

by the product’s supplier. Skill and pre-

cision are important points to remem-

ber when using urethane products. It’s 

not just pumping in a product to glue 

parts together and the job is done. If 

the repair procedure is done properly 

the fi rst time, the repair will last. 

It’s crucial to follow the instruc-

tions given with the repair product. 

Some products will require an adhe-

sion promoter/surface modifier for 

bond strength, but there are also prod-

ucts available that will bond directly 

to the substrate and, in some instanc-

es, will eliminate a step. Although 

getting a vehicle repaired quickly is 

certainly a goal for meeting customer 

needs, skipping steps in the repair 

procedure is not the answer. If you 

skip steps, you may not have the per-

fect solution to a repair and you could 

have a customer dissatisfied when 

the repair fails.  

One of the most important steps in 

the repair process is cleanliness. Make 

sure that all the plastic parts that will 

be repaired are thoroughly cleaned be-

fore starting the repair. Cleaning can 

be done with prep/cleaner products 

specially formulated to remove all wax-

es, silicones, dirt and road oils. Dust 

and debris can be removed with com-

pressed air.

Know the differences
As noted earlier, although it can be 

helpful to identify the type of plastic 

used in a part, many repair products 

only require that the technician rec-

ognize if the plastic is reinforced or 

non-reinforced. While the repair pro-

cess is different for reinforced or non-

reinforced plastics, the key points for 

making a repair are the same.

Repairing fi ber-reinforced plastic 

parts, such as hoods and fenders, will 

take you down a different repair path 

than non-reinforced plastic parts. The 

fi bers contained in the plastic change 

the plastic’s density. Sometimes, a part 

is not 100 percent plastic; it might be 

80 percent plastic and 20 percent of 

another material (added for strength). 

When a repair is made on a fi ber-

reinforced part, the repair process must 

simulate the same basic panel construc-

tion or density. It’s important to use a 

plastic repair process that integrates 

fi berglass to ensure a proper repair. If 

you use a repair process that is not fi -

ber reinforced, at some point the repair 

will show read-through. The dissimilar 

materials (repair product and substrate) 

move around at different rates through 

heat and cold cycles, and eventually 

the repair may become noticeable as a 

shadow or crack.

The best way to understand and learn 

how to use plastic repair products is to 

Structural damage to unreinforced substrate.

When application Instructions are carefully followed, 
plastic repair products will produce a Class-A fi nish on all 
automotive plastics.
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work with a reputable supplier. Select 

an adhesive that takes the guesswork 

out of plastic substrate identifi cation. 

There are products on the market that 

can be used on all plastic parts whether 

they are fl exible, semi-rigid or rigid. Hav-

ing to use just one product for all types 

of plastics reduces the complexity of a 

repair and reduces inventory.   

A supplier’s representatives should 

also be able to provide documentation 

SOPs, instructions and hands-on train-

ing, so that all the technicians in a col-

lision repair shop use the same proce-

dures for repairs. Training is critical to 

obtain long-lasting repairs that are 

quick and cost-effective.

Repair vs. replace
Some collision repair shop technicians 

are hesitant to fi x plastics — they may 

believe that it is complicated to use plas-

tic repair products, or they may think 

the repair will not hold. Neither of these 

circumstances is true, and if technicians 

experience problems with using plastic 

repair products, it is usually because a 

technician is not properly trained and 

is not using the product correctly.

So, instead of repairing a plastic 

part, the collision repair shop will re-

place the part. But this is an unneces-

sary and costly solution, and certainly 

will not save time in getting the vehicle 

back to the customer. Used parts are 

not the answer either, since they can 

be more costly than using a plastic re-

pair product. More often than not, a 

broken plastic part that is fi xed with a 

plastic product actually provides a bet-

ter and stronger repair than using a 

non-OEM replacement part.

Again, always follow the SOPs and 

keep these key points in mind when 

performing a repair procedure with 

plastic repair adhesives:

t��$MFBOMJOFTT�JT�QBSBNPVOU��6TF�

soap and water fi rst on the damaged 

area, and then a cleaner to remove sili-

cone and other contaminates.

t��5BQFS�BMM�SFQBJS�FEHFT�UP�BWPJE�

read-through.

t��6TF�TVSGBDF�NPEJý�FST�BEIFTJPO�

promoters where directed.

t��*OTUBMM�SFJOGPSDJOH�ý�CFS�XIFO�SF�

pairing fi ber-reinforced plastics, and 

use reinforcing mesh when making 

structural repairs to non-fiber-rein-

forced plastics such as bumper covers 

or plastic tabs.

t��*G�ZPVhSF�VODFSUBJO�PO�IPX�UP�NBLF�

a proper repair, contact the manufac-

turer or contact the manufacturer’s 

representative.

When application instructions are 

carefully followed, plastic repair prod-

ucts can produce a Class-A fi nish on 

all automotive plastics. They are easy 

to use, cost-effective and can return a 

damaged vehicle to as-new condition 

in a short amount of time. 

DOUGLAS CRAIG
CONTRIBUTING 
EDITOR

Douglas is the Technical Application Engineer & Col-
lision Industry Liaison, Structural Adhesives Tech 
Service, with LORD Corporation.

  E-mail Douglas at douglas_craig@lord.com
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Detailers can be excused if they have 

a slightly different take on pre-accident 

condition than the rest of your staff. 

With vehicles being left in service lon-

ger, and motorists using them as im-

provised eateries, kid and pet haulers, 

and impromptu business offi ces, inte-

riors — even in newer rides — take a 

beating. Complicating this further, busy 

owners tend to neglect spills and wear 

marks that need to be quickly attended 

to and fail to use protection products 

that can head off some of the worst 

damage. The result is an uptick in the 

number of interiors needing serious at-

tention well beyond a basic cleaning. 

No shop wants to return a vehicle 

with a shiny new outside and a clean, 

though flawed, interior. That means 

repairers need to up their game when 

it comes to restoring a vehicle's in-

side. Use the following tips to handle 

your toughest detailing chores and 

put an extra coat of excellence on 

your work.

Vacuum and brush fi rst
Attacking the worst stains fi rst before 

targeting the interior as a whole is a 

mistake, as some of the worst damage 

is often covered up by collision debris 

or other grit, leaving the detailer to 

jump from one task to another rather 

than working in an organized manner 

that saves time. 

Always start with a thorough vacu-

uming after removing any debris and 

stowing the owner's possessions. If nec-

essary, vacuum several times if the in-

terior is particularly dirty. No dirt or de-

bris should appear from anywhere when 

the vehicle is returned.

In hard-to-reach places, don’t vac-

uum. Blow out these places instead by 

rapidly toggling the power switch be-

tween “on” and “off.” Blowing at re-

duced power transfers dirt far enough 

so it can then be vacuumed up.

Next, brush out the seats and fl oors. 

This is key since oftentimes much dirt 

is embedded but gets churned up quick-

ly later through wear. Some detailers 

recommend vacuuming as you brush.   

If any of the vehicle glass has been 

broken, use the sticky side of shop tape 

to pat down the interior and remove any 

remaining particles. Even the most pow-

GET THE MOST OUT OF INTERIOR 
DETAILING WITH THESE TIPS

BY TIM SRAMCIK |  CONTRIBUTING EDITOR

OF THE

TRICKS

TRADE

Photo: Lefl er Collision and Glass

While you're putting the fi nal touches on an outstanding exterior detailing job, 
don't forget the interior needs the same special attention.
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erful shop vacuums can miss sharp par-

ticles that are embedded in fabric (par-

ticularly leather). Next, vacuum one more 

time to pick up any remaining dirt or 

grit that may have been stirred up.

Identify stains
Different stain sources require differ-

ent cleaning approaches. There are 

methods detailers can use to identify 

stains on their own (to be described 

shortly), but the best way is to ask the 

vehicle owner. Before a vehicle goes 

into the detailing department (ideally 

during damage analysis), shops should 

speak with the owner about the source 

of any large or particularly bad stains. 

This helps remove any guesswork and 

is a good opportunity to forewarn a 

customer about a stain that cannot be 

fully removed. 

Most stains can be broken down 

into two different types: protein or tan-

nin. As their name suggests, protein 

stains come from products containing 

proteins, usually dairy or other food 

items. Tannin stains tend to be darker 

since they're the product of vegetable 

dyes and colors from coffee and tea 

beverages. They can be particularly 

diffi cult to thoroughly remove — espe-

cially coffee stains — and have a greater 

tendency to resurface if only the top 

layers are removed. 

Most other serious stains fall under 

the category of chemical — grease, 

paint and oil are good examples. Sur-

prisingly, these often respond the best 

to all-purpose cleaners. Tannin and 

protein stains are best targeted with 

specialized cleaners.

Using the proper cleaner is vital 

since that's the best way to thoroughly 

break up and remove a stain. Even 

though some stains may be permanent 

(typically because the owner didn't prop-

erly remove them immediately after 

they were created), shops can remove 

the majority of them when they are tar-

geted in the right manner. Stains that 

aren't completely removed can some-

times be drawn up to the top of the fab-

ric and reappear — sometimes just days 

after a detailer performs a job.

Which products should you use? 

Hold this conversation with your ven-

dors. Detailing companies regularly 

upgrade their products. There can be 

tremendous differences from one 

product to the next or between ver-

sions. If you haven't had this talk for 

some time or have been relying on 

the same products for years, it 's a 

good idea to contact a vendor as soon 

as possible. Your shop could be miss-

ing out on opportunities to raise its 

game significantly.

Always tamp fi rst
Before using the cleaner, stains 

should f i rst be tamped to avoid 

spreading. Place a clean towel over 

the stain, and lightly tamp (tap) the 

entire area with a brush. This can 

draw much of the stain up, especially 

the f luids that would otherwise 

spread when hit with water and clean-

er or when brushed vigorously. This 

might seem like a waste of time on 

older, dried stains, but it actually isn't. 

Tamping can break up dried fluid that 

can then be picked away. Also, even 

stains that look dry may still have 

moist layers that can be pulled up.

Note the organized vacuuming motions. Always thoroughly vacuum, brush and 
vacuum again the interior before moving on to other tasks.

Pay special attention to steering wheels, shifters, controls and cup holders — 
anywhere motorists regularly touch or might spill something. Don't hesitate to 
clean these spots multiple times to remove any residue.
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Getting into hot water
With automakers turning to an ever-

growing number of new materials, 

shops must remain more vigilant than 

ever that they handle them correctly. 

This is particularly true of interiors. 

Just as aluminum can be damaged with 

traditional repair methods, so can the 

host of fabrics being used to cover seats, 

fl oors and other areas. This can be es-

pecially true with higher-end vehicles 

that utilize special materials that don't 

react well with harsh chemicals.

The cleaner that does a fine job 

scrubbing away stains in a $15,000 ve-

hicle might wreak havoc on one cost-

ing more than $60,000. Play it safe, 

again, by always speaking with your 

detailing vendors about their products. 

You can also follow this suggestion 

from some of the industry's best know 

experts: stick with hot water as much 

as possible. Hot water extraction isn't 

hazardous and usually can break down 

the toughest stains and kill the bacte-

ria that create lingering odors.

Hot water extraction, though, comes 

with its own cautionary advice. Extrac-

tion will leave the interior wet for a while. 

You'll need to keep the vehicle in an area 

where it has time to dry thoroughly to  

avoid having mold grow or returning 

the vehicle with damp seats and fl oors 

to an angry customer. You'll also want 

to make sure your detailers are properly 

trained to use extraction equipment. 

The water itself isn't damaging (if con-

trolled), but the equipment can damage 

delicate newer fabrics.

Special handling
After the vehicle fabrics have been at-

tended to, target those areas that most 

often come into contact with the hands 

of drivers and occupants: steering wheel, 

shifters, controls and cup holders. The 

oil and sweat coming off hands, coupled 

with sticky residue from food and bev-

erages, make these areas particular 

problems — even if they don't immedi-

ately appear to be. Spend extra time 

spraying down these spots with cleaner. 

If necessary, especially with a sticky 

cup holder, allow the cleaner time to 

soak in and break up dried, gooey 

messes. 

Don't hesitate performing several 

rounds of cleaning. The best cleaners 

might need to be applied several times 

on the worst messes. The fi nal result 

should make the extra effort worth-

while. Always fi nish these chores by 

wiping down the spots with a damp 

terry towel and then drying.

Pet smarts
Even the best behaved pets can leave 

their mark in a vehicle interior. Hair 

collects everywhere. Short-hair breeds 

sometimes are the most trouble since 

sharp, short shards of hair can become 

imbedded in seats where powerful 

shops vacs can't extrude them.

There are other effective tactics de-

tailers can turn to. Vendors now offer 

special brushes made for pet hair. These 

can remove both long and short hair 

from most spaces. For any remaining 

PAINT STORE IN A PARTS STORE
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hair, try this old trick. Put on a pair of 

latex gloves and rub your hand over 

the carpet. Static electricity created by 

the glove will help bring up the hair  

from the carpet surface where it can 

be picked up or vacuumed.

Think ahead
After cleaning, always follow up with 

some steps to prevent future issues. If 

the vehicle had deep stains or an odor 

problem, apply an odor neutralizer. Also 

apply a protective agent on any leather 

or other fabrics and throughout the in-

terior. Avoid those that tend to attract 

dust and lint. These steps are impor-

tant because customers are going to 

be in direct contact with your work for 

months to come. If they notice how 

clean their vehicles remain, you've just 

made a good argument for them to bring 

you business again someday, if only 

just for further detailing.

Seeing clearly
Make sure to go all-in on the windows. 

Windows might be the most important 

and most neglected part of a vehicle. 

It doesn't take long for layers of dirt to 

slowly build on the inside and exterior. 

Motorists just get used to the dingy 

appearance and rarely do more than 

give windshields and back windows a 

cursory cleaning using a household 

window cleaner.

You can do far better taking a little 

extra time and using the professional 

products available to shops. Add these 

additional tips to your arsenal.

Only use lint-free cloths that are 

used exclusively on windows. Clean-

ers and products used on other areas 

can collect in the material and create 

smears (even after they've been laun-

dered). Also, wipe interior windows in 

vertical motions and exterior ones with 

horizontal swipes, or vice versa. Doing 

so helps identify which side of the win-

dow has any streaks, allow them to be 

erased more effi ciently.

Finally, take one fi nal inspection of 

the window, making sure all are clean 

and clear as possible. This can make a 

signifi cant difference in customer sat-

isfaction. Shops sometimes spend so 

much time checking the paint, they 

overlook the part of the vehicle motor-

ists will spend much more time peer-

ing at and through.

Final step: Pushing profi ts
Considering the time put into a supe-

rior detailing job, especially on a ve-

hicle chock full of pre-accident issues, 

you'll want to make sure you're fully 

compensated. This starts during the 

estimate. Ask your detailers and esti-

mators to spend time together analyz-

ing how much work needs to be done, 

along with extra tasks (and charges) 

the customer may want. 

Insurer reimbursement for detail-

ing work — especialy when tackling 

stains — may only be approved when 

directly related to an accident claim. 

However, many customers may be 

willing to pay out of pocket for these 

services, or add-ons to what may be 

approved. Don't underestimate the 

power of being able to confidently 

bring an interior back to life for an ad-

dit ional $100 -$200 on a $3,500 

repair. 

Many customers that might con-

sider professional detailing a luxury 

can be convinced otherwise if shops 

point out its value and note the con-

venience — the car is already being 

worked on by professionals, why not 

add an extra service? The expertise, 

tools and products are already avail-

able. Throw in a bit of salesmanship, 

and you could be growing a valuable 

extra revenue stream that benefi ts ev-

eryone. 

TIM SRAMCIK
CONTRIBUTING 
EDITOR

Tim Sramcik has written for ABRN, Motor Age and 
Aftermarket Business World for more than a decade. He 
has produced numerous news, technical and feature 
articles covering every aspect of the collision repair 
market. In 2004, he was recognized for his work by 
the American Society of Business Publication Editors.

  E-mail Tim at TSramcik@yahoo.com

Invest in a hot water extractor. Hot water is still the safest cleaner available and 
goes a long way in thoroughly removing stains so they don't resurface.

Spend extra time and use shop-grade products cleaning the windows. This is the 
part of any job that customers will end up spending the most time looking at.
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DEWALT

SMALL ANGLE GRINDER

DEWALT launched its new Small Angle 
Grinders with brake, ideal for profes-
sionals who need to perform a variety 
of applications in tight spaces such 
as grinding and beveling steel, grinding welds, cutting pipe and 
steel plates and concrete surface prep. The new grinders feature 
a Lanyard Ready™ Connection, which allows users to utilize a 
lanyard to tether the grinder to rigid structures at jobsites, and a 
brake that stops the wheel faster.

www.dewalt.com

1-800-4-DEWALT

GTS SERVICES

POINT-OF-SALE 

SOFTWARE

If you are in the auto 
care industry, it is likely 
that you have faced the 
struggle of trying to find 
point -of -sale software to meet the needs of your shop. Ritty was 
created with that in mind and aims to help manage and optimize 
point- of- sale for the automotive aftermarket. This includes auto 
repair, window tinting, oil/lube, tire, auto glass shops, car washes 
and more. Ritty aims to offer solutions to boost your shop’s effi-
ciency and profitability.

getritty.gtsservices.com

COLLISION PRODUCTS GUIDE

AXALTA

SOLVENTBORNE BASECOAT

Axalta Coating Systems now offers a solvent-
borne basecoat that enables shops to stay 
with a solvent-based system and comply with 
applicable low-VOC regulations in most U.S. 
air districts and Canada with easy transition, 
little training and no equipment investment. 
Available in a wide choice of solid, metallic, 
pearl and special-effect colors for spot, panel and overall repairs, 
it provides outstanding coverage, color match and blendability.

www.cromax.us/freemosaicdemo

(855) 6-AXALTA

WESCHTOOLS

PULLING CLAMP

The Large Grapple, developed and patented 
by Weshtools, is designed to pull depressed 
body panel surfaces to their original contour 
with minimal surface disruption. Simply drill a 
¾” diameter hole at the desired location, insert 
and expand the three prongs of the clamp and 
pull until the panel is in its original shape. With 
a weight of only 8.5 lbs, the clamp is easy to use, handle and store. 
In addition, it has a durable powder coat finish and all of the hard-
ware is grade 8 or stronger.

www.weschtools.com

(516) 375-9943

CHIEF

HOLDING SYSTEM

The Chief CT6 holding system 
is GM-approved for anchor-
ing the 2016 Cadillac CT6 to 
a frame rack. The kit includes 
more than 50 components 
from Chief’s Structural 
Holding Package, plus new CT6-specific fixtures for anchoring the 
vehicle at its suspension points. Because Chief has the largest 
installed base of collision repair systems in North America, pairing 
the CT6 holding system with the approved Chief equipment already 
in a shop can make achieving CT6 certification more cost-effective. 

www.chiefautomotive.com

MILLER 

FULL-LINE CATALOG

The WE BUILD™-themed 2016 Full-Line 
Catalog of welding and cutting products from 
Miller Electric Mfg. Co. can be downloaded on 
MillerWelds.com. The 116-page, full-color catalog 
from Miller — a worldwide manufacturer of arc 
welding products — provides specifications and comparisons on 
MIG and TIG welders and torches, stick welders and engine-driven 
welder/generators, as well as automation, training solutions, fume 
extractors and Arc Armor® welding protection. 

www.millerwelds.com

1-800-4-A-MILLER

BENDPAK

AIR COMPRESSORS

BendPak’s V‐Max Elite series of air compressors 
feature the rugged V‐Max extreme‐duty, four‐
cylinder pump designed and manufactured to 
operate with maximum efficiency under all load 
conditions. These rugged two‐stage lubricated, 
reciprocating compressors with 100 percent 
cast‐iron pumps provide the quality and perfor-
mance needed for heavy‐use applications like 
automotive and body repair to manufacturing and industrial service.

www.bendpak.com

(800) 253-2363

CRP AUTOMOTIVE

RUST REMOVER

CRP Automotive offers its new FERTAN 
Rust Remover as a quick and cost-
effective solution for rust on all types 
of metals. FERTAN Rust Remover is 
a water-based, non-toxic and non-
flammable rust treatment that quickly 
dissolves rust from all types of metals 
and leaves a clean metal surface that 
is ready for a protective coating appli-
cation. It is ideal for rustproofing and 
maintenance on any material that is susceptible to rust.

www.fertan.com
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MARKETPLACE

PRODUCTS & SERVICES

Paint stripe complete cars or match and repair just 

about any stripe that comes into your shop as easy 

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

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

cleanest, sharpest line. Available in 56 different styles.

FOR FREE SAMPLES CALL TOLL FREE

1(800) 228-1258

www.f inessepinstr ip ing.com

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

for the sharpest painted-on stripes

For more information, call Wright’s Media at  

877.652.5295 or visit our website at  

www.wrightsmedia.com

Logo Licensing    |    Reprints    |    Eprints    |    Plaques

Leverage branded content from ABRN to create a 

more powerful and sophisticated statement about 

your product, service, or company in your next 

marketing campaign. Contact Wright’s Media to 

acknowledgements and recognitions to enhance 

your marketing strategies.

Content Licensing  

for Every

Marketing Strategy

t Outdoor
t  Direct Mail
t  Print Advertising

t  Tradeshow/POP Displays
t Social Media
t Radio & Television
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emember "MacGyver," that TV genius who saved 
the world every week using little more than 
the paper clip and duct tape he carried in his 
pocket?  That guy had a solution for everything.

The collision repair industry immortalizes 
MacGyver in nearly every repair job. Armed with 

boxes, drawers and pails of leftover clips, fasteners and 
other items saved from past jobs, repair technicians consistently turn 
to their "MacGyver buckets" when small hardware isn’t readily avail-
able and they're in a time crunch to complete the job.

It may seem miniscule in the grand scheme of things, but that 
MacGyver bucket is a security blanket that is keeping your business 
from vast improvement.

Relying on the MacGyver bucket is telltale of a repair process that 
wasn't planned out correctly from the start. And because of that, your 
tech is now scrambling to meet the pressure of on-time delivery. That 
small act is symptomatic of a faulty production process that is unfair 
to the customer and is masking the inefficiencies in your business that 
result in wasted time and missed revenue related to the new hardware 
that the vehicle deserved.

Simply put, if you're not accu-
rately preparing that vehicle up 
front, you risk adding a boatload 
of additional variables down the 
pike and piling on even more 
randomness to an already highly 
random work environment. If 
you're not planning up front, then 
everything else in the repair pro-
cess is affected and you end up 
working in a reactive, supple-
ment-consuming mode.

The diagnostic and planning 
process enables a shop to create 
an accurate, complete work order, which involves a dead-on parts 
order, a fully-constructed repair kit, a detailed reconstruction plan 
and a properly planned refinish strategy, all fueled by proper support 
documentation.  

Now this may sound like simple "makes sense" stuff, but you 
wouldn't believe the percentage of shops around the country that 
fail to properly prepare a work order for a vehicle repair on the first 
go-around. According to my colleague Bob Gilbert, a noted process 
consultant for AkzoNobel Automotive and Aerospace Coatings, not 
too many shops in the industry get that planning piece 100 percent 
accurate.

"I would say that there are only a handful of shops — maybe two 
dozen — across the country that get it close to 90 percent accurate up 
front," he tells me.  "And in return, their work process is much faster."

Bob says all he has to do is check out a repair folder to measure 
how accurate a shop is pre-planning. "I'll look at a closed job file and 
see if there are multiple orders to the same vendor on different days," 
he says. "Typically, less than one out of 10 times the shop has an 
accurate repair assessment."

Collision shops that are interested in boosting their pre-planning 
process need to start by getting buy-in from technicians working on 
the shop floor. Get your techs together in a room to start a dialogue 
on pre-work diagnosis. Host a lunch-and-learn pizza session and 
bring out the whiteboard to map out the definition of a stellar prepa-
ration process.

Challenge your team to think about what it takes to achieve an 
accurate estimate and the resources needed to attain that accuracy. 
What are the job folders telling you about weak points in the pre-
planning process? What about parts? What will it take to achieve a 
100-percent correct verified parts order? What are all the compo-
nents needed to construct a fully prepared repair kit? Is it possible 
utilizing your current work plan?

I'm always amazed by shops in Hawaii and how they operate. There 
are no parts warehouses remotely close to these shops, so planning 
is critical. If they miss a component up front, that repair process could 
wait several days or even weeks for the supplement order to arrive.

If your shop didn't have ready access to parts, how would you 
change your up-front process? My guess is that you'd put a lot of time 
into accurate preparation up front and attack that task with a mindset 
that you'll exhaust every effort to get the work order perfect before the 
vehicle enters the workflow.

I'd bet that you'd stop making assumptions or judgment calls up 
front that we all know normally lead to waste downstream.  

That's what the up-front planning stage means to a process-
centered environment. And if it's done correctly — if you throw away 
those MacGyver buckets — you'll reduce supplements, improve cycle 
times and touch time, boost customer satisfaction and achieve great 
results in your overall performance.

Next month we'll talk about the two critical factors that are keeping 
you from achieving 100 percent accuracy in your shop. 

BY MICHAEL GIARRIZZO  |  shop advocate

A MACGYVER 
BUCKET IS NOT 
THE ANSWER
Even MacGyver can't fix shop 
inefficiency — but you can

If you're not 
accurately preparing 

a vehicle up front, you 
risk adding a boatload 
of additional variables 

down the pike. 

R

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

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





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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