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INDUSTRY TRAINING

AUTOMECHANIKA CHICAGO TO 
OFFER FREE TRAINING EVENTS
Automechanika Chicago and its organizers have 
launched a series of single-day training programs 
in cooperation with leading technical colleges in 
select markets to support automotive repair.

COLLISION TRENDS

AUTO CARE ASSOCIATION RELEASES 
2016 DIGITAL COLLISION REPAIR 
TRENDS

6  The report highlights the size and 
scope of the U.S. collision industry, 
including the paint, body and 
equipment segment.

MARKET RESEARCH

CCC INFORMATION SERVICES 
PUBLISHES 2016 CRASH COURSE 
REPORT

6  This year’s report examines an 
“Infl ection Point” marked by steady 
advancements in connected car 
technologies, the growing use 
of driving data among insurers, 
and the adoption of mobile and 
analytics for improved services.

6

COMMITMENT TO TRAINING
TAKE A LOOK AT 3 COURSES BEING LAUNCHED BY I-CAR

37 I-CAR launched three new courses in the fi rst 
quarter of 2016 — MIG brazing, rivet bonding 
and Honda & Acura electrical system repair. 

FIXED RIGHT THE FIRST TIME IS THE BEST PHILOSOPHY

37 Highly skilled technicians in your shop should 
be looked at as an investment, not a cost.

FEATURED COLUMN

THE LAST DETAIL BY MICHAEL GIARRIZZO, JR.
THE PERFECT REPAIR JOB

54 Two critical factors — measurement and 
human behavior — are keeping your shop 
from achieving 100 percent accuracy in 
the repair process.

MANAGEMENT INSIGHT

TRAINING TAKES DEDICATION AND 
ACTION FROM ALL
BY CHRIS CHESNEY| CONTRIBUTING EDITOR

Training your team must be a dedicated 
effort to provide the best customer 
service possible. Focus on creating a 
detailed action plan and performance 
standards that will allow you to incorporate 
an ongoing education plan your entire 
organization can commit to.

36

PRODUCT FOCUS
Car-O-Liner’s 
CTR12000 
resistance spot 
welder determines 
material type and 
thickness, sets 
all parameters 
automatically and 
checks parameters.

PRODUCT SPOTLIGHT
R-M’s RMC5000, a 
clear coat from BASF, 
is easy to apply and 
provides exceptional 
gloss. Available for 
Natural Rule markets, 
it has R-M’s lifetime 
warranty and is priced 
to compete.52 52
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MINDING YOUR BUSINESS

PBE JOBBER OF THE FUTURE
BY JIM COMPTON | CONTRIBUTING EDITOR

As the auto body business matures and evolves, 
so must the other segments of the industry 
— including jobbers — in order to meet the 
changing needs of their body shop clients.

FEATURES

THE SHOP PROFILE 
EUROPEAN MOTOR CAR WORKS; SANTA ANA, CALIF.

JAMES E. GUYETTE / CONTRIBUTING EDITOR

30 California’s car culture steers the route to 
a career in high-end vehicle body repair 
for this shop owner and his family.

THE PROFIT MOTIVE
CREATE A PRIORITY LIST OF DUTIES

KEITH MANICH / CONTRIBUTING EDITOR

25 Staff must not only know what their duties 
are, but in which order they should be 
tackled to meet shop goals.

10

COVER FEATURE

REPAIR 
MYTHS AND 
MISINFORMATION 38

VIDEO SPOTLIGHT

�
 CREATE A successful acquisition 
culture in your shop

Culture is a key determinant of 
success during an acquisition. 
Consultant Brad Mewes 
weighs in on the importance of 
the management team.

[URL ABRN.COM/ACQUIRECULTURE]

BLOG SPOTLIGHT

�
THE CONNECTICUT Joint 
Committee on Finance, 

Revenue and Bonding held a 
hearing on a bill that would 
remove taxation on paint and 
materials at point-of-sales shops 
that sell to body shops.  

[URL ABRN.COM/SB335]

�
 THE WOMEN’S Industry 
Network has named Michelle 
Sullivan, regional vice 
president, FinishMaster, Inc., 
as the Most Infl uential 
Woman of the collision repair 
industry in 2016.

[URL ABRN.COM/SULLIVAN]

TECHNICAL FOCUS
GOING UNDERCOVER
BY TIM SRAMCIK | CONTRIBUTING EDITOR

46 Consider adding undercoating services 
in your shop for added revenue.
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Training and education must be an essential part of our 
business plan in order to ensure the most up-to-date 
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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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INDUSTRY TRAINING

Automechanika Chicago to offer 
free training events

Photo: UBM-Americas
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THERE’S MORE 

ONLINE:

S/P2 DONATING 

INTERVIEWING COURSE TO 

COLLISION SCHOOL 

PROGRAMS THROUGH CREF

S/P2 will be donating their “Land 
That Job: Interview Skills for 
Automotive Students” course to 
collision school programs 
nationwide this spring. 

»» ABRN.COM/INTERVIEWSKILLS

MARTIN SENOUR ANNOUCNES 

Q2 TRAINING SCHEDULE

The Martin Senour Company 
announces its 2016 second 
quarter training schedule, with 
courses running from April 19 to 
May 19, 2016. Courses 
emphasize painter certifi cation 
and maximizing shop profi ts and 
will be held at training facilities 
nationwide.

»» ABRN.COM/SENOURQ2

CCC INFORMATION SERVICES 

PUBLISHES 2016 CRASH 

COURSE REPORT

This year’s report examines an 
‘Infl ection Point’ marked by a 
convergence and steady 
advancements in connected car 
technologies, the growing use of 
driving data among insurers and 
the broad adoption of mobile and 
analytics for improved delivery of 
insurance and repair products 
and services.

»» ABRN.COM/CRASHCOURSE

AUTO CARE ASSOCIATION 

RELEASES 2016 DIGITAL 

COLLISION REPAIR TRENDS

The report highlights the size and 
scope of the U.S. collision 
industry, including the paint, 
body and equipment (PBE) 
segment.

»» ABRN.COM/2016TRENDS
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Automechanika Chicago and its organiz-

ers Messe Frankfurt and UBM Americas 

| Automotive Group (formerly Advanstar 

Communications, Inc.), have launched a 

series of single-day training programs in 

cooperation with leading technical col-

leges in select markets to help support 

automotive repair professionals in the 

service repair and collision repair markets. 

The FREE training programs will begin in 

May as part of a new “Commitment To 

Training” initiative supported by the gen-

erosity of industry sponsors.

“We’re very fortunate to have the 

involvement of leading companies in the 

service repair and collision repair market 

as we continue our ongoing efforts to 

properly train shop owners, managers 

and technicians,” said Jim Savas, Vice 

President of UBM Americas, Automotive 

Group. “This program, in partnership with 

vocational colleges in Michigan, Illinois 

and Wisconsin, will feature instructors 

known for providing outstanding con-

tent that can help shops keep pace with 

changing vehicle technology.”

The “Commitment to Training” ini-

tiative is an opportunity for automotive 

professionals to not only get trained on 

topics of their choice, but also share 

their passion for training by contributing 

their knowledge with likeminded profes-

sionals. Industry training opportunities, 

trends and challenges will be presented 

through weekly newsletters, whitepa-

pers, eBooks, webinars and live events.

To date, two single-day training 

events have been scheduled and a 

third will be announced shortly. The first 

begins at 7:30 a.m. on Saturday, May 

14, at Washtenaw Community College 

in Ann Arbor, Mich. The second will be 

held Saturday, October 15, at Fox Valley 

Technical College in Appleton, Wis. 

Each one-day event will feature break-

fast and lunch for all attendees, as well 

as three-hour technical and manage-

ment training classes in the morning and 

afternoon for collision repair and service 

repair audiences.

NE W S  A N A LYS I S   |   I NSUR A NCE  M AT T E RS  |  L E G I S L AT I V E  I S SUE SNE W S  A N A LYS I S   |   I NSUR A NCE  M AT T E RS  |  L E G I S L AT I V E  I S SUE S

SEARCH THOUSANDS OF BREAKING AND ARCHIVED 

NEWS ARTICLES TO STAY INFORMED

VISIT ABRN.COM



MSRP excludes state and local taxes, and freight if applicable. Prices may vary by dealer. See your authorized Mercedes-Benz dealer for additional details or a copy of the Mercedes-Benz parts limited warranty. 

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

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

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

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

unrivaled as the parts you use.  

 

To learn more, visit www.mbwholesaleparts.com. 



Invisible Heat® releases frozen parts faster and more safely than a torch. Induction 
Innovations’ high performance induction heat systems help technicians work more 
HƫFLHQWO\��VDYHV�WLPH��DUH�HQHUJ\�HƫFLHQW��DQG�VDIH�WR�XVH�

Available through your local tool professional. 
          Made in USA

®

MINI-DUCTOR® II 

877-934-9234 | www.miniductor.com

TM

To register for the Live Training Event 

at Washtenaw Community College, visit 

www.abrn.com/WTE.

Instructors scheduled for the 

Washtenaw event include:

•  Mike Anderson of CollisionAdvice.

com will provide a keynote presentation 

to all attendees during breakfast, as well 

as presenting two three-hour courses: 

“Financial Best Practices” and an esti-

mating course, “Write it Right.”

•  Pete Meier, Director of Training for 

UBM Americas | Automotive Group, will 

teach “Practical Electrical and Scope 

Techniques.”

•  G. Jerry Truglia, of ATTS and TST, 

is one of the nation’s premiere trainers 

on proper diagnostic processes, and he 

will present “How to Diagnose P0420s 

and P0430s (Catalyst Below Threshold) 

DTCs” and “Critical Thinking Diagnostic 

Skills” for service repair technicians.

•  Brad  Mewes,   pr inc ipa l   a t 

Supplement, will offer shop managers 

“Business Sale/Succession Planning” 

advice in his session.

•  Larry Montanez, of P&L Consultants, 

a leading authority on welding and struc-

tural repair and ABRN Contributing 

Technical Editor, will instruct two cours-

es, “Advanced Materials, Metallurgy 

and Repairability” and “OEM Equipment 

Requirements, Repair Protocols and 

Procedures” for the collision audience.

“We are excited to be able to partner 

with Automechanika Chicago to bring 

together industry professionals and fac-

ulty as they learn the latest changes in 

the field,” said Brandon Tucker, Dean of 

Advanced Technology & Public Service 

Careers for Washtenaw Community 

College. “This also allows us to showcase 

our world-class facilities and equipment. 

Partnerships like this only strengthen the 

skillset of our faculty and in turn the stu-

dents in our programs.”

Supporters of the “Commitment To 

Training” initiative who are making this 

free training program possible include 

Abaris Training Resources, CARQUEST 

Technical  Institute,  Delphi,  Garmat, 

Global Finishing Solutions, Mitchell 1, 

Pico Technology, Polyvance, PPG and 

Schaeffler Automotive Group.

“A partnership between Fox Valley 

Technical College and Automechanika 

Chicago allows us to showcase our 

modern facilities and talents to make 

collision repair technicians and virtually 

anyone involved in the collision repair 

process more aware of the intricacies 

associated with repairing damaged 

automobiles,”  says  Dan  Poeschel, 

Associate Dean – Transportation at Fox 

Valley Technical College. “This is a per-

fect opportunity for technicians to net-

work and learn from industry experts 

and from each other.”

The one-day training events have 

been developed to support the 

outstanding training programs at 

Automechanika Chicago, a training 

event and exposition that trained 2,000 

technicians in 2015 and hosted 6,000 

attendees. The show is scheduled to 

return July 26-28, 2017 at McCormick 

Place West in Chicago. To learn more 

about Automechanika Chicago, visit 

www.AutomechanikaChicago.com.

Register today at  

ABRN.com/WTE
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Invisible Heat® releases frozen parts faster and more safely than a torch. Induction 
Innovations’ high performance induction heat systems help technicians work more 
efficiently, saves time, are energy efficient, and safe to use.

Available through your local tool professional. 
            Made in USA

®

MINI-DUCTOR® II 

877-934-9234 | www.miniductor.com
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SATA, SATAjet and/or other SATA products referenced herein are either registered trademarks 

or trademarks of SATA GmbH & Co. KG in the U.S. and/or other countries.

Go to www.satausa.com, click on "go to the approvals" for a list of approved RP districts

SATA® Spring Promotion
Available to Distributors April 25 - June 24, 2016

While supplies last

Get tooled up!

The unique SATA Multi Tool 

comprises of thirteen different 

implements designed to aid the 

maintenance of all SATA 

spray guns. This useful tool is 

supplied free of charge with 

any standard SATAjet® 5000 B 

spray gun! Purchase from your 

participating SATA dealer. 

While supplies last

www.sata.com/SATAjet5000B 

SATAjet 5000 B & SATA Multi Tool

800-533-8016 
E-mail: satajet@satausa.com 

www.satausa.com

The exclusive independent 
distributor of SATA products 

in the US and Puerto Rico

Nozzle size     HVLP WSB 1.3 1.4

                     RP 1.2 1.3 1.4

Standard
with QCC RPS cups  

0.3 l, 0.6 l, 0.9 l, 1 ea.

210757 210765 210799

209858 209874 209882
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SHERWIN-WILLIAMS 
RELEASES Q2 TRAINING 
SCHEDULE
Courses to take place 
nationwide April - June
ABRN.com/Q2Training

3M AND FESTOOL 
ANNOUNCE STRATEGIC 
COLLABORATION 
New system expected to 
launch later in 2016
ABRN.com/3MFestool

SEMA, AUTO CARE 
PARNTER ON INDUSTRY 
JOB BOARD
Job board functions as 
hub for auto job seekers
ABRN.com/JobPartners

AS THE AUTO  body business 

matures and 

evolves, so do 

other segments of the industry, including 

suppliers of information systems, equip-

ment, paints and supplies. Paint and ma-

terial distributors, or jobbers, are chang-

ing in order to meet the changing needs 

of their body shop clients. I asked several 

industry friends to share their thoughts 

and predictions.   

Glenn Martin, president of Martin 

Auto Color, a multiple-location jobber in 

California and Nevada said, “I feel that 

the jobber of the future will not look a 

lot like we do today. I feel that our shop 

customers will require greater analysis 

of their purchasing and product group 

usage, as well as tighter, more accurate 

inventory control. Jobbers will have to 

partner in customer shops’ profi tabili-

ty and provide all this from an ever-im-

proving technical platform. Toughest 

of all, we will need to do all this with 

fewer people, meaning higher produc-

tivity from the higher paid folks who 

work with us.”

These sentiments have been a 

theme of conversation, strategic plan-

ning and meetings for years within the 

jobber community. The customer base 

(shops) is not the only segment consol-

idating. Jobber and paint manufactur-

ers have also seen consolidation in their 

segments. Several national and region-

al jobbers are vying for the body shop 

business, sometimes with resources dif-

fi cult for smaller jobbers to match. The 

need to add services to aide their shop 

clients, while at the same time strug-

gling with reduced margins, has taxed 

many jobbers to their limits. 

“I see a lot of consolidation in the 

jobber segment. I see profi t margins 

shrinking for the jobbers due to the 

shop consolidation and the discounts 

being given to large MSOs; therefore, 

the jobbers need to focus on their core 

customers and assist them with grow-

ing by connecting them with potential 

acquisition targets,” said Mike Ander-

son of Collision Advice.

“The unprecedented discounting, 

which is being employed to secure sales 

volume, is requiring distributors to sur-

vive on thinner margins. Distributors 

are therefore having to adjust their orga-

nizational structure, physical assets and 

operating models to support their prof-

it margins to survive,” says Paul Whit-

tleston, vice president, BASF Automo-

tive Refi nish, North America. “Today’s 

market conditions create an opportuni-

ty for the most successful distributors 

to partner more closely than ever with 

their paint manufacturer. By develop-

MINDING YOUR BUSINESS

BY JIM COMPTON  |  CONTRIBUTING EDITOR

A CHANGING INDUSTRY 
REQUIRES CONTINUED ADAPTION 

FROM JOBBERS

Image: Thinkstock



It takes a lot of testing to develop a  

legitimate standard an entire industry can 

trust. But we wanted to make sure our  

501 Bumper Certification Standard was  

the fairest, toughest, most accurate in  

the business.

Rest assured, it’s all that  

and more.

But don’t take our word for 

it. We asked the Insurance 

Institute for Highway Safety 

(IIHS) a world leader in  

auto safety and the study  

of vehicle damageability  

to put our new standard  

to the test.

The results: In comparative, full vehicle 

low- and high-speed crash tests, CAPA 

Certified bumpers provided nearly iden-

tical damage protection to the vehicle 

and nearly identical crash protection 

ratings as car company service parts, 

in similarly equipped, identical 

model vehicles with no  

difference in repair costs. 

None.

For collision repair professionals  

and insurers the CAPA 501  

Bumper Certification Standard 

spells the end of uncertainty 

about “equivalent” parts that  

affect safety. And that’s the kind of  

assurance we all need.

The CAPA 501 Bumper  
Certification Standard.

Precision-tested protection,  
proven by industry experts.

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.

  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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ing true partnerships, costs and dupli-

cation of efforts can be removed from 

the value chain, creating ef� ciencies 

to be passed on to the end customers.”

Information sharing
Being a conduit of information to core 

shops both large and small is one way 

that several jobbers have found to add 

value to their offerings. Beyond the ob-

vious color and material information, be-

ing a conduit for everything from general 

industry information to speci� c product 

training will likely continue to be a part 

of many jobbers’ service offerings. There 

are several jobbers that provide in-shop, 

virtual and live classroom training. This 

trend will likely increase with the rapid 

advancements in both repair and OEM 

materials. A couple areas where jobbers 

will likely continue to provide informa-

tion and services include SOPs, inven-

tory and replenishment, KPIs and com-

pliance assistance for both regional and 

local regulations.

Inventory and replenishment
Inventory control and good purchasing 

methods are both required skills for ev-

ery successful jobber; adopting those 

skills to a shop is not a one-size-� ts-all 

program, as shop needs and goals are 

different than that of a jobber. While a 

jobber might have a month’s supply of 

inventory on hand, few, if any, shops 

want to handle, store or manage that 

much material. One company, Com-

Cept Solutions, offers CollisionScan, 

which is a complete perpetual inven-

tory management system for the PBE 

industry. It can provide the collision 

center with complete usage tracking, 

automatic re-ordering and inventory 

reporting that ties directly into the 

jobber system so prices, historic us-

age and projected inventory needs are 

just a click away.

 “Automation of the entire shop req-

uisition/ful� llment process, through the 

implementation of economical cloud-

based mobile technologies, will cre-

ate a major opportunity for the jobber 

of the future to achieve continued prof-

itability in a market experiencing wide-

spread and signi� cant margin erosion,” 

said Glenn Atwell, president of Com-

cept Solutions. “The increased ef� cien-

cies gained through automation directly 

improve the bottom line for the jobber 

by reducing the cost of labor, deliv-

ery, sales, inventory and accounting, 

to name a few. Integration with shop/

jobber systems via web portals will 

streamline the delivery of the ever-in-

creasing demand for enhanced digital 

and graphic information by all in the 

supply chain. Jobbers must review their 

business model for opportunities to de-

ploy enhanced, cost-effective technol-

ogies, which will enable them to thrive 

in today’s market.” 

Glenn named increasing consoli-

dation as the most signi� cant change 

ahead for PBE jobbers in the near future, 

but also weighed in on new technolo-

gies that are impacting the segment.

“The technologies impacting the 

jobber of the future are cloud-based ser-

vices supporting mobile scanning de-

vices and vending platforms,” he said. 

Advances in technology will help the 

well-prepared jobber of the future pro-

vide timely, dynamic services and re-

ports to body shop clients.

USA MADE COLLISION  REPAIR EQUIPMENT
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KPIs
Many jobbers are already offering and 

producing KPI reports for their body 

shop clients; some of the larger job-

bers have staff and resources to provide 

timely reports to aid in business anal-

ysis. Other jobbers have found third-

party companies or existing partners 

that can help bring these same servic-

es that in the past were only available 

to larger companies. Some are stand-

alone products and others are tools and 

reports built into the jobber’s existing 

computer systems. 

Jobbers often have seen, installed, 

serviced and tested many new technol-

ogies, brands and options. With their 

experience they can be great sources 

for information on tools and equipment, 

allowing shops to make more informed 

purchasing decisions.

Other services
There is a wide variety of services that job-

bers have added to their offering or may 

be considering adding in the near future. 

Loyalty-point programs have been in-

troduced by several jobbers. These pro-

grams allow shop clients to use points 

or credits towards purchases of oth-

er items such as training, equipment, 

computer or network services. Other 

jobbers have provided the “banking” 

of discounts or rebate dollars for future 

use in equipment purchases and train-

ing classes for their employees.

Anderson also suggested jobbers 

provide “accounting services, ensuring 

proper allocation of their jobber bills to 

the shop’s profi t and loss statements.” 

Along this line, many shops have moved 

toward more concise categorization of 

purchases into their own general led-

ger accounts. Many jobbers have moved 

to providing this information to their 

shop clients in a readily usable form 

that breaks down all purchases into 

the customer’s exact general ledger ac-

counts. Several MSO groups across the 

country are able to receive and upload 

data input fi les from their jobbers, rec-

onciled precisely to accounts payable 

statements, directly into their own ac-

counting system. 

“Being a PBE jobber in the future is 

going to be very different than it is today 

and will be constantly changing. Flexi-

bility is going to be an important part of 

distributing within the automotive col-

lision and repair industry,” said Garry 

Sandt, a district sales manager for Na-

tional Coatings & Suppies (NCS). “There 

is a wide array of business models that 

make up the market that currently need 

to be serviced by the PBE jobber, and 

that trend will continue forward. 

“A PBE jobber’s customer base can 

command any service level from simple 

delivery service, all the way up to work-

ing as a business partner in developing 

and growing markets with mutually ben-

efi cial business strategy and planning. 

Therefore, the PBE jobber will need to be 

profi cient in their ability to understand 

the different programs a shop needs.”

The PBE jobber of the future will 

need to be able to help their clients 

identify those jobber-offered prod-

ucts and services that best fi t and aid 

them in their business. Understand-

ing their customers’ customers (the 

vehicle owner and those who pay for 

repairs) is a must for the PBE jobber 

PAINT STORE IN A PARTS STORE
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of the future. They will be expected to have a menu of 

products and services to help body shop clients of all siz-

es and all business models help their shop customers pick 

what is best for them.

“A PBE jobber in the future will need to be astute in what 

exactly the service level is that its customers are looking for, 

require, and/or benefi t from that they can offer,” says Sandt. 

“Support to customers will need to include handling techni-

cal product assistance, paint and material use reporting and 

analysis, inventory management systems and support, pro-

ductivity and shop layout analysis, 5S implementation, over-

all shop fi nancial analysis, a strong knowledge of the rules 

and regulations connected to the automotive collision and 

repair industry, and a strong business partnership rapport.  

Keeping up with the current products and technologies, as 

well as being able to convey the information to the shops 

regardless of the size of the shop will be of the utmost im-

portance. All of this will need to be part of the PBE jobber’s 

offering, along with supplying the best materials and prod-

ucts available at competitive pricing.”

ABRN: What do you see as the most signifi cant change in PBE 

jobbers in the near future? 

Whittleston: “The most signifi cant change over the next 1-3 years 

is going to be the ability of the smaller independent distributor to 

deliver the performance results required, not only to survive but, 

more importantly, to grow their business. The collision repair in-

dustry in North America will continue to experience rapid consoli-

dation. As a result, national distributors will continue to grow 

through aggressively acquiring smaller and regional distributors. 

These distributors will have a choice: they can sell, they can stay 

in niche markets or they can develop a plan to grow. 

“If they decide that they want to grow, they will need to partner 

with many vendors, including paint companies, and gain the abil-

ity to participate in strong regional networks that are capable of 

meeting the changing and dynamic needs of multi-regional and 

national MSOs. By developing true partnerships, value-enhancing 

customer programs can be developed and leveraged to deliver 

greater effi ciencies and grow profi ts. By defi nition of these partner-

ships, the duplication of resources in the marketplace can be elimi-

nated, allowing the distributor to focus on servicing the customer 

with the paint company to win even more business and profi ts for 

their overall distributor network.”

ABRN: What three services do you feel will emerge as must haves 

for the future jobber? 

MORE WEIGH IN FROM WHITTLESTON

Whittleston: “1) Enhanced automated inventory management 

tools, which are fully integrated with the paint manufacturer or-

dering systems; 2) technology-based services that help operate 

and leverage more complex management and parts manage-

ment systems integration; and 3) employees who understand 

true business partnerships. Distributors who are successful in 

growing organically will do so by not just selling paint or parts, 

but through addressing unmet business needs. One example 

may be through leveraging best-in-class processes and proce-

dures from across the industry that adds higher value and market 

differentiation to the overall collision repair center business.”

ABRN: What technologies do you think will impact the job-

ber of the future in servicing their clients?  

Whittleston: “In the future, on-board technologies will en-

able vehicles to report damage immediately after a collision 

occurs and will order the parts and specify the exact color for-

mula required to restore the vehicle to original condition. The 

distributor of the future will need to achieve systems integra-

tion across the entire collision repair value chain to support 

these changing automotive technologies and customer needs. 

This will include multiple insurance companies, parts order-

ing, paint systems, vehicle tracking, etc.

 “The entire collision repair process will become highly au-

tomated through the utilization of an integrated virtual cloud 

system with no-touch ordering, invoicing and even parts and 

paint delivery. The delivery dates will be defi ned before the 

vehicle even arrives at a mega repair facility strategically lo-

cated outside major metropolitan areas. Distributors of the 

future will have to adjust their business and service processes 

to support a true just-in-time delivery system. Their team 

members will also require new and different skill sets; some 

with additional IT skills, some who are focused on system in-

tegration and some who could be drone pilots to deliver con-

sumables and fully mixed ready-to-use paint. This may sound 

quite visionary, but at BASF we’re already developing solu-

tions to meet this challenge today.”
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But these services will need to be 

tailored to the needs of the market, and 

jobbers will need to have hard conver-

sations with customers about the costs 

of these services — they cannot all be 

deemed “value add.” 

“With the increased discount struc-

tures in place in our industry today, the 

ability of distributors to make a fair re-

turn for delivering this outstanding sup-

port and service will facilitate diffi cult 

dialogue regarding what services cus-

tomers desire and those that they are 

willing to pay an extra fee to receive,” 

said Whittleston.

“Different segments of the refi nish 

market will have different needs. For ex-

ample, an independent shop may desire 

more frequent deliveries and more ser-

vices such as inventory management, 

fi nancial reporting and in-shop train-

ing. On the other hand, large MSOs, 

who have the critical mass to hold safe-

ty stock, may perform many of the dis-

tributor functions in-house. For these 

customers, technical support and so-

lution selling or business training may 

be more important. Distributors who 

are able to adjust their service level of-

ferings to be able to effectively meet 

these different market segment needs 

will be rewarded with signifi cant prof-

itable growth opportunities.”

“No matter the level of service pro-

vided, people and relationships are what 

will allow the PBE jobber of the future 

to best service their customer base,” 

he said. “In order to best serve all the 

way from the small independent shop, 

through the dealership networks, up to 

the large conglomerate organizations, 

the PBE jobber of the future will need 

to be able to determine, working with 

the customer, exactly what level of ser-

vice can be provided while still allowing 

the PBE jobber to be profi table.”

Technology will bring the PBE jobber 

new and improved tools and services to 

offer its customers. Cloud-based and oth-

er third-party software solutions are ar-

eas everyone is watching and many are 

fi nding early success and wins for both 

the jobber and their shop clients. The job-

ber delivery system has already changed; 

no longer do we see large trucks and vans 

delivering paint and materials. We now 

see smaller and sometimes even hybrid 

vehicles in use. A couple of items that 

most don’t see in the immediate future 

for the PBE jobber are RFID tags (too ex-

pensive on smaller units) and the use of 

drones for deliveries.

Personal relationships with people 

we trust who can help build our business 

will always be the No.1 driving force of 

change, followed closely by technology. 

In general, the industry sees the future 

of the PBE jobber as more of a cultural 

change involving all employees, per-

haps even more so than the techno-

logical advances available and those 

to come. 

JIM COMPTON
CONTRIBUTING 
EDITOR

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

  Email Jim at jhcompton@att.net
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NEW

Innovative Door-Fender Stand™

Part # I-DF

> Securely holds fenders and doors in 
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> Complete paint coverage inside and out

> Easily adjusts to perfect working height

> Eliminates missed edges

> Mount parts in the same positions as on the 
vehicle for best color and texture match

> Wide stance adds uncompromised stability whether 
painting one panel or two

> 32 W x 32 D x 40 H



Some painters call it a miracle worker. 

Some accountants call it a windfall. 

We call it compliance without complication. 

That’s why, from small independent shops 

to large MSOs, painters across the nation 

are converting from waterborne to Matrix 

MPB-LV Premium Low VOC Basecoat – the 

solution that delivers expert color match, 

faster coverage, warranty protection, signifi cant savings and 

less headaches. With zero equipment upgrade costs, MPB-LV 

effortlessly transitions your current brand into a green brand.

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

800.735.0303  I  www.matrixsystem.com
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UNTIL 
MATRIX 
SYSTEM 
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Matrix Automotive Finishes, A Valspar Automotive Brand. © 2016 The Valspar Corporation.



20  APRIL 2016  ABRN.COM

SHOP MANAGEMENT | BEST PRACTICES 

IN THIS SECTION

XX The Shop Profi le
XX The Profi t Motive

R.I. SENATOR 
INTRODUCES INSURER 
UNFAIR CLAIMS
Textxxxxxxxxxxxxxxx xxx
xxxxxxxxxxxxxxxxxxxxxx
xxxxxxxxxxxxxxxxxxxxxx

R.I. SENATOR 
INTRODUCES INSURER 
UNFAIR CLAIMS
Textxxxxxxxxxxxxxxx xxx
xxxxxxxxxxxxxxxxxxxxxx
xxxxxxxxxxxxxxxxxxxxxx

R.I. SENATOR 
INTRODUCES INSURER 
UNFAIR CLAIMS
Textxxxxxxxxxxxxxxx xxx
xxxxxxxxxxxxxxxxxxxxxx
xxxxxxxxxxxxxxxxxxxxxx

SHOP MANAGEMENT | BEST PRACTICES 

THERE ARE   many factors that 

are driving the 

collision indus-

try to achieve improvements in core 

KPIs. The customer is demanding 

shorter repair times and greater ser-

vice. The insurer has similar needs but 

also needs to keep repair costs as low 

as possible. As a repairer, we need to 

meet these goals, perform high-qual-

ity repairs that meet OEM standards 

and make a profi t! 

One of the many methods that we 

can use to meet these demands and 

objectives is the development and im-

plementation of SOPs in the collision 

repair center. So before we get into the 

meat and potatoes of this subject, let’s 

get a better understanding of the term. 

Wikipedia defi nes SOPs as: “The 

term standard operating procedure, or 

SOP, is used in a variety of different 

contexts, including healthcare, avia-

tion, engineering, education, industry, 

military and civil servants. Such proce-

dures are a set of step-by-step instruc-

tions to achieve a predictable, stan-

MINDING YOUR BUSINESS

BY BOB KEITH  |  CONTRIBUTING EDITOR

IMPROVE YOUR KEY PERFORMANCE INDICATORS 
WITH THE HELP OF STANDARD OPERATING PROCEDURES
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dardized, desired result often within 

the context of a longer overall process.”

For consistency of operation, SOPs 

should be created or sourced around 

all key tasks in the collision repair 

shop. This would include administra-

tive processes (vehicle drop-off proce-

dures, fi le makeup and handling, ve-

hicle delivery procedures) along with 

production processes (how to blueprint 

vehicles, parts cart management, etc.).  

We also need SOPs that focus on spe-

cifi c repair procedures such as plastic 

repairs, refi nish processes, detailing 

procedures, etc. Another area of focus 

would be around building and equip-

ment maintenance. Mike Anderson of 

Collision Advice even had an SOP on 

how to clean the toilet! 

In most cases, you may need to de-

velop your own administrative process-

es. At CARSTAR, we have SOPs that 

align with our proprietary EDGE oper-

ating systems. These SOPs outline all 

procedures relating to administration 

and production. I’ve provided an exam-

ple of a CARSTAR SOP on managing 

Accounts Receivables (see page 24).

All of our materials vendors also 

have SOPs around how to use their 

products. You can see an example of 

a 3M car cleanup procedure at ABRN.

com/3Mcarprocedure. These are all 

available on the 3M website for down-

load at www.3MCollision.com.

Now that we have an understand-

ing of SOPs and some examples of con-

tent and structure, let’s discuss the val-

ue proposition. The core value points 

of SOPs are to:

1.  Create consistent outcomes on stan-

dard tasks

2.  Provide training for new staff around 

core tasks

3.  Provide training for staff when roles 

and responsibilities change

4.  Serve as a resource for materials 

and/or equipment that may be need-

ed for that task

5.  Provide a diagnostic tool when 

there are failures

For example, let’s take a look at 

the Accounts Receivables (A/R) SOP; 

this is a critical task that relates to 

the fi nancial health of the repair facil-

ity. We need to make sure that A/R is 

monitored and collected on a consis-

tent basis. If your shop were to adopt 

this process, then we would use the 

SOP to train the staffer that has tak-

en on this role. If they were new at 

this role I would want them to refer-

ence this SOP on a consistent basis. I 

would also meet with them on a reg-

ular basis to see if they have ques-

tions or concerns around the process. 

As they become comfortable with the 

process, then there would be no need 

to reference the SOP unless an issue 

arose around the task. I would then 

meet with the individual and use the 

SOP as a diagnostic tool to determine 

the cause of the issue. If the issue was 

caused by a change in the process or 

new technology, then we would work 

together to make the necessary up-

dates to the SOPs to align with the 

change in the process.

In the case of a new detailer, I would 

use the 3M SOP in the same manner. In 

many shops you will see critical SOPs 

�����������������������������������
�������'������	����	�

Infinity 3D Laser Measuring 
5251 W. 74th St., Minneapolis, MN 55349 

info@infinity3Dlaser.com  |  www.infinity3Dlaser.com 
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that have been enlarged, laminated and 

posted around the shop. This provides 

a ready reference for new and seasoned 

staffers around shop repair procedures. 

When there is a failure, you can deter-

mine the cause by reviewing the SOP 

with the tech who was involved with 

the repair. Then review the SOP with 

all of the technicians involved in that 

repair process to learn from each other’s 

mistakes. You would also want to meet 

to review the SOP when new products 

and procedures are placed in the mix.

As far as implementing SOPs in 

your store, it is always best done 

with staff, not to them. Make sure 

that you explain why you are making 

this change and what value it brings to 

them. When creating your own SOPs, 

make sure that you involve them in the 

process. That way they have owner-

ship of the end product. Also consider 

holding regular SOP review meetings 

to assure that when a process step 

changes it is documented and then 

communicate that change to all who 

are involved in that process. 

Also, when we are operating in a 

culture of Kaizen (continuous improve-

ment), we need to remember that none 

of our SOPs are carved in stone. We 

have to be always looking at ways to 

improve the process by looking for 

waste in the process and the best re-

source for those recommendations is 

the person doing the task! 

BOB KEITH
CONTRIBUTING 
EDITOR

Bob Keith is the Senior Director-Operations Training with 
CARSTAR Franchise Systems, Inc. He also co-owns four 
CARSTAR franchises in Nebraska and Kansas.

  Email Bob at bkeith@carstar.com

Here is an example of how to 

structure your SOPs.

SOP Title

Purpose: 

A one-sentence explanation of 

when to use this SOP and its 

purpose.

Description: 

A brief overall description of SOP 

content — what it is.

Information:

Clearly defi ne each step-by-step 

process to a degree where some-

one who has no understanding 

of how to implement it can do so 

profi ciently. Include images and 

screen shots when possible.

Validation Points:

Provide the deadlines and/or 

time frames that must be ad-

hered to.

Reference Tools: 

 List the tools, systems, formulas, 

etc. that are required for the task.

KEEP IN MIND

t� �401T�TIPVME�CF�QSPDFTT�GPDVTFE�

not position-focused.

t� �"O�401�NVTU�UFMM�UIF�TFRVFOUJBM�

story through detailed steps.

t� �"�OPWJDF�TIPVME�CF�BCMF�UP�QJDL�

up an SOP and follow the iden-

tifi ed steps.

t� �6TF�WJTVBM�TVQQPSU�FMFNFOUT�

where they are applicable. 

ACCOUNTS RECEIVABLE

Purpose: 
Accounts Receivable is the money owed to the compa-

ny by its debtors (i.e. insurance companies, fl eet companies, 

customers, etc.). 

Description: 
Tracking Accounts Receivable is necessary to the CAR-

STAR facility as the nature of our business requires third-

party payment systems.

Information: How:
1.  Follow the Cash Security Standard Operating Procedure 

for handling any monies received by the business.

2.  Ensure that all sales are entered into the QuickBooks Ac-

counting Package.

3.  Ensure that all payments are entered through the CAR-

STAR Solution Program or directly into the QuickBooks 

Accounting Package.

4.  To print an Accounts Receivable Aging Report in the Quick-

Books Accounting Package, follow these steps:

a. Click on Reports.

b. Click on Customers and Receivables

c. Click on A/R Aging Summary

d.  Select the “fi lters” or date range you would like to print 

the report for.

5.  Once the report is printed, review for those fi les that are 

refl ecting a 15 day or more balance.

6.  The designated team member should then call the pay-

ment source and request a status update on payment.

a.  If additional information is needed in order for the source 

to process payment, this fi le should be returned to the 

person responsible for the task.

b.  Any attempts for contact or conversations conducted must 

be updated within the CARSTAR Solution Notes section.

c.  This process should be reviewed and conducted on a 

weekly to bi-weekly basis to ensure timely follow up 

and payment.

7.  To measure the effectiveness of the Accounts Receivable Pro-

cess, utilize the Daily Sales Outstanding (DSO) measurement:

a.  Accounts Receivable Balance ÷ Total Sales x Number 

of Days in the Month

b.  Example: AR: $125,000 ÷ Total Monthly Sales: $350,000 

= .36 X 31 Days = 11.16 DSO

c.  CARSTAR Best Practice is to refl ect an average DSO 

under 15 days.

Validation Points:
t� �"DDPVOUT�3FDFJWBCMF�ý�MFT�SFþ�FDUJOH�B�CBMBODF����EBZT�

after delivery must have contact made with the pay-

ment source and documentation of such must be record-

ed in the CARSTAR Solution Program Notes section.

t� 4UPSF�SFþ�FDUT�BO�BWFSBHF�%40�MFTT�UIBO����EBZT�

Reference Tools:
t� �2VJDL#PPLT�"DDPVOUT�3FDFJWBCMF�"HJOH�4VNNBSZ

t� �%BJMZ�4BMFT�0VUTUBOEJOH�	%40
�'PSNVMB
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Managing the 

internal customer

Streamlining 

process, effi ciency

Create accountable 

employees

I walked through the exact steps to com-

pleting this in my column last month, “Cre-

ate accountable employees” (March 2016).

Now that you have created an estab-

lished list of position tasks for each 

employee, the tasks can be identifi ed from 

most to least important, with those that 

impact customers directly having the high-

est priority. 

The next step is to make sure that all 

tasks are in the job description, there isn’t 

waste within the steps and there is  

accountabil ity built in. Why? Each 

employee must be held accountable for 

getting the job done right the fi rst time. If 

not, you have a lot of words and no require-

ments, which are most important. The task 

is identified, the need is qualified, the 

responsibility is quantifi ed and the per-

formance is measureable.

You also will need to teach people how 

to use the devices that they will encoun-

ter in performing their tasks. Let’s assume 

that we’ve hired the correct person and 

all of the required skill sets are in place 

for the devices, systems and programs 

they will be working with.

This is a very important point to con-

sider when hiring employees. Is the per-

son being considered for hire able to per-

form the tasks that they will be assigned? 

If not, the business may be bringing a 

potential “problem” into the process. This 

is not the fault of the employee, but of man-

agement for not hiring properly. The poten-

tial employee should have a demonstrated 

ability to perform the tasks that are iden-

tifi ed for their job description. Manage-

ment can make accommodations in some 

cases or they may need to take a pass and 

move on to the next candidate.

The SOPs are nothing more than a road-

map that, if followed, produce a desired 

result. So it is imperative that each step in 

the desired roadmap be clear, in order, 

eliminate waste and produce a predictable 

and measureable result. That means very 

simply that they know what’s expected,  

how it should happen and what the result 

should be. 

When building an SOP, the following 

sequence should be identifi ed:

1.  Identify the tasks to be completed. 

Who will perform the task, what will be 

performed and when?

2.  Segment tasks into groupings that 

will be assigned to specifi c employee des-

ignations or job descriptions.

3.  Create job descriptions that include 

tasks, goals, measurements and perfor-

mance criteria, making sure that the 

employee won’t be “over tasked.” Deter-

mine how many tasks will be performed 

by each employee and what their specifi c 

role and responsibilities are. 

4.  Have all devices, equipment, forms 

and electronic equipment operational and 

in place for employee use. Ensure all rel-

evant equipment is on site and operable 

and that  all estimating, accounting and 

part-tracking programs up to date.

5.  Create visual indicators such as sta-

tus boards that will identify process within 

the tasks.

6.  Provide any training necessary for 

use of the process components to the staff. 

Employees need clear expectations of what 

their work product should include and the 

measurements that will be used to confi rm 

SOP or process compliance.

7.  Clearly communicate requirements 

so there are no misconceptions about the 

expectations. Also provide written ver-

sions of the requirements. 

8. Create a checkpoint document for 

quarterly review to provide feedback about 

employee performance and any updates 

or changes to their job tasks. 

SOPs ensure that specific business 

practices are followed to keep customer 

service at the highest levels and the pro-

duction processes effi cient. All require-

ments for the job and all tasks associated 

with them must be detailed if the employee 

is to be held accountable for their perfor-

mance. Always be sure that reviews are 

completed and that opportunities are pro-

vided to allow for continuous improvement. 

Measurement is key to the success of the 

store and ensuring that SOPs are met. 

Create a priority 

list of duties
Staff must not only know their duties, but in which order they should be tackled 

BY KEITH MANICH  |  CONTRIBUTING EDITOR

T
o ensure your employees know their tasks and prioritize 
them properly, you must rely on standard operating pro-
cedures (SOPs) to guide them. Once you communicate 
what an employee’s expected duties are, you’ve com-

pleted step one of creating an accountable employee. 
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colour and refinish coatings. 

Discerning painters worldwide 

use our products as instruments 

for mastery. 

Why? It’s elementary. 
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England, Prospray features advanced 
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A snapshot of one of the industry’s leading shops

EUROPEAN MOTOR CAR WORKS / SANTA ANA, CALIF.

The young Yeung, having emigrated 

from Hong Kong to California with his 

family and later proudly becoming a U.S. 

citizen, was equally inspired by the hot 

rod and fun-in-the-sun surfi n’ tunes of 

the Beach Boys. Fast forward to 1975, 

when a 20-year-old Yeung decided to 

forgo a planned career as an architect 

in favor of pursuing his childhood pas-

sion for cars — embarking on “the ride 

of a l i fetime” as he opened the 

750-square-foot European Motor Car 

Works in Santa Ana, specializing in Jag-

uar XKE restorations along with other 

high-end nameplates.

“We painted vehicles late at night 

without a spray booth; just makeshift 

plastic curtains and house fans. Even 

with minimal equipment, our restora-

tions competed in local Concours, a few 

winning Best of Show.”

In 1977, the operation expanded and 

relocated to a 5,000-sq. ft. site in Costa 

Mesa, Calif. Its fi rst cross-draft booth 

was installed the next year, and by 1982 

the business had grown to the point of 

leasing an additional 4,000-sq. ft. build-

ing behind the original structure.

“Later that year we upgraded to the 

Italian spray booth, Blowtherm, a true 

downdraft. We continued to excel in the 

restoration industry; some vehicles even 

competed at Pebble Beach. One MBZ 

300 SL in particular placed Second in 

Class around 1985. This was also the 

same year that we started doing work 

for Bauer Jaguar in Costa Mesa. In 2000, 

Aston Martin contacted us about a new 

certifi cation program for the Aston Mar-

tin Vanquish. The criteria to be certifi ed 

as a structural repair facility forced us 

to relocate. We broke ground on our cur-

rent building in 2001, which we cur-

rently occupy,” Yeung recounts.

Measuring 16,000-sq. ft. with 14 bays 

and 16 employees, the gleaming and 

ultra-clean Santa Ana facility annually 

grosses $4.5 million. The shop has no 

California 

cruising
California’s car culture steers the route for a 

career in high-end vehicle body repair

BY JAMES E. GUYETTE  |  CONTRIBUTING EDITOR

K
ye Yeung’s fascination with Jaguars and Corvettes 
began in 1964 at the age of nine, when he fi rst heard 
Jan & Dean’s “Dead Man’s Curve” on the radio: “I was 
cruisin’ in my Stingray late one night when an XKE 

pulled up on the right and rolled down the window of his shiny 
new Jag and challenged me then and there to drag…”

AT A GLANCE

European Motor Car Works
Name of shop

Santa Ana, Calif.
Location

Kye Yeung
Owner

1
No. of shops

41
Years in business

16
No. of employees

0
No. of DRPs

16,000
Total square footage

14
No. of bays

$4,600
Average repair order

$90,000
Average weekly volume

20
No. of customer vehicles per week

$4.5 million
Annual gross revenue

BASF Glasurit, Standox 
Stando Blue
Paint suppliers

Globaljig, Car Bench
Frame machines used

Mitchell, Audatex
Estimating systems used

www.europeanmotorcar-
works.com

Website
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SHOP PROFILE

direct repair program (DRP) affi liations, 

nor does it track cycle times given the 

sophisticated restorations and repairs 

that average $4,600 per ticket.

“We don’t advertise,” he reports. 

Currently the shop has a two-month 

waiting list of appointments. “We strive 

to live up to our reputation with 40 years 

of good will. The best compliment we 

could ever receive is a customer for life.”

European Motor Car Works is an 

OEM-certifi ed structural repair center 

for Aston Martin, Jaguar, Range Rover 

and Tesla. “These brands use intensive 

aluminum and carbon fi ber in construc-

tion methods. By specializing in these 

brands we can negotiate, order parts in 

volume and inventory a mass selection 

of OEM clips and fasteners,” says Yeung.

“Our technicians benefi t from con-

stant training received from the OE pro-

grams and working with the latest 

equipment avail-

able. The onsite rep-

etition improves and 

hones their skill-

sets because of sim-

ilar repair tasks day-

to-day,” he says.

“We also place 

our clients’ interest 

fi rst and do not par-

ticipate in any DRP 

p r o g r a m s .  O u r 

employee retention 

averages over 12 

years, the oldest 

being employed for 

35 years. Most start 

as entry level and complete an appren-

tice program to develop their skills and 

the right mindset to restore and repair 

vehicles as a team. Our concept allows 

every vehicle to be touched once during 

the repair process by every technician, 

guaranteeing our consistent quality.”

“I ‘own’ everything that we work 

on,” Yeung points out. “It allows me to 

be on the same level as the customer.” 

The patrons appreciate that he drives 

the same types of vehicles that they do, 

leading to a confi dent feeling that the 

job will be performed to perfection.

“My passion for the industry has 

allowed us to develop a unique brand. 

The term ‘family owned’ runs true; our 

team includes Nichole and Jennifer, my 

daughters, who run the day-to-day opera-

tions, and my son-in-law Mike is the shop 

foreman. I’m involved with all of the deci-

sions and work the shop fl oor every day 

as production manager and trainer for 

our apprentice program,” he notes.

“Customer service rocks; Nichole 

and Jennifer are the best in any indus-

try,” Yeung continues. “The care and 

thoughtfulness passed on to every cus-

Kye Yeung, owner of European Motor Car Works, 
stands with his daughers Nichole Hubbard (on left) 
and Jennifer Yeung (on right).
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SHOP PROFILE

tomer sets us apart from our competi-

tors. I also personally color match every 

vehicle and contribute to the fi nal check-

out process. Having personally painted 

every vehicle for my first 35 years of 

business, I understand the level of expec-

tation and demands from our clients.”

“With the luxury of participating in 

one of the fi rst OEM-certifi ed programs 

in 2001, we have instilled into the repair 

community a higher level of repair pro-

cesses. This has allowed us to negoti-

ate higher labor rates based on proper 

OEM repair practices,” he says.

Win-win strategies
“Insurance relationships can be diffi -

cult when supervisors and appraisers 

move on or are transferred,” according 

to Yeung. “The relationship process can 

be successful if we help educate the 

insurer representatives. The complex 

construction and repair methods on alu-

minum and composite vehicles are quite 

unique to the everyday vehicles they 

see. We offer fair and complete esti-

mates based on the factual damage 

along with OEM position statements, 

OEM repair procedures, P-Pages and 

other guidelines from paint and mate-

rial manufacturers. We also stress our 

OEM certifi cations, past experience and 

expertise in working on these brands 

of automobiles. A positive relationship 

guarantees the customer a positive expe-

rience — a win-win for the insurer and 

the repair facility.”

In working with suppliers “we don’t 

always shop for the best pricing, but 

the best service. I believe the best pric-

ing can be negotiated once a positive 

relationship has developed. My daugh-

ters interact with most of the vendors 

one-on-one. It’s not just about ordering 

our supplies or getting the best price, 

it’s about compassion and maintaining 

the relationships we’ve developed over 

the years,” he explains. 

Yeung is particularly motivated to 

maintain extensive involvement with 

numerous industry endeavors. He cur-

rently serves as vice chairman for the 

Society of Collision Repair Specialists 

(SCRS). “You have all the brilliant minds 

from all over the country with different 

business practices.” For the past 25 

years he additionally chaired and co-

chaired the auto body programs at local 

community colleges and participates 

as a national judge for the SkillsUSA 

automotive collision sector.

“Networking with likeminded indi-

viduals across the country allows the 

sharing of ideas and concepts to further 

move our industry forward. The friend-

ships created along the way are held 

closely to my heart, and my involvement 

could not be possible without the sup-

port of my family; they fi ll in with every 

aspect of my duties while I’m away.”

To read the full article go to ABRN.

com/CaliforniaCruise.  

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

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

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

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

The Valspar Automotive family is growing to serve you better.  

www.valsparauto.com

More power for the curves, tight turns  
and straightaways.
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BY CHRIS CHESNEY | 
CONTRIBUTING EDITOR

T
raining your team must be a 

dedicated effort to provide the 

best customer service possible. 

How? Ensure you are ready to tackle 

any problem that comes in the door 

before it arrives. 

Focus on creating a detailed action 

plan and performance standards that 

will allow you to incorporate an ongo-

ing education plan your entire organi-

zation can commit to. A solid training 

plan will make your team more effi -

cient, effective and create an environ-

ment where staff enjoy coming to work.

Commitment works both ways
Commitment in this context has two 

stakeholders: you the shop owner and 

your entire team. As an owner, you 

must commit to yourself and your team 

that creating a structured, ongoing 

training program has value to the orga-

nization and your customers. Second, 

you must gain commitment from your 

team by setting performance stan-

dards for training in your organization. 

Let’s take a look at a couple of com-

mon statements made by shop owners 

who either aren’t committed to or can’t 

gain the commitment from their team. 

“I don’t send my techs to training, 

because if I do they’ll leave and go 

somewhere else to work.”

The fear of training and losing your 

team is a warning sign that you don’t 

understand the goals of each of your 

teammates. What you’ll fi nd — if you 

simply ask — is security, stability, 

personal growth, family and a sense 

of accomplishment usually are ranked 

above money. Heed the words of 

workplace guru Zig Ziglar: “The only 

thing worse than training employees 

and losing them is to not train them 

and keep them.”

“I can’t get my technicians to at-

tend training” is the most common 

statement I hear from shop owners 

who want to invest in training but 

have no control of their business. This 

is a warning sign that owners aren’t 

hiring the right attitude or aren’t on-

boarding their team correctly. 

We as an industry have fought 

against establishing standards for 

ourselves in order to retain our inde-

pendence. But it is that very lack of 

standards that creates the perception 

of incompetence and untrustworthi-

ness we fi ght every day. Don’t wait 

for the industry or government to set  

standards; create performance stan-

dards for your own business. 

If you can’t get your techs to at-

tend training, you either have not set 

standards for your company or have 

not communicated those standards to 

your team. For example, to ensure your 

technicians stay current with new 

technologies, require a set amount of 

training hours per year. Provide your 

team with access via a quality pro-

gram that visits your market regularly 

and at a cost that is affordable. Com-

municate this standard to every one 

of your teammates and any new team-

mate that you hire. Now you’ve set a 

standard instead of a goal. 

Commitment from your team is 

achieved when your team agrees 

with, and agrees to meet, your stan-

dards. Commitment also comes when 

team members fully understand the 

consequences of not meeting a stan-

dard. A commitment to training is no 

different than expecting your team to 

come to work every day.

TRAINING TAKES DEDICATION 
AND ACTION FROM ALL
Our industry is challenged with a lack of commitment to training, which must be changed 

COMMITMENT TO TRAINING SUPPORTERS

CHRIS 
CHESNEY
CONTRIBUTING 
EDITOR

Chris Chesney has more than 40 years of technical 
training experience in the automotive aftermarket 
and currently serves as Senior Director of Customer 
Training for CARQUEST Technical Institute (CTI) and 
Advance Professional. Chesney received his ASE cer-
tifi cations in 1972 and has led thousands of technician 
trainings across North America.

  Email Chris at Chris.Chesney@carquest.com
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“I CAME BACK A SECOND DAY BECAUSE I DIDN’T WANT 
TO MISS OUT ON SEEING ANYTHING. IT’S NEVER-ENDING. 
I COULD WALK AROUND FOR THREE DAYS AND STILL NOT 
SEE EVERYTHING.”  —TIM WILSON, AMC 2015 ATTENDEE
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● Consider adding metal fabrication to 
your shop’s services

The metal working part of the industry has large-
ly slipped away because manufacturers and insurers 
recommend part replacement most of the time. That 
doesn’t mean metal fabrication has no place in a mod-
ern shop. Some repairers practice this art as part of 
restoration services or racecar building. Other shops 
turn to metal fabrication when parts aren’t available 
or when it’s the only affordable option for custom-
ers looking to extend the lives of older model vehicles. 
However, on Facebook a reader commented, “My time 
is full with diagnostics.” Is doing metal fabrication re-
alistic for your shop? 

ABRN.com/realistic

● Take a look at 3 new courses that are 
being launched by I-CAR this year

I-CAR, the Inter-Industry Conference on Auto Colli-
sion Repair, has announced that it will launch three new 
courses in the fi rst quarter of 2016: MIG brazing, rivet 
bonding, and Honda & Acura electrical system repair. All 
three courses have been specifi cally designed to pro-
vide collision repair technicians with cutting-edge tech-
niques that target today’s innovative vehicles. Continue 
reading for more information about the courses. 
ABRN.com/newclasses

● The next generation of AMi seeks to 
foster the learning culture, continue 
providing opportunities

Jeff Peevy, the new president of the Automotive Man-
agement Institute (AMi), is using his vast experience 
of leadership and his passion for education to lead AMi 
to provide more opportunities for learning and educa-
tion for the collision and service repair industries. ABRN 
conducted an interview with Peevy to discuss the new 
AMi, including its initiatives for 2016 and beyond. Keep 
reading to learn what Peevy says about having a learn-
ing culture within your repair shop. 
ABRN.com/peevyspeaks 

● How California’s Gustafson Brothers 
Inc. maintains a stress-free shop

At California’s Gustafson Brothers Inc., much empha-
sis is placed on nurturing a strong team atmosphere 
specifi cally aimed at easing stress levels for employees 
and customers alike. Because of this, Gustafson Broth-
ers is able to deliver world-class service; 97.5 percent 
of customers surveyed say that they would refer friends 
and family to the shop. Do you think you could cultivate 
a stress-free shop? Let us know! 

ABRN.com/nostress

● Join our automotive training groups on 
Facebook and LinkedIn

Earlier this year, we launched Facebook and LinkedIn 
groups for Automechanika Chicago’s Commitment to 
Training program. The program was created to provide 
readers with the latest information on training topics, 
best practices and events. If you haven’t already, sign 
up for the Commitment to Training newsletter and fi nd 
us on LinkedIn and Facebook for access to exclusive of-
fers, including free training. 
Newsletter: ABRN.com/cttnewsletter

LinkedIn: ABRN.com/cttlinkedin

Facebook: SearchAutoParts.com/CTTFacebook

● The ‘fi xed right the fi rst time’ phi-
losophy is best met by hiring the best 
technicians

The cost of entry to operate an automotive repair shop 
is simple, albeit expensive. With continued advance-
ments in not only vehicle technology but also the ma-
terials used to creat vehicles, today’s shops must meet 
two basic criteria: they have to use state-of-the-art 
tools and equipment, and employ highly skilled, cer-
tifi ed technicians. However, these highly skilled tech-
nicians should be viewed as an investment, not an 
expense. Take a look at the article on LinkedIn, and tell 
us what you think.
ABRN.com/besttechs
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5 areas beyond repairs to 
drive profi t in your shop

Get the most out of 
social media reviews

Avoid these 
acquisition mistakes

Training, marketing 
determine shop success

ABRN.com/DriveProfi t ABRN.com/Reviews ABRN.com/AvoidMistakes ABRN.com/ShopSuccess

[ WATCH AND LEARN ]
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I remember a good friend of mine, Mark 

Olson from VeriFacts, giving a presen-

tation and he said, “You don’t know 

what you don’t know.” If you really 

think about that statement, you will 

realize how true it is. That was 15 years 

ago and that statement is even more 

meaningful today, as we are seeing 

some of the greatest advancements in 

the collision repair industry. We all 

need to embrace, understand and even 

convince one another that training and 

education must be an essential part 

of our business plan and future. 

In this article we are going to break 

down the collision repair shop into de-

partments and dispel the more com-

mon myths and misinformation.

Estimating department
MYTH: Plastic radiator core supports 

(plastic and fi ber reinforced compos-

ite) are not structural. 

REALITY: Composite radiator core 

supports are a structural component. 

The substrate or attachment method 

used does not make a difference; a ra-

diator core support is structural. Com-

TRAINING AND EDUCATION MUST BE AN ESSENTIAL PART OF OUR BUSINESS PLAN

BY LARRY MONTANEZ  |  CONTRIBUTING TECHNICAL EDITOR

MYTHS ANDREPAIR

MISINFORMATION

BMW DMG rear quarter panel

Plastic radiator core support



posite or hybrid design (composite and 

steel) core supports are utilized by 

many manufacturers for many reasons 

— to lighten the overall weight of the 

vehicle for fuel economy; to lessen the 

transfer of collision energy from the 

applied impact forces to limit the dam-

age sustained to the upper and lower 

uni-rails; to allow more design options 

and features. Additionally, most duc-

tile fractures on composite radiator 

supports cannot be repaired due to 

the orientation and calibration of the 

satellite airbag crash sensor, gener-

ally affi xed to the component. 

MYTH: Measuring of the vehicle is 

not necessary for estimating. 

REALITY: Any collision-damaged 

vehicle must be measured to ensure 

the applied forces did not penetrate 

through the vehicle and cause collat-

eral damage to other components. Al-

most every vehicle produced in the last 

eight years contains advanced high 

strength steels (AHSS) in the rear area 

of the front lower uni-rails and passen-

ger compartment reinforcements (bo-

ron alloyed steel, martensite, dual 

phase, etc.), such as pillar, rocker and 

roof rail reinforcements. AHSS are de-

signed to “hold open” and transfer col-

lision energy pulse around the passen-

ger compartment. In a minor frontal 

collision event, many times the rear 

suspension components will fl ex and 

become deformed. This misalignment 

of the suspension components may go 

unnoticed until the vehicle goes for a 

wheel alignment; if it doesn’t, the driv-

ability of the vehicle may be altered. 

It is imperative to pre-measure 

mild- to medium-damaged vehicles to 

determine if any structural damage 

has been sustained. Even severely 

damaged vehicles must be pre-mea-

sured. The only way to truly know the 

extent of the damage is to measure 

the vehicle, and the most advanta-

geous time is during the blueprinting 

(estimating) of the vehicle. 

The process you use for measuring 

can vary based on the stage in your pro-

cess. Look at it this way: you wouldn't 

want your house built by eye and opin-

ion without a ruler and level, would you? 

And remember, a house is not impacted 

by another house at 20-plus miles per 

hour. The only way to rule out damage 

and misalignment is to measure the ve-

hicle. Remember, many of today's ve-

hicle designs will not show panel gap 

misalignment even though structural 

components are misaligned. 

There are multiple methods to con-

sider, and I will detail just a few of your 

many options. First is visual inspection 

of the vehicle. Panel gaps will not al-

ways tell the full story that they once 

did in the past. Sometimes gaps are 

acceptable, but the structure could still 

be misaligned. 

Second is testing the opening and 

closing effort of the closure panels 

and looking for abnormal movement 

and/or operation. Do a quick check by 

placing your fi ngers between the rear 

edge of the rocker panel and the rear 

tire on one side of the vehicle and 

comparing it to the other side, or on 

the leading edge of the rocker to the 

rear edge of the front tire, to see if 

there has been movement. A tape mea-

sure or a tram gauge can be used for 
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have the know-how to help you improve your  
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comparative quick checks. Obtain the 

vehicle dimensions from the OEM or 

an information provider, and you can 

then take measurements on the ve-

hicle to compare them to the specifi -

cations to determine the extent of 

collateral damage. 

A third option is to use an electron-

ic, three-dimensional measuring sys-

tem. The best way to determine struc-

tural misalignment is to put the 

damaged vehicle on a two-post lift and 

measure the vehicle. Systems like Car-

O-Liner, Celette, Chief and Spanesi — 

to name a few — are set up to allow 

diagnostic measuring on a two-post 

lift with a three-dimensional printout. 

Much of the three-dimensional mea-

suring equipment will allow suspen-

sion component comparative measure-

ments, and Spansei has a wheel 

alignment option with their equipment 

that allows the technician to perform 

a pre-alignment check to determine if 

there is any sustained damage. 

Structural department
MYTH: I can “tie” the vehicle down us-

ing hooks attached directly to the formed 

holes in the underbody of the vehicle. 

REALITY: Although the AHSS found 

in today’s vehicles are three to 10 times 

stronger than the materials used a few 

years ago, AHSS is one and a half to 

two times thinner. By attaching a hook 

into a formed hole in an AHSS compo-

nent on the underbody of the vehicle 

to secure the vehicle to the structural 

realignment apparatus (frame machine), 

you can cause ductile fractures to that 

area once force is applied by the hy-

draulic ram (pulling tower). You have 

now caused collateral structural dam-

age, and the damaged component will 

most likely require replacement.

MYTH: If I heat the component to 

“cherry red,” the component will soft-

en, and I can fi x it. 

REALITY: Since the introduction of 

the mass-produced GM X Type mono-

coque body construction (Chevrolet Ci-

tation), manufacturers have created rules 

for heating times for steels. No manu-

facturer has ever recommended heating 

a panel to a cherry red color (approxi-

mately 1,700°F), which is too hot and 

starts to temper the steel. This changes 

the metallurgical properties (tensile and 

yield strength). Basically, you have made 

the component stronger but more brittle, 

and the component may not react the 

Collision Repair & 
5H�QLVKLQJ�'HJUHHV

Fox Valley Technical College in Appleton, WI is a recognized leader in hands-on 
training for automotive collision repair and refinishing. You’ll get the skills you need 
for a degree in this high-demand field. 

FVTC also offers technician & estimator training. Visit www.fvtc.edu/CDAT.

For more information: www.fvtc.edu/Automotive

Car-O-Liner’s 3D measuring tool

Celette set up and measure jigs
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same way in a sub-

sequent collision 

event. Heating rules 

from the manufac-

turers are generally 

for mild steel (MS) 

or low-grade high 

s t r e n g t h  s t e e l 

(HSS); the recom-

mendations gener-

ally call for heating 

to a dull red (700°F 

to 1,500°F) for 90 

seconds in two appli-

cations, cumulative (three minutes in two applications, for-

ever). But almost every manufacturer (except Ford, Nissan 

and GM on some select full frames) prohibits the use of heat 

due to the high-grade HSS and AHSS found in today’s vehicle 

frames and monocoque designs.

MYTH: Aluminum structural components can be struc-

turally realigned. 

REALITY: Most aluminum-intensive vehicles, such as 

the Audi A8, A8L, R8 and S8, 2004 – 2008 BMW 5 and 6 se-

ries (front Graf components), Ferraris, Lamborghinis, Mer-

cedes-Benz (SLS, GT-S, SL, S Class), Porsches and McLaren/

Mercedes-Benz SLR prohibit any structural realignment, 

while Jaguar XK and XJ and the Audi TT allow only some 

structural realignment to specifi c structural components. 

For the F-150, Ford will allow straightening attempts. Gen-

erally, attempting to structurally realign an aluminum-in-

tensive vehicle will cause micro-fractures to form in the 

component that cannot be seen with the naked eye. These 

can affect the reaction of the component(s) in a subsequent 

collision event or even during normal driving operations. 

MYTH: Drilling holes and slap-hammering deformities 

in outer body panels is a proper procedure. 

REALITY: Drilling holes into outer body panels will cause 

the panel to become weaker and create corrosion hot spots. 

Deformities to outer body panels should be repaired using 

hammer and dolly techniques in areas where the backside of 

the panel is accessible; in areas where the backside is inac-

cessible, weld-on dent removal pins are acceptable. Addition-

ally, the proper corrosion-resistant primers and rustproofi ng 

products must be applied after repairs are completed. 

MYTH: Full-body sectioning, commonly referred to as 

clipping, is a good way to save a vehicle from a total loss and 

preserve more factory welds and corrosion protection. 

REALITY: This is completely incorrect and dangerous. 

There are a multitude of reasons why this is a very danger-

ous and liable procedure to attempt. Additionally, no OEM 

has or supports this procedure. In many cases, the vehicle 

designs prohibit this procedure due to the amount of win-

dows that would have to be cut to access the multiple inner 

panels and reinforcements, along with the AHSS that can-

not be cut and re-welded back together. 

MYTH: Undercoating is a corrosion protection product. 

REALITY: Rubberized undercoating is not considered 

corrosion protection; it is considered a corrosion-resistant 

product. Corrosion can be defi ned as the degradation of a 

material due to a reaction with its environment. Many struc-

tural alloys corrode merely from exposure to the moisture in 

Aluminum A8 rocker sectioning
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the air (electrolytes), but the process 

can be strongly affected by exposure 

to certain substances, such as dirt, 

road salt and chemicals. Corrosion can 

be concentrated locally to form a pit or 

crack, or it can extend across a wide 

area, more or less uniformly corroding 

the surface. These pits or cracks can 

cause a degradation of the area. Deg-

radation implies deterioration of the 

physical properties of the material. Cor-

rosion hot spots are formed by the col-

lision event itself through the crushing 

of the metal (causing the paint mate-

rial to loosen and detach from the sub-

strate), from unprotected dissimilar 

metals contacting each other (galvanic; 

steel and aluminum), from the collision 

repair process itself through the ham-

mering and welding to the components 

and fi nally from lack of application of 

the proper products to protect the re-

paired or replaced areas. Corrosion pro-

tection can simply be described as 

something that cures or dries. Products 

that are used to protect bare metal 

would be acid or self-etch primers, fol-

lowed by a coating of epoxy primer. 

In the collision repair industry, the 

acid etch primer replaces the zinc coat-

ing or galvanizing on the steel that is 

applied at the steel mill and the zinc-

phosphate coating applied to the ve-

hicle at the factory. The epoxy primer 

replaces the electrodeposition primer 

or “e-coat” applied to the steel compo-

nents at the factory. 

Again in the collision industry, af-

ter the application of the acid and ep-

oxy primers, collision repair technicians 

then apply primer surfacer, sealer prim-

er and then the top coats (color coat 

and clear coat) to the outer panels and 

the accessible backside areas of the 

inner panels. In inaccessible areas, 

rustproofi ng products are applied. Rust-

proofi ng products can simply be de-

scribed as something that does not 

fully cure. In collision repair, techni-

cians would use a wax or petroleum-

based product that has a creeping ca-

pability (can creep into crevices). 

Rustproofi ng is necessary because col-

lision repair facilities cannot “dip” the 

vehicle into a vat or bath pool and elec-

trostatically apply the corrosion-resis-

tant and rustproofi ng products. 

On the underside of the vehicle (un-

derbody) and in wheel-well recesses, 

some manufacturers apply undercoat-

ing on top of topcoats, but most manu-

Silicone bronze weld overhead

Corrosion protection and 
seam sealer
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facturers are going to use a urethane 

type of sprayable seam sealer that is 

either black in color or requires a black 

paint to be applied after application. 

The one problem with undercoating is 

that, when applied to the underbody of 

the vehicle, road debris (stones, rocks, 

nuts, bolts, twigs, etc.) impact the un-

derbody. Just from the use of the ve-

hicle, the torsional movement (twisting) 

of the components will cause small duc-

tile fractures (chips) in the undercoat-

ing. These chips allow moisture to creep 

into the area and then seep between 

the undercoating and the underbody, 

allowing corrosion to form quickly. 

MYTH: Steel MAG (Metal Active 

Gas), GMAW (Gas Metal Arc Welding) 

or what is incorrectly referred to as MIG 

(Metal Inert Gas) are the proper proce-

du re s  t o  i n s t a l l  a  we lde d - on 

component. 

REALITY: Depending on the OEM’s 

repair procedure, this could be true or 

false. Most OEMs allow MAG/MIG/

GMAW for installation of welded-on 

panels, either as part of the procedure, 

as an option when Squeeze Type Resis-

tance Spot Welding (STRWS/RSW) is 

not available, or both sides of the panel 

fl anges are inaccessible. RSW is the ac-

cepted procedure by most OEMs; some 

OEMs only allow RSW; and other select 

OEMs only allow rivet bonding (struc-

tural rivets and structural bonding ad-

hesive) to attach the panels and MAG/

MIG/GMAW on the sectioned butt joints 

(generally open butt joints, but some 

require an insert or backer). Mercedes-

Benz requires STRSW on fl anges where  

both sides of the fl anges are accessible, 

rivets in inaccessible fl anges and Sili-

cone Bronze MIG welding at the section 

joints, while BMW requires rivet bond-

ing to replace OEM RSW and bonded-

only sectioning joints with inserts.   

MYTH: I am aluminum certifi ed by 

one OEM, so I am certifi ed to repair all 

aluminum-type vehicles.  

REALITY: This is not only incorrect, 

but an irresponsible way to think. Each 

OEM has very specifi c repair proce-

dures, equipment and training require-

ments. Although there is some similar 

overlap with tools, equipment and even 

procedures, each OEM still has propri-

etary procedures. Most OEMs with alu-

minum-intensive vehicles have parts 

restrictions to ensure their vehicles are 

repaired at their Certifi ed Collison Re-

pair Facility (CCRF) Program shops. 

Additionally, they also restrict parts to 

protect the CCRF investment, which 

can be upwards of $200,000 for one 

OEM and $30,000 to $50,000 for each 

additional OEM program.

Hopefully, this article has brought 

to your attention some of the myths 

and misinformation that currently ex-

ist in the collision repair industry. Feel 

free to contact me at any time if you 

have questions. 

LARRY
MONTANEZ
CONTRIBUTING 
TECHNICAL EDITOR

Montanez is co-owner of P&L Consultants, 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. 

  Email Larry at info@PnLEstimology.com
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Someday when you have the time, try 

t he  fo l low i ng soc ia l / bus i ness 

experiment. 

Ask your friends who aren't in the 

automotive service industry what their 

thoughts are on undercoating. There's 

a great chance you'll see plenty of eye 

rolls, some looks of amazement and 

comments like, "People are still paying 

for that?" Next, make the same request 

to service industry members. Odds are 

you'll likely hear responses such as, 

"You aren't selling that now, are you?"

Where (and how) did undercoating 

get such a bad rap?

A big part of this story goes back 

over 40 years to the oil embargoes and 

gas shortages of the 1970s. Americans 

turned to more fuel-effi cient Asian im-

ports, many of which quickly built rep-

utations for having serious corrosion 

issues after just a few winters. (In all 

fairness, so did many of the economy 

models Detroit began delivering.) Au-

tomakers responded by building ve-

hicles with more corrosion resistance. 

Many dealers also began undercoating 

their stocks.

By the 1980s and '90s, manufactur-

ers were building vehicles with signifi -

cant upgrades in corrosion prevention, 

including their own factory undercoat-

ings. Some dealers still continued to of-

CONSIDER ADDING UNDERCOATING SERVICES IN THE SHOP

BY TIM SRAMCIK |  CONTRIBUTING EDITOR
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fer customers deals on undercoating, 

often with significant cost markups. 

Some consumer advocates began declar-

ing the extra coatings unnecessary and 

overpriced. Post-factory undercoating 

became synonymous with dealer greed.

Considering this history, it might 

seem unwise for any shop to get into 

the undercoating game today. Yet there 

are plenty of good reasons to think oth-

erwise. For one, consumers are keep-

ing their automobiles far longer — well 

past the expiration of factory corrosion 

warranties. Also, erratic weather pat-

terns are forcing a wider range of mo-

torists to deal with harsh conditions 

that promote underbody corrosion. New 

technology is making it easier for more 

shops to engage in this work.

Are undercoating services right for 

your shop? Considering the following 

market information and standard un-

dercoating steps.

Research and rewards 
Your decision to offer undercoating 

work will rely greatly on two factors: 

potential of the geographic market and 

choice of repair formats. In the case of 

the former, snow belt regions and those 

near salt water offer the most obvious 

business potential. From there, work 

in other considerations such as the 

proximity of any competition and the 

number of vehicles.

You'll then need to decide whether 

to go with a franchise or offer a stand-

alone operation. Each has its advan-

tages. If you choose to run your own 

business, your start-up investment 

should be smaller, and you'll have great-

er operational freedom. Franchises like 

Ziebart offer benefi ts such as training, 

marketing assistance and national war-

ranties. Being able to do warranty work 

has long proven an attractive option 

that grabs customer interest. 

Application steps
Equipment and procedures will differ 

from one product or franchise to an-

other. The following are the basic steps 

for a full underbody coating.

Step 1. Begin by power washing the 

underside of the vehicle thoroughly.  

Undercoating needs to be applied to 

clean metal. Dirt and moisture can im-

pede coatings from drying correctly and 

from building the proper protection. 

Step 2. Remove the wheels to get 

New available spraying technology 
allows shops to set up their 
own standalone undercoating 
businesses.
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Applying a new undercoating can 
be a key element in keeping older 
model vehicles like this one in 
service.
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full access to the wheel wells and avoid 

overspray.

Step 3. Raise the vehicle to a height 

on the lift where the application tech 

can comfortably spray (without having 

to extend his arm fully for long stretches 

of time.). Since the tech will need a clear 

view of the vehicle underside, make sure 

suffi cient light is available.

Step 4. Place a drop cloth under the 

vehicle to catch particulates during 

rust removal. Doing so helps contain 

these particles so they can't be tracked 

or blown around the shop and become 

embedded in fresh paint.

Also, the cloth will pick up any drips 

of undercoating, which can remain sticky 

and diffi cult to remove from shop fl oors.

Step 5. Using pressurized air, blow 

dry the underside of the vehicle and, if 

necessary, move fans into the area to 

promote drying. Don't begin work until 

the vehicle underside is completely dry.

Step 6.  Tape over any exposed wir-

ing or electrical areas that might come 

into contact with undercoating.

Step 7. Remove any rust and fl aking 

paint. Scrape both away thoroughly. 

This part of the job often is the most 

time consuming, but it's also critical, 

so take the necessary time.

Step 8. Using clean, compressed dry 

air, blow off the area to remove dust 

and loose surface contaminates. Use a 

VOC-compliant surface cleaner to re-

move any remaining contaminants. 

Step 9.  If the underside of the ve-

hicle is seriously oxidized, consider ap-

plying a coat of rust primer. Apply prim-

er in thin coats that dry quickly.

Step 10. Place plastic over parts of 

the exhaust and any other vehicle re-

gion that gets hot when the engine is 

running. The issue here has to do with 

odor. If coating is sprayed on these ar-

eas, it will release a strong, usually un-

pleasant, odor the fi rst few days the 

vehicle is driven.

Step 11. Load and apply the rubber-

ized undercoating. Spraying technique 

will vary according to product and equip-

ment, but expect to spray from 6-8 in. 

away with 50 percent overspray. Also, 

because the product is more viscous 

than anything else you're probably spray-

ing, you'll need a slower spraying mo-

tion. Work carefully to ensure the prod-

uct is applied for maximum effect.

Step 12. After the fi rst coat, allow 

the undercoating to dry according to 

manufacturer recommendations. Then, 

apply a second coat. Take a second look 

at your work while putting on this lay-

er. Cover any areas you may have 

missed the fi rst time. Note that some 

products require four or more coats.

Step 13. Allow the fi nal coat to dry 

and remove the protective plastic from 

the exhaust, along with any remaining 

tape. The vehicle can now be driven.

Final issues and setting your 
market
If this sounds like work you'd be inter-

ested in performing, there are several 

other factors you'll need to address:

Pricing: If you're part of a franchise, 

the company will help set price struc-

tures. For your own operation, check 

prices with any nearby undercoating 

businesses. Then, work in your costs for 

products and labor. Since undercoating 

jobs can last from 1-3 hours, dependent 

largely on the amount of prep time, you 

may want to consider pricing fl exibility 

that takes any extra labor into account.

Personnel: Who will be your under-

coating expert? This chore can be han-

dled by techs, painters and detailers, 

depending on shop work schedules. In 

many cases, a detailer might be the 

best choice. Not only is there a better 

likelihood a detailer will be better able 

to schedule this work, but  undercoat-

ing services are ideal complements for 

detailing offerings. Shops can market 

Tab-It with StudLever  
shown pulling glue tab

Combo Kit #20014C Includes both StudLever & Tab-It

Part#20014

Part#20013
™

Glue Tab Kit for Steck StudLever

s Accurate controlled pulls every time
s Grips studs (pull pins) quickly & easily
s Black pivoting base helps compress 

crown as dent is pulled

Attn: PDR  Now you can 
quickly pull glue tabs with 
the STECK StudLever™

UÊFAST!   UÊACCURATE   UÊEASY!!

Removing existing corrosion 
often is the most time-consuming 
aspect of this work. Be sure to 
fi gure this into your pricing.
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TECHNICAL

all these services together and have 

the same employees master the work.

Building a market: Marketing — 

especially building consumer interest 

and confi dence — should be a key com-

ponent of your undercoating business. 

As noted at the beginning of this ar-

ticle, many potential customers might 

be wary of this work. Some may bring 

up a point of contention that continues 

to spark misunderstanding in the auto 

service industry — namely, the claim 

that undercoatings can void manufac-

turer corrosion warranties. 

ABRN examined warranties from a 

half dozen manufacturers and could 

fi nd no evidence of this. Franchisers 

say this argument is simply a well-worn 

urban legend. They further contend 

that even if there were any truth to this 

matter, their own warranty would be 

in effect so the point would be moot. 

(They also note that many manufac-

turer corrosion warranties don't cover 

corrosion created by salt or sand.) Of 

course, if shops target older vehicles 

— those whose standard 36-month cor-

rosion warranty has expired — this 

point shouldn't be an issue. 

If consumers think the original fac-

tory corrosion protection is suffi cient for 

the life of the vehicle, shops can point 

to several key points that dispute this 

position. First, particularly in snow belt 

areas, busy motorists have less time to 

keep their vehicles clean during harsh 

winter months. This allows a greater 

accumulation of corrosive substances 

more time to corrode metal surfaces. 

Also, the poor condition of many of 

this nation's roads has created an en-

vironment where more stones and bro-

ken pavement can be kicked up under 

a vehicle and scar the metal or remove 

aging factory coatings. 3This too trans-

lates into more corrosion much sooner 

on more vehicles.

Shops additionally will want to ad-

dress consumers who think they can 

provide the same level of service on their 

own. Here, repairers can point to the 

diffi culty of applying an effective, pro-

fessional grade undercoating service in 

a home garage not equipped with equip-

ment such as a power washer or a lift 

to allow easy access to the vehicle un-

derside. If this work isn't performed cor-

rectly, the effect of the added protection 

can be diminished significantly. A 

trained repairer also can perform guar-

anteed work, usually in a far less time. 

Ultimately, offering undercoating 

services may not be the right path for 

many repairers. In the right circum-

stances, however, this work can supply 

some much needed cash and be lever-

aged with other protection services to 

help build a link to a larger customer 

base. Repairers just need to be pre-

pared to change customer attitudes as 

they change business directions. 

HILTON DIAGONAL MAR 

BARCELONA

23-25 MAY 2016

To book your place at the IBIS Global Summit 2016, 

contact Nicola Keady on +44 (0) 1296 642826 

or email nicola@ibisworldwide.com

www.ibisworldwide.com

PARTNERS

W O R L DR L DLW O RO R

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.

  Email Tim at TSramcik@yahoo.com
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ADENNA

POWDER-FREE GLOVES

The Adenna Phantom latex powder-
free gloves have a textured surface 
to enhance grip performance in both 
wet and dry applications. The black 
color of the Phantom glove masks 
stains, oil, grease and paints. The 
Phantom is an above average latex 
glove finger thickness at 6 mil.    

www.adenna.com

1-888-3ADENNA

5 STAR XTREME

MATTE FLAT FINISH

Searching for that old 
school, no gloss look? 5 
Star Xtreme Original Flat 
Finish has you covered. 
This matte finish clearcoat 
was designed to be used 
with any color basecoat 
paint, while offering UV 
protection and the durabil-
ity of any premium clearcoat finish. Check out our website for more 
details. Your trusted source for 24 years!

www.5starxtreme.com

COLLISION PRODUCTS GUIDE

BENDPAK

AIR COMPRESSORS

BendPak’s V-Max Elite series of air compres-
sors feature the rugged V-Max extreme-duty, 
four-cylinder pump designed and manufac-
tured 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 performance needed for heavy-use 
applications like automotive and body repair.

www.bendpak.com

(800) 253-2363

CAR-O-LINER

RESISTANCE SPOT WELDER

Car-O-Liner’s CTR12000 resistance spot 
welder determines material type and 
thickness then sets all of the parameters 
automatically. It monitors and adjusts the 
weld process, providing clear feedback. 
Comparable welders set power and time 
but use static tip pressure. Others don’t 
check weld parameters while welding. 
Why stop halfway when you can… “Just 
Pull The Trigger & Weld.”

www.car-o-liner.com

(800) 521-9696

BASF

GENERAL PURPOSE CLEARCOAT

R-M® automotive refinish recently intro-
duced RMC5000, a clear coat from BASF, 
that is easy to apply and provides excep-
tional gloss. It is available for National Rule 
markets and is priced to compete with alter-
native clearcoats, while maintaining R-M’s 
lifetime warranty. RMC5000 is a medium 
solids, two component acrylic urethane 
clear developed to topcoat Diamond or 
ONYX HD basecoats. 

www.basfrefinish.com

LA-MAN 

MEMBRANE DRYER

LA-MAN Corporation offers the AMD-
035 SuperStar Membrane Dryer that 
provides ultra clean and ultra dry com-
pressed air specifically designed with 
the automotive industry in mind. This unique membrane dryer can 
be used where refrigerated dryers may be too large or electricity 
is not available or desirable. The innovative AMD-035 Membrane 
Dryer lowers the dew point by continuously removing water vapor 
and venting into the surrounding atmosphere.

www.laman.com

(800) 348-2463

CHIEF

SUPER ROTAX 

BENCH

The Super Rotax bench 
is the flagship of the new 
Globaljig presented by 
Chief line. Available in 5- 
and 6-meter lengths, Super Rotax comes with universal fixture sets 
to enable technicians to repair virtually any car, truck or van weigh-
ing up to 7,700 lbs. without having to obtain additional fixtures. It 
offers 360-degree pulling without repositioning the vehicle.

www.chiefautomotive.com

(800) 445-9262

AUTOMOTIVETOUCHUP

EXACT-MATCH JEEP REPAIRS

Jeep owners can affordably preserve and 
protect any model Jeep using custom-
mixed AutomotiveTouchup paint. From the 
most current Jeep colors like Cosmos Blue 
and Bianco Divino, all the way back to the 1960s Glenwood Green 
Metallic, AutomotiveTouchup can create an exact Jeep color match 
from a comprehensive library of OEM automotive colors. If your 
Jeep is ready for a complete restoration, AutomotiveTouchup offers 
ready to spray products in pints, quarts or gallons, along with a 
complete range of refinishing accessories.

automotivetouchup.com
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     MARKETPLACE

COLLISION REPAIR EQUIPMENT

PRODUCTS &  SERVICES

PRODUCTS &  SERVICESPOSIT IONS AVAILABLE

1000 + Automotive jobs Online

www.ACTAutoStaffing.com

800-489-0536

Looking for Collision Personnel?

7,500 + Collision Personnel Resumes Online

looking for a job?

Paint stripe complete cars or match and repair just 

about any stripe that comes into your shop as easy 

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

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

cleanest, sharpest line. Available in 56 different styles.

FOR FREE SAMPLES CALL TOLL FREE

1(800) 228-1258

www.f inessepinstr ip ing.com

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

for the sharpest painted-on stripes

S E A R C H A U T O P A R T S . C O M

ORGANIZE YOUR SHOP

PROVIDING SOLUTIONS TO BODY SHOPS SINCE 1964

www.PDQAutoSupplies.com

1-800-434-5141

Shop NOW for all the clips, fasteners,  
bolts and body shop supplies you need  

at warehouse prices!

t Hardware & Fasteners

t Detailing Supplies

t Tools & Parts

t Abrasives

SEE OUR ONLINE  

CATALOG
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BY MICHAEL GIARRIZZO  |  shop advocate

Michael Giarrizzo, Jr. 
is founder and president of DCR 

Systems (www.DCRsystems.net) and 

a pioneer in the utilization of lean 

production principles on the shop fl oor. 

Questions or comments 

can be sent to Michael at 

mgiarrizzo@dcrsystems.net

ast month in my column, "Don't rely on a MacGyver 
bucket" (March 2016), we discussed the impor-
tance of a perfect work order when launching 
into a vehicle repair job, and I introduced my 
colleague Bob Gilbert, a noted process consul-

tant for AkzoNobel Automotive and Aerospace 
Coatings, who is pretty adamant that a very small 

percentage of shops around the country get that part of the repair 
process correct.

Bob is an instructor with AkzoNobel's "PCE Boot Camp," 
a class specifically developed to teach shops the benefits of a 
process-centered environment (PCE). Through a series of build-
ing blocks, Bob and his crew teach the thought process involved 
in creating a team-based approach to efficient production while 
training staff to better understand the vital components of a 
process-centered shop.

Bob teaches the benefits of upstream planning, which 
positively affect downstream progress in the repair process. 
And in his journeys through shops across North America, Bob 
has realized that only a rare few 
shops approach a very high level 
of accuracy in their initial repair 
assessment. 

"There are probably 40,000 
shops in the U.S. and Canada, 
and of all those shops, I'd venture 
to say that only 25 or so really 
get it right even 90 percent of the 
time on a consistent, measured 
basis," he says. "The intent is 
definitely there for most shops, 
but there are two main driving 
factors that are getting in the way 
of perfection in this business."

The first factor, according to 
Bob, is measurement. It's the ability to record and document the 
flow of vehicles through the shop, and how often those vehicles 
halt the process or require supplements.

"The lack of measurement is the biggest problem," he says.  
"And in the absence of knowing how well a shop is doing, man-
agement and staff can only assume that they're doing well. An 
efficient shop needs constant feedback that it's only getting 
things right 50 percent of the time. You need audit sheets and 
accurate databases. You need to call another tech to double 
check and verify. If you just assume that you're good at it, you'll 
never know how inefficient the process really is."

Bob notes that a common mentality in this business is to "just 
get the job started, and we'll get it down the line." But then things 
ultimately get worse. "In our business, it's basically acceptable to 
be wrong," he says. "That's because we have a get-out-of-jail-free 
card called the supplement, which will let me recoup the cost of 
inefficiency. The problem is that it costs an average of $250 every 
time you misanalyze a car because of the starting and stopping 
at every activity on the floor. And that usually happens multiple 
times with each job." 

The second factor is human behavior. Simply put, if your staff 
is working in an environment that puts constant pressure on them 
to produce, you'll see accuracy take a plunge.  

"You need to take into account the psychological aspect of 

human behavior," comments Bob. "You need to understand why 
and how people behave, and that stress and pressure are the 
tipping points to mistakes on the floor and inefficient production."

When your shop has a parking lot full of vehicles waiting to 
enter the system or when jobs are piled up in front of the paint 
booth (or any other area on the floor), those are non-verbal clues 
that a technician needs to shake a leg. And that leads to cutting 
corners and mistakes.

"Pressure affects people in different ways, but mostly the 
wrong way," says Bob. "Somehow you have to isolate your staff 
from feeling that pressure on the floor. Perhaps you need to 
optimize the volume of work to expand capacity by hiring more 
people to reduce the pressure. A team-based, process-centered 
environment is a great solution to alleviate these problems, but 
the process is still attached to two hands that are driven by one 
brain. So you have to consider the human behavior component of 
the operation to succeed."

How good is your shop at accuracy? If you know you're miss-
ing a component in the pre-planning process, do you send it 
downstream anyhow? Are you measuring your production accu-
rately? And how are you monitoring (and managing) the pressure 
points on the shop floor? 

As an industry, we all know that accuracy up front is the ulti-
mate key to success, yet it remains the greatest challenge. A 95 
percent accuracy rate just doesn't cut it and still halts the flow 
downstream.

THE PERFECT 
REPAIR JOB

Two critical factors are 
keeping you from achieving 
100 percent accuracy

As an industry, 
we all know that 

accuracy up front 
is the ultimate key 

to success, yet it 
remains the greatest 

challenge. 

L

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





Finish smart

As founder and CEO of the world famous West Coast Customs,  
Ryan Friedlinghaus can choose any finish he wants to complete his  
high-profile automotive rebuilds. His choice: R-M automotive refinishes.  
With a complete line of products that are easy to apply and deliver 
consistent results, R-M systems reduce material consumption and 
process times, helping Ryan and his team to increase throughput 
and profitability. Choose to put the perfect blend of productivity and 
performance to work for your collision repair center. Choose R-M. 

Visit basfrefinish.com/rm to learn more.

Smart choices start
at the finish.

Ryan Friedlinghaus | West Coast Customs
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