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CREF SETS GOAL TO 
RAISE $100,000 FOR 
SCHOOLS BY NAMC
CREF aims to gather 
support and donations for 
Chicago Public School and 
City Colleges of Chicago 
collision school programs 
by NACE Automechanika 
Chicago, July 26-29.
ABRN.COM/NAMCGOAL

SCRS RELEASES 
VIDEO ON SCANNING, 
RESPONSIBILITIES
The Society of Collision 
Repair Specialists launched 
the fi rst of two videos 
on Restoring Vehicle 
Functionality through 
Electronic Technology and 
Diagnostics.
ABRN.COM/SCANVID

NEW EPA REPORTING 
STANDARDS FOR 
COLLISION SHOPS
CIECA has assembled 
a committee to develop 
reporting standards in 
response to an EPA Cross-
Media Electronic Reporting 
Rule that requires  
compliance records.
ABRN.COM/EPA

DRIVEN FLEET DIVISION 
LAUNCHED FOR FLEET 
BUSINESS
Driven Brands launched its 
Driven Fleet Division, with 
coverage at all of its 2,500 
service centers nationwide, 
as a one-stop shop for car 
care for businesses that 
maintain fl eets.
ABRN.COM/FLEETS

MSO SYMPOSIUM 
ANNOUNCES ADVISORY 
BOARD FOR 2017
The MSO Symposium, to 
take place during NACE 
Automechanika Chicago 
on July 26, announced 
its Advisory Board. The 
symposium will focus on 
trends and industry topics.
ABRN.COM/MSOBOARD

>> AMI CONTINUES ON PAGE 12

ICRA EVENT HELPS SHOPS TACKLE 
‘WHIRLWIND OF CHANGE’
MICHAEL WILLINS // 
Group Content Director

Th e struggle between technology 

and the mounting need for con-

stant training was recently highlighted 

in a simple statement by Iowa shop 

owner John Arnold. 

“We’re caught up in a whirlwind of 

change at Arnold’s Body Shop,” said Ar-

nold, proprietor of the 27,000-sq.ft. fam-

ily-owned business in Davenport, Iowa. 

“We don’t know what we don’t know. 

How do we go about deciding what we 

don’t know?” In truth, the only way to 

figure that out is to keep learning.

That concept — the need for constant 

training and to stay in step with OEM re-

pair procedures and new vehicle tech-

nology — was part of a central theme 

echoed throughout the two-day Midwest 

Auto Body Trade Show held in Altoona, 

Iowa, in early February. More than 120 

repairers from around the Midwest came 

to the 7th edition of the event, hosted 

by the Iowa Collision Repair Associa-

tion (ICRA). The event featured some 

70 trade show exhibitors and a series of 

TECHNOLOGY CHALLENGES

AMI LAUNCHES NEW 
ONLINE COLLISION 
SEGMENT COURSES  

The Automotive 
Management Institute 

(AMi), the industry’s leading 
nonprofi t provider and collaborator 
of administration and management 
education for automotive collision 
and mechanical service repair 
professionals, announced the 
addition of several new online 
courses for the collision repair 
segment. These newly released 
courses provide credit toward 
the organization’s Collision 
Repair Segment certifi cates and 
professional designations. These 
include the following: 

- Customer Service Certifi cate
- Accredited Automotive Offi ce 

Manager (AAOM) professional 
designation 

- Accredited Automotive 
Manager (AAM) professional 
designation

- Accredited Master 
Automotive Manager (AMAM)  
professional designation

- Soon-to-be-released 

INDUSTRY TRAINING

>> ICRA CONTINUES ON PAGE 10
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PLEA DEAL

TAKATA, U.S. JUSTICE DEPARTMENT ANNOUNCE 
$1 BILLION PLEA
BRIAN ALBRIGHT // Contributing Editor

Three Takata Corp. executives 

have been charged with wire 

fraud and conspiracy, and the company 

has agreed to pay $1 billion in criminal 

penalties as part of a plea agreement 

with federal prosecutors in the U.S. 

Takata’s guilty plea, stemming from 

fraudulent conduct related to faulty air-

bag inflators that have killed 16 people 

worldwide (11 in the U.S.), came as 13 

automakers recalled more than 652,000 

vehicles in the United States to replace 

the Takata products. 

The plea also acted as a bit of an ex-

clamation point on the two-year tenure 

of former National Highway Traffic Safety 

Administration (NHTSA) head Mark 

Rosekind, who left his post as part of the 

transition to a new presidential adminis-

tration. President Donald Trump has yet 

to name his successor.

Takata pleaded guilty to a one-count 

criminal information filed in the Eastern 

District of Michigan that charged the 

company with one count of wire fraud.

Under the terms of the agreement, 

Takata will pay a total criminal penalty of 

$1 billion, including $975 million in res-

titution and a $25 million fine. The com-

pany will establish a $125 million fund 

for individuals who have been physically 

injured by the airbags (but who have not 

reached a settlement with the company) 

and another $850 million fund for airbag 

recall and replacement costs incurred by 

auto manufacturers.

Takata also agreed to implement “rig-

orous internal controls, retain a compli-

ance monitor for a term of three years 

and cooperate fully with the [justice] 

department’s ongoing investigation, in-

cluding its investigation of individuals,” 

according to a press release issued by the 

U.S. Department of Justice. 

As part of the plea deal, a federal grand 

jury indicted three former Takata execu-

tives in Japan (Shinichi Tanaka, Hideo Na-

kajima and Tsuneo Chikaraishi) with one 

count of conspiracy to commit wire fraud 

and five counts of wire fraud.

According to the indictment, three ex-

ecutives knew that the inflators ruptured 

during testing, and routinely fabricated 

or scrubbed the test data they supplied to 

manufacturers. They continued to do so 

even after 2008 when the inflators began 

malfunctioning in vehicles on the road.

“Automotive suppliers who sell prod-

ucts that are supposed to protect con-

sumers from injury or death must put 

safety ahead of profits,” said U.S. Attorney 

Barbara McQuade of the Eastern District 

of Michigan. “If they choose instead to 

engage in fraud, we will hold accountable 

the individuals and business entities who 

are responsible.”

“For more than a decade, Takata re-

peatedly and systematically falsified 

critical test data related to the safety of 

its products, putting profits and produc-

tion schedules ahead of safety,” said Chief 

Andrew Weissmann of the Fraud Section 

of the Justice Department’s Criminal Di-

vision. “This announcement is the latest 

in the automotive industry enforcement 

actions the Fraud Section has taken to 

protect U.S. consumers against fraud.”

Takata began manufacturing airbag 

inflators that used ammonium nitrate 

as a propellant in the late 1990s, and by 

2000 the company knew that the inflators 

did not perform to auto manufacturer 

specifications. The inflators also ruptured 

during testing. 

The company provided falsified data 

to automakers, and (according to the 

company’s admissions to the Justice De-

partment) executives routinely discussed 

falsification of the test reports. 

Takata executives also took no ac-

tion against those involved in falsifying 

the test data until 2015, even after being 

aware of the problems.

NHTSA’s future direction cloudy

Th e Takata indictments close out a stormy 

chapter for both NHTSA and the auto in-

dustry. Outgoing agency chief Rosekind 

took over NHTSA in the wake of the Gen-

eral Motors ignition switch controversy, 

and at a time when the agency was seen 

as being too lax with its oversite and too 

friendly to automakers. Th en-Transporta-

tion Secretary Ray LaHood and NHTSA 

administrator David Strickland resigned 

in 2014 after crafting a deal with Chrysler 

to fi x a dangerous safety issue with its Jeep 

Cherokee SUVs. Both joined D.C.-based 

lobbying fi rms. Th e agency was also criti-

cized for the initially limited approach 

taken with the Takata recall.

Under Rosekind, the agency took 

a much tougher stance on safety and 

recalls, and recent rulemaking activity 

related to technologies like self-driving 

cars indicate NHTSA was shifting toward 

pre-market approval of vehicle systems 

to head off future safety problems.

NHTSA took a more aggressive ap-

proach to the Takata case under Rose-

kind’s watch. He also emphasized that 

he wanted the agency to be more proac-

tive, rather than waiting for drivers to be 

>> TAKATA CONTINUES ON PAGE 12
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classes devoted to helping repairers bet-

ter perform in the shop.

Arnold’s comments came during a 

panel discussion, “OE Repair Recom-

mendations, Certifications, Proper 

Equipment,” moderated by industry 

consultant Lou DiLisio.

“Technology in vehicles today re-

quires business to be done differently 

than it’s been done in the past,” said DiLi-

sio. “You have to look beyond what you 

visibly see.”

Panelists agreed that the damage 

evaluation process needs to include a 

pre- and post-repair scan to make sure 

all diagnostic trouble codes (DTC) are 

uncovered and addressed. Shops and 

vehicle owners can’t rely on in-dash 

warning lights to notify when a system 

error has occurred. 

 “Vehicles are computers on wheels. 

All these systems are telling cars how 

to function in certain situations,” said 

Lisa Brown, one panelist and director 

of business development for Collision 

Diagnostic Services | asTech. “It’s impos-

sible to really know what’s going on elec-

tronically in that vehicle with just a visual 

inspection.” Brown noted that more than 

16,000 DTCs can be thrown that don’t 

initiate any warning lights on the dash.

Fellow panelist Tom McGee, busi-

ness development manager with Spanesi 

Americas, noted the importance of track-

ing all aspects of a repair in order to get 

paid properly, especially as more shops 

are submitting non-traditional expenses 

for necessary procedures like diagnos-

tics. “Your opinion absolutely doesn’t 

matter,” said McGee. “Document every-

thing. Keep itemized lists of everything 

you have to do.”

Arnold echoed McGee’s opinion that 

documentation is key, adding that educa-

tion and communication with insurance 

professionals is just as important. If a 

claims adjuster doesn’t understand why 

a certain expense is needed, shops have 

to be able to communicate “the why” in 

a calm business-like manner.

 “You’re in charge of your own des-

tiny,” he noted. 

VEHICLES ARE COMPUTERS ON WHEELS. ALL THESE SYSTEMS ARE 
TELLING CARS HOW TO FUNCTION IN CERTAIN SITUATIONS. IT’S 
IMPOSSIBLE TO REALLY KNOW WHAT’S GOING ON ELECTRONICALLY 
WITH JUST A VISUAL INSPECTION. – LISA BROWN

>>ICRA CONTINUED FROM PAGE 7

TECHNOLOGY CHALLENGES
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Accredited Collison Repair Estimator (ACE) and Accredited 
Master Collision Repair Estimator (AMCE) professional 
designations.

The new online courses include:
- Frank Terlep’s How to Market, Sell and Service Today’s 

“Connected Customer”
- Daren Fristoe’s Effective Interviewing Techniques
- Daren’s Fristoe’s Managing Conflict
- Steve Beck’s Time Management
These courses become part of a growing list of more than 

100 online courses hosted by the Automotive Management 
Institute’s “MyAMi” Learning Management System. The catalog 
of online courses include content from other well-known 
industry professionals such as Mike Anderson, Mike Cassata, 
Mark Claypool and Frank LaViola. In addition to online courses, 
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taught across North America for AMi credits.
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>> AMI CONTINUED FROM PAGE 7 >> TAKATA CONTINUED FROM PAGE 8

injured or killed before responding to safety issues.

It’s unclear exactly what NHTSA’s priorities will be under the 

new administration. Moving forward, former Labor Secretary 

Elaine Chao will take over as Transportation Secretary, but there 

has been no indication of who might take the reigns at NHTSA. 

While the Department of Transportation has traditionally been 

relatively free of partisan disputes over safety issues, the incom-

ing administration has signaled that its overall approach is to 

reduce regulatory activity.

For Takata, the company’s plea could potentially help boost 

its flagging financial fortunes. With the investigation closed, 

Takata might be able to attract investors to help restructure and 

pay off its liabilities. 

“Reaching this agreement is a major step towards resolving the 

airbag inflator issue and a key milestone in the ongoing process 

to secure investment in Takata,” said Shigehisa Takada, chairman 

and chief executive of Takata. “Takata deeply regrets the circum-

stances that have led to this situation and remains fully committed 

to being part of the solution. We have taken aggressive actions to 

address past reporting lapses and will continue to work closely 

with regulators and our automotive customers to address the 

ongoing recalls and implement new technologies that advance 

vehicle safety, prevent injuries and save lives.”

Takata shares fell significantly in January. The company may 

file for bankruptcy, which would mean its new creditors would 

be responsible for paying its fines and setting up the compensa-

tion funds.

According to a statement released by U.S. Senators Richard 

Blumenthal (D-CT) and Edward J. Markey (D-MA), any such 

restructuring could impact both the settlement and the quality 

of new Takata products.

“It is vital that any such restructuring protect consumers, 

the company’s ability to develop and deploy safe replacement 

airbags, and deter future similar wrongdoing,” the senators 

said. “Since bankrupt corporations pay criminal fines out of the 

pockets of their new creditors — not their executives or share-

holders — we are concerned that a settlement that does not 

hold individual executives accountable will not effectively halt 

wrongdoing and deter future misconduct. Rather, it would just 

transfer the punishment.”

It will take many years to replace all of the affected airbags, 

which were installed in millions of vehicles worldwide. In the 

U.S. alone, the recall is expected to eventually affect up to 42 

million vehicles (the largest in the country’s history). 

So far, only around one-third have been replaced (in part as 

a result of a shortage of replacement units), and NHTSA was 

working with the auto industry to accelerate that process. As of 

January, former NHTSA chief Rosekind was still waiting for an 

airbag in one of his personal vehicles to be replaced, according 

to an interview with the Associated Press. 
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Building a production 
compliance model
Start by creating a step-by-step process in your pre-production area

O
ver the next several months, I will de-

tail the process of building a produc-

tion compliance model for collision 

repair facilities. I will focus on the 

steps necessary to identify who, what, where, when 

and how things need to be accomplished within 

the repair facility to maximize customer service and 

production efficiency. There is a process that, if fol-

lowed, improves performance across the board. It 

builds accountability through clearly defining ex-

pectations and performance requirements.

We tend to spend a lot of time contemplating 

what to do next to improve our businesses with-

out looking at what is happening now. What can 

we do to make things move more efficiently or 

how can we improve productivity, capitalizing on 

every potential business possibility we encoun-

ter daily? Have we identified every opportunity 

on every job that we have within the store? Have 

our people completed everything that they have 

the potential of completing; has every task been 

completed properly? As we look at our daily activi-

ties around the store, we leave about 30 percent of our time, 

effort and potential on the table. If you think about that further, 

using a 10-car-per-week store, that could be an additional three 

closed ROs per week. You can do the math beyond that, but 

three cars would be a nice addition to the billed labor hours 

and overall profitability for most stores.

Drilling down a bit further into this efficiency thought pro-

cess, what if you were able to improve your estimating skills by 

30 percent? For an average RO of 19 hours, that would be an 

improvement of 5.7 hours. There are so many opportunities in 

electronics, vehicle construction, fasteners, even pricing your 

materials properly. Are we really looking at all aspects of the 

repair process to make sure that each opportunity is identified 

and then documented so that we can get paid for it?

Let’s look at another area where improvement can be 

incrementally advanced with additional focus: tech produc-

tion. How efficiently are your technicians operating? Do you 

measure? Do you know the formula? What are the areas in 

which you might be able to examine, measure 

and change processes that would help them to 

be more productive? What should the target for 

productivity be? How do you identify what each 

technician should be producing? Do you share 

your business and production expectations with 

them? Do you tell them what their productivity 

means to the business?

Organizing the entire repair facility is ex-

tremely important in making sure that everything 

that can be done to improve customer service, ef-

ficiency, pricing and productivity has been done. 

This starts with properly identifying all the tasks 

that need to be completed and who is account-

able for their completion. The shop should be 

broken into segments to make the analysis and 

the task identification easier to compile into lists. 

As this series progresses, each of these will be ex-

plained in detail. A sample of a particular area 

will be provided to illustrate how the activities 

should be followed and how the resulting docu-

ments should flow.

The pre-production area is the first area that will be re-

viewed for this process. This is an area that has conflict “built 

in” for which resolution has to be quick and well documented 

so that clear decisions are clearly justifiable. To better define 

what this means, the estimating or blueprinting processes are 

typically where “friction” points will exist because of third-party 

payers. It can be caused by pricing, skill and knowledge gaps, 

and for a variety of reasons, resolution has to occur. Let’s as-

sume that all the typical claim information, documentation 

and contact steps have been made, and the vehicle is at the 

store with a pay assignment or a clear contract of repair with 

the customer. 

What steps are required to take place to get the vehicle into 

production? Keep reading next month and I’ll lay the steps 

out in detail. 

PROFIT MATTERS

KEITH MANICH is the Director of Collision Services with the 
Automotive Training Institute. kmanich@autotraining.net

WE OFTEN SPEND 
A LOT OF TIME 
CONTEMPLATING 
WHAT TO DO 
NEXT TO IMPROVE 
OUR BUSINESS 
WITHOUT LOOKING 
AT WHAT IS 
HAPPENING NOW.
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SIMPLE 
SOLUTIONS 
TO SOPS

G
ot Standard Operating 

Proce dures (SOPs)? I f 

not, there are simple and 

easy ways to get started to-

wards establishing SOPs in your shop. 

The issue for some isn’t recognizing 

the value of SOPs throughout the shop, 

but rather looking at it as yet another 

task to squeeze into your day.  

Two of the most significant reasons 

for having written SOPs are quality 

and cost control. We can maintain a 

standard of quality by doing the same 

steps of a repair the same way each 

time. And we can obviously save costs 

by reducing re-dos and waste and by 

streamlining inventory.   

Maybe the best place to start working 

on SOPs is by not doing the work. There 

are enough free resources out there and 

valuable input to be had close by. For 

the actual SOPs, we can turn to the paint 

manufacturers and several of the major 

material manufacturers. 

For instance, anyone who has taken 

the I-CAR PLA03 (Plastic and Compos-

ite Repair) course should have been pro-

vided a generic SOP with the procedural 

steps and space to insert the particular 

brand of repair materials used. (There 

are other resources provided with several 

other I-CAR classes as well.)

The local paint jobber may very 

likely be a great resource for getting 

started with SOPs. I spoke with Ron 

Stazzoni, who is the owner of D&R 

Development and implementation of shop
processes may be easier than you realize.
JIM COMPTON // Contributing Editor

OPERATIONS // IMPLEMENTING STANDARDS

PHOTO: GETTYIMAGES
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FREE 
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OPERATIONS IMPLEMENTING STANDARDS

Auto Paint and Supply with three job-

ber stores near Omaha, Neb. Ron and 

his team have built a library of SOPs 

written as “general guidelines” for his 

customers. Ron has helped dozens of 

shops with the creation and imple-

mentation of SOPs and has found 

two pitfalls.

“First, the SOP program needs to 

be properly introduced and built with 

team input. If you simply hang a bunch 

of posters and tell techs to follow them, 

you’ll get nothing but resistance. To 

properly build, train and implement 

SOPs takes a fair amount of time; It’s 

not going to your jobber and telling 

them, ‘Get SOPs going in my shop next 

week!’ While your local jobber may be 

a great help with this task, SOPs need 

to be a team effort; getting employees 

involved will help ensure buy in. There 

are other benefits to establishing SOPs. 

One favorite is team building. Bringing 

staff together and allowing input from 

every employee can help bring people 

closer together as a team working to-

wards a common goal. It is important 

to explain what you are trying to ac-

complish and why,” he said. 

In other words, employee review is 

a necessity. Input from employees with 

the mutual understanding of the main 

objectives — quality and cost control — 

allows all employees to be part of the 

solution rather than part of the prob-

lem. This is a great way to encourage 

employee involvement and could even 

foster some teamwork. By their nature, 

successful SOPs are unique and cus-

tomized to each shop or shop group, 

which allows all employees to have 

input — and as a result, ownership — of 

the best procedures to use.

I was at an industry meeting re-

cently and the subject of SOPs came 

up. A shop manager I spoke to said 

that he hadn’t even printed out the 

email full of SOPs he had received 

from a supplier. Why not give a copy 

to all your employees, by department 

or procedure, and ask for their input?  

The value of people being involved and 

the value of showing that management 

places a value on their input, opinions 

and experience will help this project 

go smoother.  

Ron and I further discussed what is 

next in building SOPs for the shop. Re-

gardless of how effectively SOPs were 

developed and implemented, things 

will change. New procedures, new 

products and new vehicle technology 

will require us to adjust SOPs from 

time to time. As Ron says, “Secondly, 

it takes follow-up, tweaking and long-

term support from the administrative 

team. As owners, think of all the poli-

cies we’ve all started only to look back 

a year later and see that it’s completely 

fallen apart. SOPs are no different. 

Someone in the shop needs to be des-

ignated as the manager of SOPs. Don’t 

rush it; do constant long-term follow 

up for success with SOPs.”  

Many successful implementations 

of SOPs leave some blank space on 

the pages where notes for  future 

changes can be written or new prod-

ucts added as needed. Often employ-

ees will have a tip or suggestion that 

can help others as they in turn learn 

and use the SOPs. This allows each 

SOP to be a building block for future 

SOPs. The first draft of your SOPs will 

likely need review and adjusting in a 

few months; after that you will likely 

find that a review every six months 

will keep SOPs up to date.  

Some, if not all, major manufactur-

ers can help provide their own instruc-

tions via their Product Data Sheets 

(PDS), Technical Data Sheets (TDS) or 

Best Procedures. While I found most 

of these fairly easy to find on several 

companies’ websites, some took a few 

minutes and a little digging per prod-

uct/procedure. Some of these PDS or 

TDS sheets are in essence the foun-

dation of an SOP needing just a little 

personalization. Many of the manu-

facturers also have full SOPs available, 

ready to be adjusted with input from 

your staff. 

Now that you have a basic SOP, 

what do you do with it? Post SOPs in 

the work area where at a glance they 

can serve as notes or reminders. Keep 

these printed/posted versions of the 

SOP simple — bullet points, pictures 

and part numbers make them easy to 

follow for most people.

A secondary step in establishing 

SOPs is to make sure you have all the 

needed tools and supplies on hand to 

follow the SOPs. Inventory needs to 

be adequate and contain those items 

(specific grits, sizes, etc.) to follow the 

SOP. We’ll talk more about ways to 

keep inventory and ordering simple 

in a future article. 

Again, tap into those free resources 

— your local jobber and manufacturer 

representatives. In order to succeed, 

get your employees involved, seek help 

from your suppliers and most impor-

tantly, don’t try to do it all yourself — it 

can actually be counterproductive. 

JIM COMPTON is the 
owner of J. Hunter & 
Associates, a consulting 
business that specializes in 
lean material management. 
jhcompton@att.net

AN SOP PROGRAM NEEDS TO 
BE PROPERLY INTRODUCED 
AND BUILT WITH TEAM INPUT. 
IF YOU SIMPLY HANG A 
BUNCH OF POSTERS AND TELL 
TECHS TO FOLLOW THEM, 
YOU’LL GET NOTHING BUT 
RESISTANCE. SOPS NEED TO 
BE A TEAM EFFORT; GETTING 
EMPLOYEES INVOLVED WILL 
HELP ENSURE BUY IN. 
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Putting in the time, effort to 
earn I-CAR’s top status
Why I believe turning training into “Gold” will pay off for my business

I
n a recent column, (Adjusting to market 

changes with OEM certifications, Feb-

ruary 2017), I mentioned that earning 

several automaker shop certifications 

has been a big focus within my business 

over the last 12-18 months. A major step toward 

that has been achieving I-CAR Gold Class sta-

tus. That’s required a significant commitment 

by everyone in the company, but I truly believe 

it’s going to pay off. Here’s what I can tell you 

about our experience.

Although financial considerations probably 

shouldn’t be the primary focus, there’s no doubt 

that Gold Class is not an inexpensive endeavor. 

We invested about $33,000 in training alone 

last year, almost all of that going toward I-CAR 

training. Granted, we hadn’t done a lot of I-CAR 

training previously, so we had a lot of ground 

to cover initially. But even moving forward, I 

estimate it will cost us about $10,000 a year to 

maintain Gold Class status.

We have some powerful incentives for mak-

ing that commitment, however. First, I believe 

it will help us improve productivity and quality. That may be 

hard for us to measure precisely, but it’s something I believe.

Second, in addition to needing Gold Class status for some 

of the OEM certification programs, some insurers in our mar-

ket began requiring Gold Class last year as part of their direct 

repair programs.

Unlike some DRP requirements that just require the shop 

to plunk down some money, such as for, say, a certain piece 

of equipment, earning Gold Class requires buy-in from all 

your employees as well. They have to commit the time to 

complete the training and testing.

That’s where the efforts I’ve made in developing a culture 

of trust within our company has helped pay off. They’ve come 

to trust that we’re not just asking them to do something for no 

good reason. That’s not to say there haven’t been a few grum-

blings about all the classes they’ve had to take, but for the most 

part, they appreciate the training and understand there’s a rea-

son behind it. They may not always see the value 

immediately, but they generally believe we will 

all benefit over time.

Going from zero to Gold Class in a short pe-

riod of time has some downsides. Occasionally, 

some employees have had to take a class or two 

that weren’t as relevant to their jobs as other 

courses might have been if we weren’t trying to 

earn so many Gold Class points in such a short 

period of time. So I’d recommend getting started 

further ahead of any deadline you set for your-

self to achieve Gold Class.

I know some shops have hired an outside 

consultant, paying them a small monthly fee to 

track what training individual technicians need 

to sustain the shop’s Gold Class status, getting 

them registered for training and sending them 

reminders about upcoming classes. As I said, 

all that can be a daunting task. At my company, 

that has fallen on my shoulders, and that’s why 

I’ve appreciated the local I-CAR instructor who 

has helped me with it.

But I also know I-CAR offers help with this as 

well. Once your company has been designated as “Road to 

Gold,” I-CAR assigns a staff member to help you understand 

and meet the requirements.

Lastly, I know some shops require employees to sign 

contracts obligating them to repay some of the shop’s in-

vestment in their training if they leave the company within 

a set period of time. I don’t do that. My opinion is that in-

vesting in an employee’s training is just a risk my company 

takes in trying to improve. I can’t remember where I heard 

this years ago, but it has always stuck with me: “Which is 

worse: To train employees and have them leave, or not train 

employees and have them stay.” I will never forget that. I 

believe in it whole-heartedly. 

THE COLLISION EXECUTIVE

THIS WILL HELP 
US IMPROVE 
PRODUCTIVITY 
AND QUALITY. 
ALSO, SOME 
INSURERS IN OUR 
MARKET NOW 
REQUIRE GOLD 
CLASS AS PART 
OF THEIR DRP. 

RYAN CROPPER owns Able Body Shops, with two locations 
in Anchorage, Alaska, as well as Total Truck Accessory Center. 
rcropper@ablebodyshop.com
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SHOP PROFILE

JAMES E. GUYETTE // Contributing Editor

Encompassing a modest 3,500 square feet, the big suc-

cess of Rodney’s Body Shop is “inspirational to all the 

other small shops in this country,” according to consultant David 

Luehr of Elite Body Shop Solutions, who has been providing 

guidance to owner Rodney D. Hall since 2015.

Luehr describes Rodney as “a small-town boy doing the 

right things, using modern equipment and lean processes in 

a rural Tennessee town where the competition is years behind 

the times,” adding that “all things are possible with the right at-

titude and a good coach.”

“We work every day to continue our knowledge and improve 

our lean process of repairs,” Rodney reports. “We provide a supe-

rior product by utilizing the most current technology available.”

The shop “measures our success based on our customers’ 

satisfaction. Since we opened our doors in 2000, we have been 

committed to delivering excellent service and ensuring our cus-

tomers drive away satisfied. Our greatest reward is a customer 

who is proud to recommend our services to his or her family 

and friends,” he says.

Based on the large amount of glowing reviews, the clientele 

appears to agree. “I have been bringing my vehicles to Rodney’s 

Body Shop for several years,” says customer Derrick Watson, 

referring to the shop as “my go-to place for anything dealing 

with my vehicles.”

“Whether it’s body work or a mechanical issue, Rodney is the 

guy I call. His staff is always available to answer any questions 

or concerns that I have,” Watson enthuses. “They work directly 

with my insurance to make sure the job is done right and in a 

timely manner.”

Located in Tullahoma, Tenn., the town has a population 

of 18,900 residents, yet the shop also draws satisfied patrons 

from surrounding communities such as Winchester, Shelbyville, 

Manchester, Estill Springs, Decherd, Hillsboro and Lynchburg. 

(Lynchburg is renowned for distilling Jack Daniels whiskey; Tul-

lahoma is home to the George Dickel whiskey brand.)

Rodney competes with three other independent shops in Tul-

lahoma that are second- or third-generation family businesses 

along with two dealership collision centers — all of them have been 

around for at least 30 years. Two previously existing shops have 

ceased operations in the 16 years since Rodney’s made its debut.

“Whereas some dealerships might have an auto body repair 

facility, they mainly specialize in car sales. We, on the other hand, 

specialize in auto body and collision work. We constantly keep 

our technicians trained on every aspect of body work so you can 

Seeing the big picture
Small rural shop focuses on training, quality to gain large level of achievement

Rodney 
D. Hall
Owner

1
No. of shops

16
Years in business

2
No. of DRPs

7
No. of employees

3,500
Total square 
footage of shop

12
No. of bays

7 days
Average cycle time

$1,935
Average repair order

10
No. of customer vehicles per week

PPG Auto Paint 
Supply/English Color
Paint supplier

CCC One Total Repair 
Platform
Estimating system used

$1 million
Annual gross revenue

RODNEY’S BODY SHOP
Tullahoma, Tenn. // www.RodneysBodyShop.com
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be certain your vehicle is in the hands of 

professionals,” he says. “We don’t use low-

quality parts, but only parts that pass all 

factory standards.” The shop is certified 

to work on numerous domestic and im-

port auto nameplates, plus trucks and 

motorcycles.

Rodney’s spectrum of additional offer-

ings includes paintless dent removal, hail 

and storm damage remediation, exhaust 

systems, window mechanisms and glass 

replacement, door hinge repairs, elimi-

nation of water leaks, pin striping, wax-

ing and buffing and overall refinishing, 

among other services.

Bearing the motto of “We make 

friends by accidents,” Rodney explains, 

“we want our customers to feel at home 

when they come in the office. We are 

always willing to help make the repair 

process go as smooth as possible. We 

care for a customer’s vehicle as if it was 

our own.” He adds that “the honesty and 

character of me, my name and my shop 

are very important to me and something 

that my dad taught me by example.”

His father, Bobby Hall, was a well-

known brick mason and home builder 

in the Tullahoma area and his mother, 

Sarah Hall, was a successful real estate 

agent, “so I grew up in construction, but 

my parents knew I wanted to work on 

cars,” Rodney recounts.

“My dad knew a guy in town who 

was a second-generation shop owner, 

so in 1987 my dad got me a job with 

him. After 13 years of working in shops 

for other people, my parents persuaded 

me to open my own shop. I rented a 

building that had a paint booth already 

in place, and I went to work. Everything 

I’ve bought I’ve paid for on my own, and 

we’ve grown quite a bit.”

For the first few months of operation 

in 2000, everything was going accord-

ing to plan until tragedy struck when 

his father suffered a fatal heart attack; 

his mother went into cardiac arrest that 

same night but thankfully survived.

“After being away from the shop for 

two weeks, I gathered my senses back up 
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and pushed to go back to work,” Rodney 

recalls. “My parents were my mentors in 

life but they didn’t know anything about 

the body shop business, so I learned from 

the school of hard knocks, as they say, for 

10 years.” After a decade of toiling on the 

shop floor, he attended an industry semi-

nar that forever changed his approach to 

the business. “I had been to a few classes, 

but nothing like this one that made me 

look at the big picture.”

That big picture view resulted in 

Rodney inaugurating an advertising 

campaign — he had never placed any 

ads in the past — that included news-

papers, radio and television, along with 

joining the local Chamber of Com-

merce “to help get my name out.” Other 

changes included an impressive website, 

and office manager Jackie Lendley was 

brought on board to additionally aug-

ment a creatively strong marketing and 

social media presence. The consultancy 

services of David Luehr were engaged, 

and technician Armando Suarez — who 

had experience in high-production shops 

— was hired to further implement Rod-

ney’s quest for increased efficiencies and 

excellence.

Sandra Franklin achieves accolades at 

the front desk for her ability to comfort-

ably greet the customers. Rodney’s son, 

27-year-old Dustin Hall, is the shop man-

ager and parts coordinator; Josh Small 

does teardowns; Ryan Partin handles 

cleanup tasks; and Justin Short, a 13-year 

veteran of the shop, is the painter.

Thus, the shop that was grossing 

$300,000 in 2010 grew to hit the million-

dollar mark by 2016.

“We strive to be the best as a team,” 

Rodney says, “and in the past two years 

things have really come together. I’m ex-

cited to see where we go in 2017.”

Crucial upgrades

Utilizing Luehr’s advice has been espe-

cially effective, and Rodney encourages 

his industry colleagues to consider re-

taining a consultant if you are committed 

to improving your business.

“I’ve learned so much from my con-

sultant; David has helped me quite a 

bit — everything about the business,” he 

says. Crucial upgrades include enhanced 

marketing and production strategies 

such as leveraging the CCC system, man-

aging financial figures, improving cycle 

times and dealing with employees.

Implementing the asTech remote di-

agnostic tool that provides OEM scans to 

identify any repair issue within a vehicle 

and ensure that the trouble codes are 

reset has proven to be a key asset.

“It’s been a good investment for me 

to know everything is repaired prop-

erly. We usually do a pre-scan and then 

a post-scan after repairs are completed. 

It’s done online, and they are very helpful. 

It has saved me lots of trips to the deal-

erships by being able to do it in-house,” 

says Rodney.

“We tell people it’s going to be per-

formed to help let them know the repairs 

are accurate if it’s a 2010 or later model. 

We have worked with several insurance 

companies about performing scans. 

David keeps telling me to remember 

that we are a pioneer with the scanning 

process, and we have to educate people 

— customers and vendors — and insur-

ance people on the process.”

Relations with suppliers are long 

term and cordial, including pleasant 

and productive lunch outings. “I’ve dealt 

with most of my parts guys for at least 10 

years. We do most parts ordering elec-

tronically, but we still pick up the phone 

to call and say hi.”

In addition, “We enjoy engaging with 

the insurance companies in our commu-

nities at business functions and events,” 

Rodney reports. “We visit with them on 

a quarterly basis just to talk with them 

about trends and our work. We make 

sure they are answered promptly and 

professionally when they call asking 

questions about claims.”

Lendley, the office manager, and 

Franklin, the receptionist, are each ac-

tive in local Chambers of Commerce 

and other civic organizations – includ-

ing senior leadership roles. “Between 

the both of them marketing within the 

two cities that the body shop serves 

(Tullahoma and Manchester), I believe 

this has increased our traffic in the shop 

in the last two years,” he observes. “We 

have also sponsored several local chari-

table events and programs in our area, 

which has established our name within 

the communities.” 

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

jimguyette2004@yahoo.com
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Turn price-shopping callers into 
appointment-making customers
ONCE YOU GET YOUR SHOP PHONE RINGING, ENSURE CUSTOMERS GET THROUGH THE DOOR
BILL HAAS // Contributing Editor

M
aking the phone ring at 

your shop takes tremen-

dous effort. It’s called 

marketing, advertising 

and brand awareness. 

People calling your store in response to 

your marketing is the primary reason for 

your phone to ring. When you’re answer-

ing the phone for the right reason, you have 

the time to do a better job serving the caller.

For all the effort put into making the 

phone ring, a similar level of effort is 

required when answering the phone to 

achieve the desired outcome. Our pur-

pose in answering the phone is to make 

an appointment. That’s the measurement 

of the interaction with the caller. The 

owner is responsible to make the phone 

ring. The customer service staff is respon-

sible for turning that phone call into a car 

in the service bay. As a service advisor, 

you’re expected to assure the caller that 

they found the right place — a place that’s 

a better choice when compared to all 

your competitors.

Frequently, when a service advisor 

fails to make the appointment, they’ll 

suggest the caller was just another “price 

shopper.” In reality, many callers are incor-

rectly categorized as price shoppers. Just 

because the caller inquires about the price 

of a repair or service doesn’t mean they’re 

shopping. The label “price shopper” infers 

they’re looking for the least-expensive 

price. Service advisors often have the pre-

conceived idea that the caller already has 

a price or is prepared to make additional 

calls until they find the lowest price.

The real reason they called is the re-

sult of a referral, your website, a social 

media post or your customer reviews. 

Any of which gave the caller an expec-

tation that your shop could help solve a 

problem. The caller asking, “How much 

is [a certain product or service]?” is often 

simply because they don’t know what 

else to ask. The caller’s price inquiry usu-

ally prompts a thought process of “how 

do I respond, should I give them a price 

or how do I avoid giving a price?”

I suggest you take the price inquiry as 

an invitation to have a discussion — every 

sale starts with a conversation. A great way 

to respond to a query like that is to ask why 

they need what they are asking about. The 

caller will usually describe the situation 

they need help with, and you can shift the 

focus of the conversation away from price.

Instead, discuss how you can help 

resolve their problem and assure them 

you are capable of seeing the car quickly, 

resolving the problem and having them 

back on the road in a minimal amount of 

time. Time is today’s currency.

The conversation with a true “price 

shopper” is different. The caller responds 

with the fact that they have their car with 

a certain shop and they’ve been told 

about repairs needed and how much it 

will cost. They want to know how much 

you’ll charge for it. The chances of the ve-

hicle leaving that shop to come to yours 

depend strictly on price.

Unless you’re desperate for work, 

this isn’t the customer you’re looking 

for. Unfortunately, these calls can be-

come long and unproductive. A sugges-

tion for avoiding these conversations is to 

ask why they’re uncomfortable with the 

other shop doing the work.

When you have a sincere desire to 

help, callers know it. Allow them to tell 

their story, and you’ll learn what is really 

important. Focus on whatever that is. You 

aren’t able, or expected, to repair the car 

in the course of your conversation. Find 

a way to alleviate the pain caused by time 

without their transportation, and you 

win. Leave the repair or maintenance to 

the techs in the shop.

>> CONTINUES ON PAGE 28

SUPPORTERS



America’s leading international trade fair for the automotive service industry 

targeting trade visitors from the US & Canada

Exhibition: July 26-28, 2017             Training: July 27-29, 2017

McCormick Place West, Chicago, IL

WORKING IS GOOD.   

WORKING SMARTER IS BETTER.

Test out the NEW EQUIPMENT AND TECHNOLOGY hitting the market

NETWORK with manufacturers and suppliers producing it

Get the FREE TRAINING on the how to use it

Connect with EVERY SEGMENT OF THE INDUSTRY on the show floor and at  

co-located events like the MSO Symposium, I-CAR Training and the Telematics Forum

Sign up today!   NACEAutomechanika.com/register
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COUNTDOWN TO  

NACE Automechanika 
CHICAGO

WATCH + LEARN

WEEKSMONTHS

40 0 3

“I wanted to go to Automechanika Chicago 2015, but 

couldn’t. But this worked out; the classes are great.”
— JAIME HERNANDEZ, TECHNICIAN WITH ULTRA AUTO SERVICE, CICERO, ILL; ATTEND-

EE OF NACE AUTOMECHANIKA CHICAGO — LIVE! ONE-DAY TRAINING EVENT

ABRN.COM/educationadvisory

The importance of 

education advisory boards

ABRN.COM/adhesivepanel

Discussion panel on 

adhesive joining technology

ABRN.COM/trimrepair

Reparing broken 

automotive plastic trim

ABRN.COM/SCRSscan

Restoring vehicle functionality 

with scanning

Remember, there was something that influenced the 

caller to contact you in the first place. Chances are, it was 

not price. Your job is to confirm they find competent and 

qualified help to resolve their problem.

>> CONTINUED FROM PAGE 26

BILL HAAS is a former vice president of the Automotive 
Service Association and now a coach and consultant 
specializing in business performance improvement. His 
monthly blog, “Coach’s Corner” — where this article first ran — 
appears on ASA’s site at asashop.org.  
billh1317@gmail.com
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YOUNG SHOP OWNER’S PASSION FUELS GROWTH IN VIRGINIA
At the age of 23, Katie Inge is a full ownership partner with her 
father, AJ, at Maaco Collision Repair and Auto Painting of Chesa-
peake, located in Virginia’s third most populous city with more than 
230,000 residents amid rapidly growing commercial and industrial 
development that continues to deliver increasing car counts. 

Continue reading at: ABRN.com/inge

LADIES’ NIGHT EVENT SEES SUCCESS FOR TWO COLLISION 
REPAIR SHOPS
Collision repair shops across the country are empowering the ma-
jority of decision makers for automotive repair: women. Two busi-
nesses in particular — Glaser’s Collision Center, headquartered 
in Jefferson, Ky., and Lefl er Collision & Glass, with four shops in 
the Evansville, Ind. area — have each been hosting Ladies’ Night 
events for over 5 years to give women in their communities an 
opportunity to learn about automotive maintenance and collision-
related information in an unintimidating environment.

Continue reading at: ABRN.com/ladies

WHAT TO DO IF A CUSTOMER  ASKS YOU TO PROVE YOUR WORK
Accurate measurement is the cornerstone of your repairs. How 
are you sure your scanner is measuring correctly? What if you 
could print a “before repair” damage document, “after repair” docu-
ment, and verifi cation of calibration and NEVER worry about being 
out of calibration again?

Continue reading at: ABRN.com/prove

NEW EPA REPORTING STANDARDS FOR COLLISION SHOPS
In response to the EPA Cross-Media Electronic Reporting Rule 
requiring states to provide compliance records similar to the new 
California Environmental Reporting System regulation, CIECA 
has assembled a new CER (Combined Environmental Reporting) 
committee to develop reporting standards specifi c to the collision 
repair industry. The committee is made up of body shop owners, 
paint manufacturers and insurance company executives together 
with regulatory professionals from the EPA Small Business Envi-
ronmental Assistance Program (SBEAP).

Continue reading at: ABRN.com/epastandard

WEB, TRAIN ING ROUNDUP

SOCIAL INSIGHTS

TRAINING EVENTS
MARCH 15

Aluminum Exterior Panel Repair and Replacement; 
I-CAR, Warren Technical Center
Lakewood, Colorado

MARCH 28

Structural Straightening Steel; I-CAR, Walker’s Collision
Knoxville, Tennessee

APRIL 13

Advanced Steering and Suspension Systems Damage Analysis; 
I-CAR, American Auto Salvage
Fort Worth, Texas

APRIL 19

Collision Industry Conference; Sheraton Station Square
Pittsburgh, Pennsylvania

JULY 25

Collision Industry Conference; 
Hotel Hyatt Regency McCormick Place
Chicago, Illinois

JULY 26-29

NACE Automechanika Chicago, McCormick Place West
Chicago, Illinois

AUGUST 23-26

CARSTAR North America Conference, Westin Hotel
Charlotte, North Carolina

OCTOBER 31-NOVEMBER 3

SEMA Show 2017; Las Vegas Convention Center
Las Vegas, Nevada
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Candy Made Simple 
Achieve that elusive OEM candy finish on nearly the first pass with the DeBeer  

Metallic Bright Red Toner. Our advanced, patent-pending technology revolutionizes 

red candy OEM repairs. Skip a step and get coverage, match and a sweet candy 

finish faster with zero mottling, cloudiness and complication. So rich, so simple.  

Go ahead, treat yourself. Call 800.444.2399 or visit www.de-beer.com to request  

a demo.
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ONE DUST EXTRACTION OPTION is self-generated vacuum sanders. These type of sanders use 
pneumatic air and the Venturi Effect to pull the dust through the tool and into a dust collection bag or hose.

TECHNICAL // TRAINING

KEEP 
CLEAN 
FOR SHOP 
SUCCESS

DRIVE IMPROVED PERFORMANCE, CUSTOMER SATISFACTION WITH A DUST-FREE SHOP
ADAM SPAH // Contributing Editor

T
here is often the stigma that a 

collision repair shop is going to 

be dirty; therefore, many facili-

ties accept it as a way of life and 

primarily focus on cars coming in and go-

ing out. Th ere is much more to consider 

when you envision how a shop could run 

if it were operating in a clean environ-

ment. In Europe and many other parts of 

the world, shops tend to be very clean and 

are therefore thought of as higher-quality 

operations. Regardless of whether they 

are or not, the perception is that a clean 

shop produces a higher-quality repair.

When you look at the U.S. collision in-

dustry today, about 95 percent of shops 

are not using a dust extraction system. 

Compare that to the European collision 

industry, where about 95 percent of the 

shops are using a dust extraction system. 

This is in large part due to the environ-

mental and workplace safety regulations 

in place in Europe. Shops are required 

by law to use a dust extraction system 

and capture any dust that is produced 

by sanding throughout the process. Al-

though there are certain states and cities 

in the U.S. that are starting to regulate the 

capture of dust, it is still a new concept 

for many parts of the country; thus, most 

shops have not pursued dust extraction. 

For the shops in the U.S. that have tried 

it in the past, many found that there was 

technician resistance due to large hoses 

coming off of the tools and a lack of un-

derstanding of the value proposition of 

dust extraction. 

These first systems were full central 

vacuum systems that required a large 

investment and installation. They used 

a large stationary dust collector and were 

piped throughout the shop so that every 

technician had a vacuum line drop to 

connect to while doing their work. 

The other option that has gained in-

creasing popularity are mobile dust ex- P
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traction units. This type of system uses a 

small mobile dust extractor that can be 

moved around the shop from job to job 

and utilized by two technicians at a time. 

In most cases, the shop would invest in 

a few mobile units to equip every tech-

nician with dust extraction. The mobile 

option can be very practical for all sized 

facilities due to its versatility and mobility 

in any part of the shop. 

Another dust extraction option is self-

generated vacuum sanders. These type of 

sanders use pneumatic air and the Venturi 

Effect to pull the dust through the tool and 

into a dust collection bag or hose. This op-

tion does not have the high efficiency of 

dust collection, but is a lower-cost option 

to having a dust extraction system.

So how does a shop create a clean 

environment? 

1. Consider where the dust and dirt 

is coming from. When the vehicle is 

dropped off by the customer, most likely 

it is not clean. One mistake many colli-

sion repair facilities make is not clean-

ing the car prior to it entering the shop. 

Whether it is a quick rinse or an on-site 

car wash, cleaning the vehicle prior to re-

pair will reduce dirt, dust and contami-

nants from entering the shop.  

2. Shop layout is another important 

factor. Grinding, sanding, painting and 

polishing don’t mix well. It is too easy 

for contaminants from one operation to 

migrate to another area where dirt and 

dust can cause problems. It is important 

that dust is contained in the area where 

it is generated and particular areas of 

the shop are isolated by curtains and/or 

walls. This will help reduce extra cross-

contamination from dirt and dust migrat-

ing from one area of the shop to another. 

3. There is also a need to reduce the 

amount of dust in an air conditioned or 

heated facility, otherwise the air condi-

tioning units and heating elements will get 

clogged up with dust and contaminants. 

4. The biggest source of dust is pro-

duced from sanding. Body filler and 

primer dust have a huge impact on the 

cleanliness of a shop. Find a dust extrac-

tion system that 

works for your 

shop layout and 

your technicians’ 

needs — the key 

is to help keep 

a  s h o p  c l e a n .  

When a shop be-

gins using a dust 

extraction system, 

it will also need to 

adjust the abra-

sives used. The 

abrasives being 

u s e d  n e e d  t o 

contain dust ex-

traction holes that 

match your unit. 

And if your shop 

is using adhesive-

backed abrasives, 

you will need to 

switch to a hook-

and-loop backed abrasive; otherwise, the 

adhesive-backed abrasives will not stick. 

Now that you are using a dust-free hook 

and loop abrasive, you will need to opti-

mize the system.  

5. There are many applications that 

produce dust. The majority of dust is pro-

duced by dual-action sanders and hand 

blocks. Therefore, the sander and blocks 

need to have dust extraction capabilities. 

The optimized system will contain a dust 

extraction unit, a hose to connect the 

tools, a dust-free sander, dust-free blocks, 

an organized work center, premium dust-

free abrasives and all the adapters to con-

nect the system together.  

Once the optimized system is inte-

grated, the shop will start to see many 

benefits by making the switch to a 

cleaner shop. The comfort of the techni-

cians will be greatly increased. Working 

in a clean environment will increase your 

technicians’ production efficiency and 

increase the ability to attract and retain 

technicians.  

A cleaner shop can also impact the 

business success in many other ways: 

r�$SFBUFT�B�QPTJUJWF�PWFSBMM�JNQSFT-

sion for customers that can lead to new 

and repeat business.  

r�*ODSFBTFT�QSPEVDUJPO�FGGJDJFODZ�CZ�

reducing defects in paint work, less pol-

ishing and less time spent cleaning dust 

out of parts of the car. 

r�3FEVDFT� UFDIOJDJBOT�� UJNF�TQFOU�

cleaning their work stations, allowing 

more time to produce work and move 

more cars through the shop. 

What could you do with one more car 

out the door each day? All of these fac-

tors come in to play when considering 

just a few small adjustments in the way 

you run your shop. Consider learning 

about and investing in a clean shop en-

vironment this year as it will impact your 

business with happier, more productive 

technicians, increased production ef-

ficiency and growing your organization 

in ways you didn’t imagine. 

TRAIN ING

GRINDING, SANDING, PAINTING AND POLISHING don’t mix 
well. It is too easy for contaminants from one operation to migrate to 
another area where dirt and dust can cause problems. The majority of 
dust is produced by dual-action sanders and hand blocks. Therefore, 
the sanders and blocks need to have dust extraction capabilities. Cur-
tains and/or walls can also help reduce cross-contamination.

ADAM SPAH is Application 
Development Specialist for 
3M Automotive Aftermarket 
Division. He specializes in 
research and development 

for abrasives in the collision repair industry.  
amspah@mmm.com
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BREAKING DOWN 
VEHICLE SCANNING

A
dvanced electric tech-

nology: the fi nal fron-

tier. Th ese are the voy-

ages of the Starship 

Collision Repair. Its 

five-year mission: to explore strange 

new OEM procedures, seek out the 

proper, accurate and correct OEM re-

pair information, learn that diagnosis 

is singularly the most important aspect 

of estimating and to boldly go and raise 

the repair education level and aware-

ness to where no man has gone before…

Things we saw and heard mentioned 

in Lost in Space, Star Trek, Battlestar 

Galactica, and Star Wars are now be-

coming a reality not of space travel, but 

of land travel. Everyday automobiles 

are now acting like the space craft we 

watched in TV shows and movies when 

many of us were children. The features 

that used to be so far advanced and ex-

clusive to high-end luxury vehicles can 

now be found as standard equipment in 

most of today’s economical vehicles.

The electronic computer-controlled 

systems in vehicles are some of the most 

highly advanced and reliable systems 

we have ever seen, but they are also 

one of the most misunderstood in the 

industry. These modules or micropro-

cessors are generally referred to as an 

Electronic Control Module (ECM). Like 

any computer component, these ECMs 

sometimes need updates and/or relearn-

ing; to do this, you need to first scan the 

system. There can be anywhere from 

40 to 100 computer controls to operate, 

communicate and in some cases, record 

information about the operation of a sys-

tem or systems that can be used later for 

diagnosis. Over the past few years, un-

derstanding how vehicle systems oper-

ate and how to diagnose them has never 

been more important. Adaptive Cruise/

Distronic Cruise Control, Adaptive Light 

Control, Advanced Anti-Lock Braking 

Systems, Automatic Parking, Navigation 

System/GPS, Automotive Night Vision/

Heads Up Display, Blind Spot Detection, 

Collision Avoidance/Pre-Crash System/

Pre-Collision Assist, Crosswind Stabili-

zation, Driver Drowsiness Detection/

Driver Monitoring Systems, Electronic 

Brake Distribution, Emergency Driver 

Assistant, Electronic Stability Control, 

Forward Collision Warning, Glare-Free 

High Beam/Pixel Lighting/LED Lighting, 

Hill Descent Control, Intelligent Speed 

Adaptation, Intersection Assistant, Lane 

Departure Warning System, Pedestrian 

Protection System, Rain Sensor, Sur-

round View System/All Around Cam-

era, Traction Control Systems, Vehicular 

Communication Systems and Wrong-

Way Driving Warning name a few, but 

still not all, of the computerized systems 

found in many vehicles today. I intention-

ally left off two important system com-

ponents — Supplement Restraint System 

(SRS) Occupant Weight Detection Sys-

A LOOK AT THE WHY, HOW, TRUTHS AND MYTHS OF SCANS
LARRY MONTANEZ // Contributing Editor
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tems (OWS) or Classification Systems 

(OCS), and Back-Up Camera Systems, 

which we will discuss later in this article.    

Technicians have utilized scanners 

for the past 25 years to not only deter-

mine what is or is not operating properly, 

but also to reset or relearn systems as an 

alternative to going to the dealer for ser-

vice. Techs rely on scanners to perform 

their jobs and determine the root cause 

of the problem by eliminating systems 

that are performing properly. 

Some in collision repair and the insur-

ance industry have been slow to embrace 

scanning vehicles (Figs. 1, 2), but that is 

all about to change. Mechanical diagnos-

tic flow charts and procedures are writ-

ten by the engineers based on the idea 

that a component failed because of lon-

gevity of use or electrical failure and not 

because of collision damage. Most times 

in service repair, an electrical component 

failure is either because the component 

ran its life or some sort of re-engineering 

repair is needed, which is generally very 

noticeable  — such as an errand wire run-

ning from the fuse box to the component. 

But for collision repairers, the compo-

nent failure is generally a direct result of a 

collision event. When a vehicle involved 

in a collision arrives at the repair facility, 

one of the first things the damage asses-

sor or technician should do during the 

blueprinting/triage is to perform a scan 

of the vehicle systems. 

Scanning needs to be a 

standard operating procedure 

during the initial inspection of 

the vehicle. Scanning will easily 

identify electronic system fail-

ures and inoperative compo-

nents. Utilizing the OEM repair 

procedures, OEM Code List-

ing and a computer scanner, a 

damage assessor will be able to 

determine which systems are 

or are not operational, what 

systems codes are current and 

which are history codes, and 

any relearning that would be 

required after repairs are completed and/

or damaged components are replaced. 

Truth vs. myth

Before we continue, let’s clarify a few 

points about scanning to distinguish the 

truth from myth. 

1. If there are not lights on the 

dashboard, there is no reason to 

scan the vehicle. 

FALSE. The light on the dashboard, 

called a Malfunction Indicator Lamp 

(MIL, Fig. 3), is illuminated by an ECM 

due to a Diagnostic Trouble Code (DTC). 

Most systems that fail and set a DTC will 

not set or illuminate an MIL on the in-

strument information cluster. In many 

collision events, the Airbag Control Mod-

ule (ACM) will record a non-deployment 

or deployment event, and because of this 

a DTC many be set. In some events, the 

ACM may have commanded a compo-

nent deployment, such as a seat belt 

buckle or headrest, and it is not visibly 

noticeable, or the ACM commanded 

a deployment and the airbag failed to 

deploy, due to some sort of failure, and 

an MIL was not illuminated. Without 

scanning, the vehicle could be repaired 

and then delivered to the vehicle owner 

without an operating SRS component. 

Airbags are generally replaced near 

the end of the repair process, just before 

delivery. So if a damaged SRS compo-

nent is discovered near the completion 

of vehicle repairs, it will delay delivery 

and a supplement will be required. 

2. We need to use a common sense 

approach to scanning, similar to 

what was done in the early 1980s 

when unibody vehicles became 

more prevalent in vehicle designs. 

FALSE. Structural diagnosis is still a 

misunderstood process almost 35 years 

after the mass influx of unitized struc-

tures. A large percentage of repair facili-

ties still don’t perform pre-measuring to 

determine if the vehicle has or has not 

sustained structural misalignment. We 

have been seeing an epidemic of incor-

rectly repaired vehicles that have struc-

tural misalignment after repairs are 

completed during post-repair inspections, 

and in many cases the vehicle must be to-

taled out; the cost is becoming astronomi-

cal. This is no different with pre-scanning. 

Would you be comfortable with your 

doctor using common sense and visual 

analysis to determine if you have can-

cer or not? How many times 

have you experienced a 

common-sense diagnosis to 

structural damage so you re-

pair the vehicle, send it for a 

wheel alignment and the tech 

explains that the vehicle will 

need an alignment because 

the structure is misaligned? 

Or you attempt to install re-

placement suspension com-

ponents and you cannot 

because they will not line 

up with the mounting holes? 

How many times is a vehicle 

2

3
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deemed ready for delivery and then you 

discover MILs illuminated or a system 

component will not operate properly?

3. Insurers do not have to pay for 

clearing or resetting of DTCs that 

are not related to the current event. 

TRUE. Insurers do not owe any pay-

ment for history DTCs, but they do have 

an obligation to pay for the scans to con-

firm or deny if the DTC is related to the 

current event or a non-related history 

issue(s). Additionally, during the repairs 

there can be vehicle DTCs set due to the 

repair process, and these DTCs would 

need to be cleared. In many cases, a 

simple remove and install (R&I) of a 

component will require a scan and re-

learning process and an additional scan 

to confirm the relearning is complete. An 

example would be blending a front door 

outer panel and R&I of the side view mir-

ror assembly, if the mirror is equipped 

with a camera and/or lane departure sen-

sor. The mirror would require a realign-

ment check after it is reinstalled.  

The analysis and repair processes 

must include a referencing of the OEM 

repair information to ensure the dam-

age report is accurate, includes all re-

quired operations and materials, and 

that the components are replaced and 

repaired properly. Most of the OEMs 

also have systematic post-collision in-

spections that must be performed. To 

access OEM repair information you 

should go to the OEM website or use a 

third-party provider, such as ALLDATA.  

Remember that a manually entered 

line for the cost of accessing the OEM 

information should be on the damage 

report. The costs can be a one-time fee, 

monthly fee or annual fee.  

Evaluating vehicles in a collision

The following are procedures and opera-

tions from the Volkswagen Auto Group 

repair manual found online at erWinVW.

com or Collision.Alldata.com. 

When servicing load bearing or 

wheel supporting components on ac-

cident vehicles, damages to the sus-

pension could remain undiscovered. 

These undiscovered damages may lead 

to heavy damages in continued vehicle 

operation. Therefore, on accident ve-

hicles, the listed components must be 

checked in the described manner and 

sequence, independent of performing a 

vehicle alignment. If no deviations from 

the specified values were determined 

during the vehicle alignment, no defor-

mations of the suspension are present.

1. Visual and functional check of the 

steering system

2. Visually check for deformations 

and cracks

3. Check for play in the tie rod joints 

and steering gear

CALL 1.800.445.8244  WWW.STARALINER.COM
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4. Visually inspect for faulty boots

5. Check electric wires and hydrau-

lic lines and hoses for chafe marks, cuts 

and kinks

6. Check hydraulic lines, bolted con-

nections and the steering gear for leaks

7. Check the steering gear and lines 

for proper seating

8. Check the proper function 

through the entire steering by turning 

the steering wheel from stop to stop. 

The steering wheel must be rotary 

without hitching at equal force

9. Visual and functional check of the 

suspension

10. Check all components shown in 

the overviews for deformation, cracks 

and other damages

11. Replace damaged components

12. Perform a vehicle alignment on 

an approved wheel alignment stand

13. Visual and functional check of 

the wheels and tires

14. Balance tires, checking for cuts 

and impact damage on the treads and 

flanks. 

15. Check tire inflation pressures, 

using the inflation pressure plate on 

the fuel tank flap.

16. For damage to the wheel and/or 

tire, the tire must be replaced. This also 

applies when the course of the acci-

dent and damage on the vehicle points 

to possible non-visible damages.

17. Tires should not be older than 6 

years. When in doubt, proceed as fol-

lows: As soon as a safety risk cannot be 

ruled out, the tire(s) must be replaced.

Also check other vehicle systems, 

for example:

1. The brake system including the 

Anti-lock Brake System (ABS)

2. The exhaust system and passen-

ger protection by a visual and func-

tional check

Test values, adjustment values and 

notes can be found in the respective 

repair manual sections.

The checking of accident vehicles 

described here refers to the suspen-

sion and does not lay claim to the com-

pleteness of the entire vehicle.

Electronic vehicle systems

Safety-related system such as ABS/

Electronic Differential Lock (EDL), 

Airbag, electronically regulated vehicle 

systems; Electro-mechanical, Electro-

hydraulic steering and other driver as-

sistance systems must be queried for 

fault codes using the vehicle diagnostic 

tester. If faults were stored in the DTC 

memory for the system mentioned, 

then these systems must be serviced 

according to the specifications in the 

repair manual. After performing re-

pairs, check the fault stored in the DTC 

memory of the affected system again, 

to make ensure proper function.

While the vehicle is in the repair pro-

cess, the vehicle will be partially disas-

sembled and electronic components will 

be unplugged and as such, more DTCs 

could be set when moving the vehicle 

between departments. The damage as-

sessor or technician will need to re-scan 

or perform a post-scan of the vehicle. This 

post-scanning will accomplish two things:

1. It will assist in determining which 

systems require a reset/relearn proce-

dure, which would also include aiming of 

cameras and distance sensors/radars, etc. 

2. It will check all systems for faults 

that may have occurred during the re-

pair process. 

This post-repair scanning should be 

performed, even if the vehicle is going 

to the dealer, which it should, for system 

checks and relearning (if necessary), so 

the repair facility has a record and knows 

which systems are classified as loss-re-

lated (direct result of the collision event), 

claim-related (result of the repair process) 

and/or unrelated (prior history codes).  

Vehicle manufacturers

For the past 20-25 years, European 

OEMs have had advanced electronic 

computer-controlled systems that re-

quired scanning to diagnose and reset 

after repairs. About 12 years ago, when 

many of the European OEMs started 

forming their Certified Collision Repair 

Facility (CCRF) programs, they began 

including pre-scanning as part of the 

“inspections required after a collision” 

in SOPs. In the past year, the following 

OEMs — including some of the Euro-

pean OEMs with CCRF programs — 

have issued position statements on the 

importance of pre- and post-scanning 

their vehicles that have been involved 

in collision events:

r��(FOFSBM�.PUPST� 	#VJDL�$BEJMMBD�

Chevrolet, GMC)

r��'JBU�$ISZTMFS�"VUPNPCJMFT�	'$"
�

(Fiat, Chrysler, Jeep, Dodge, Alfa 

Romeo and Maserati)

r�)POEB�BOE�"DVSB

r�.FSDFEFT�#FO[�4."35�BOE�4QSJOUFS

r�/JTTBO�BOE�*OGJOJUJ

r�5PZPUB�-FYVT�BOE�4DJPO�

More OEMs will be issuing similar po-

sition statements in the coming months. 

Position statements are an explanation 

of required procedures contained within 

the repair manual and/or for clarification 

about something not fully written out in 

the repair manual and/or an update, ad-

dition, amendment or addendum to a 

procedure(s).  

The following are portions of OEM 

statements on scanning systems and 

requirements after a collision event — 

are you following these procedures in 

your shop? 

r�7FIJDMFT� TZTUFNT�BOE�DPNQP-

nents are engineered, tested and 

manufactured to help protect vehicle 

occupants. Vehicles include numerous 

electronic control systems, including 

those that operate safety and driver 

assist systems. Most of these systems 

include onboard self-diagnostics that 

monitor the state of health and/or ra-

tionality of input and output circuits. 

When monitored circuit values fall out-

side predetermined thresholds, DTCs 

may be set in one or more electronic 

control unit (ECU). Therefore, a pre-

liminary diagnostic scan during the 

repair estimation phase is required to 
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determine what DTCs may be present, 

so proper repairs may be included.

r�6TF�PG�UIF�0&.�TQFDJGJD�TDBO�UPPMT�

may be required due to proprietary 

software and trademarking of systems. 

These tools contain software programs 

that aftermarket tools may not contain 

and can assess whether an OEM vehi-

cle’s safety and security system contain 

active or stored DTCs. 

r�4BGFUZ�BOE�TFDVSJUZ�SFMBUFE�TZT-

tems, such as antilock brakes, sup-

plemental restraint systems (SRS), 

occupant restraint controller (ORC), 

seat belts, active head restraints, for-

ward facing camera and radar, blind 

spot monitoring, and other automated 

electronic driver assistance systems 

must be tested for DTCs that could be 

active (current) or stored following a 

collision. Use of the approved vehicle 

diagnostic tester is necessary before 

and after collision repair.

r�"OZ�PG�UIF�GPMMPXJOH�DPOEJUJPOT�

could trigger DTCs prior to or during 

collision repairs, which could result in 

improper vehicle performance:

✓  Vehicle is involved in an accident or 

collision, even though the damage 

may appear minor

✓  Vehicle has been in an accident with 

or without air bag deployment

✓  Voltage loss, including battery discon-

nects and hybrid battery disabling

✓  Significant vehicle disassembly in-

cluding but not limited to bumpers, 

door handles, headlamps and mirrors

✓  Interior trim repair or removal

✓  Glass removal and replacement 

operations

r�"OZ�SFQBJST�QFSGPSNFE�XJUIPVU�

using OEM-approved parts and not 

following published repair guidelines 

and procedures may expose current or 

future vehicle owners and occupants to 

unnecessary risk.

r�*G�GBVMUT�XFSF�TUPSFE�JO�UIF�%5$�

memory for any safety or security 

system, then these systems must be 

serviced according to the repair pro-

cedures in Service Information.

r�"GUFS�QFSGPSNJOH�SFQBJST�SFDIFDL�

the system to determine if any active 

or stored DTCs remain; if so, take ap-

propriate service action to ensure 

proper function.

r�.VMUJTUBHF�BJS�CBHT�XJUI�NVMUJQMF�

initiators must be checked to deter-

mine that all squibs were used during 

the deployment event. Typically, all 

initiators are exhausted and all poten-

tially hazardous chemicals are burned 

during an air bag deployment event. 

However, it is possible for only one ini-

tiator to be exhausted; therefore, you 

must always confirm that all initiators 

have been cycled to minimize the risk 

of improper handling or disposal of 

potentially live pyrotechnic or hazard-

ous materials. This procedure must be 

performed using the approved diagnos-

tic scan tool or at a company, such as 

Collision Diagnostic Services (makers 

of the asTech2) that scans the vehicle 

using OEM-approved scan tools. 

Generally, there will be a listing of 

reassembly operations followed by the 

electronic scanning, sensitivity, and/or 

relearning operations, such as: 

r�$POOFDU�UIF�CBUUFSZ�XJUI�UIF�JH-

nition switched on. Pyrotechnic com-

ponents could deploy after connecting 

the battery if they were not repaired 

correctly. Individuals must not be in-

side the vehicle when connecting the 

battery. Disconnect the battery ground 

wire with the ignition switched on. If 

Airbag MIL DTC indicates a fault after 

installation, DTC memory must be 

checked, deleted and checked again.

r�"OZ�SFQBJS�UIBU�SFRVJSFT�EJTDPO-

nection of electrical components in 

order to perform the repair will require 

a post-repair diagnostic scan to con-

firm if the component is reconnected 

properly and functioning.

r�%BNBHF�UIBU�SFRVJSFT�CPEZ�QBSUT�

replacement will always require a post-

repair diagnostic scan.

r�4PNF�TBGFUZ�BOE�ESJWFS�BTTJTUJWF�

systems will require inspections, cali-

bration, and/or aiming after collision 

or other body repairs. 

r�5IF�BQQMJFE�NFDIBOJDBM� GPSDFT�

encountered in a collision can damage 

electrical circuits and components in 

ways that are not easily diagnosed with 

visual inspection methods. Here are 

some other electronic control system 

self-diagnostic facts: 

✓  The proliferation of electronic con-

trol systems has increased the num-

ber of potential DTCs beyond the 

point where a dashboard indicator 

can be installed and/or illuminated 

for every DTC. Dashboard indica-

tors are intended for driver notifica-

tion, not vehicle diagnostics.  

✓  Therefore, the presence or absence 

of dashboard indicators/warning 

lights is not an acceptable method 

to determine if post-collision diag-

nostic scans are necessary.

✓  Many DTCs do not illuminate dash-

board indicators, but an electronic 

control system may still operate im-

properly or be completely inoperative.

✓  Because of the complexities of se-

rial data networking, dashboard 

indicators that do illuminate may 

appear unrelated to the actual ve-

hicle problem.

✓  Some self-diagnostics require multi-

ple failures, or other criteria such as 

a number of drive cycles, to be met 

before illuminating any indicators.

✓  Low battery voltage and/or repair 

procedures may inadvertently set 

multiple DTCs. Clear the DTCs and 

determine which ones reset after 

battery voltage is stabilized. 

r�8IFO�SFDPOOFDUJOH�UIF����WPMU�

battery, after collision repairs are com-

plete, some electrical systems may not 

operate properly. These may include, 

but are not limited to the following:

✓  Navigation systems

✓  Engine idle speed learn

✓  Power window, power tailgate, 

moonroof, power sliding door posi-

tion and/or pinch detection

✓  Keyless access and immobilizer/

security systems
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r�4JODF�UIF�SFTFU�QSPDFEVSFT�WBSZ�CZ�0&.�WFIJDMF�BOE�TZT-

tem, enter the vehicle information into the OEM diagnostic 

tool and/or online repair and service information site, and 

search the keyword “reset” or “diagnostic reset.” Generally, 

this search will retrieve a list of reset procedures required 

after parts replacement and/or a battery disconnect. Some 

reset procedures can be done without special tools. Others 

may require scan tool software.

r�Front passenger’s seat weight sensors controls passen-

ger’s front airbag operation and the passenger airbag on/off 

indicator based on the occupant’s weight. Like any scale, 

weight sensors are a precision device and require checks.

r�8JOETIJFME�SFQMBDFNFOU�GPS�WFIJDMFT�XJUI�ESJWFS�BTTJTU�TFO-

sors (including rain/light sensors) located in the windshield.

r�3FNPWBM�BOE�PS�SFQMBDFNFOU�PG�FYUFSJPS�DPNQPOFOUT�

bumpers, SRS sensors, parking sensors, wiring harnesses, 

vehicle control units, seats, or interior trim panels.

r�4PNF�0&.T�PGGFS�NPEFMT�XJUI�POF�PS�NPSF�PG�UIF�GPM-

lowing camera- and/or radar-based driver support systems 

that require software-based aiming and/or calibration to en-

sure proper operation after certain components have been 

removed and/or replaced:

✓  Adaptive/Active/Distronic/Autonomous Cruise Control 

✓  Collision Mitigation/Predictive/Avoidance Braking System

✓  Forward Collision Warning 

✓  Lane Departure Warning/Lane Keeping Assist System 

✓  Blind Spot Information/Assist

✓  Multi-View Camera System/All-Around Camera Systems

r�3FBSWJFX�	CBDLVQ
�DBNFSBT�EP�OPU�SFRVJSF�BOZ�BJNJOH�

procedures after removal or replacement unless the vehicle 

is also equipped with the Multi-View, All-Around, Guide 

View, Active-View, Park Assist, Auto Park System. Check with 

the OEM procedures. 

r�5IFTF�QSPDFEVSFT�NBZ�SFRVJSF�TQFDJBM�UPPMT�BOE�PS�UIF�

OEM scanner and software to complete. Refer to the service 

information for specific information.

Test drives

A test drive of the vehicle is required to be performed by a tech-

nician at the repair facility, regardless if the vehicle was inspect-

ed and/or serviced at the dealer or independent mechanical 

repair facility, to ensure the vehicle is operating properly. Addi-

tionally, this test drive will also check for wind noise, drivability 

issues and check services performed by another shop.

Conclusions

As of this writing, some vehicles are now equipped with 

advanced adaptive LED or HID headlamps that allow one 

or both of the lamps to turn to provide better vision for the 

driver during turns. These headlamps require OEM soft-

ware to align and reset after the lamps have been removed 

and reinstalled or replaced. Some OEMs — for example 

Mercedes-Benz on the 2017 E-Class (W213) — are now re-

quiring the VIN to be imputed to the software to install into 

the headlamp control modules during the installation and 

aiming of the headlamp. 

Collision repair professionals must understand the im-

portance of checking the vehicle’s computerized systems and 

memories, and understand who can reset these systems. Not 

knowing there was a problem or claiming there were no MILs 

present is not an excuse for not checking the vehicle systems. 

Many post-repair issues can be avoided by having the dealer 

check over the vehicle, or through just a simple scan. This 

would also provide some liability protection to the repair 

facility, as the dealer checked the computer systems and gave 

the facility a cleared vehicle report (invoice). 

I hope this article helps the industry understand the truths 

and myths on vehicle scanning and the importance of having the 

vehicle’s computerized systems checked, cleared and/or reset to 

ensure the vehicle operates and drives properly. 

LARRY MONTANEZ is co-owner of P&L 
Consultants, which works with collision shops on 
estimating, production and proper repair procedures. 
He is also a certified technician for multiple OEM 
collision repair programs. info@pnlestimology.com
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TACKLING 
TRUCK
DAMAGE

C
ritics have long called Amer-

ica a “car-crazy culture” — an 

observation that sometimes 

has been stretched to imply 

that motorists favor style and form over 

substance and function. A closer look 

dismisses that claim, since at the heart 

of this culture is a devotion to rock-solid 

reliability and go anywhere, anytime con-

venience — the truck. 

In this country, the truck is king. In 

2016 alone, trucks outsold cars by nearly 

3 million units, according to Wall Street 

Journal statistics. For 35 straight years, 

the Ford F-150 has remained the top-

selling vehicle by far in the U.S. This past 

year, it was trailed closely by two other 

trucks, the Chevy Silverado and Dodge 

Ram. Overall U.S. truck sales (including 

SUVs) amount to over 9 million annually. 

When Detroit and import manufacturers 

aren’t designing their next generation of 

trucks, they’re engineering truck-inspired 

styling cues in other vehicles like com-

pacts or outright truck hybrids, such as 

crossover vehicles.

Throw into this mix the practice of 

many snow belt residents, who opt for 

trucks as a second vehicle that can be 

put to full-time use during harsh weather 

driving months when the family car is 

moved to the garage in favor of a vehicle 

with benefits ranging from 4WD to bet-

ter ground clearance and a higher, clearer 

view of the road. 

Many of you are seeing all the facets 

of truck popularity at play right now as 

sometimes-overconfident drivers put 

their winter driving skills to the test 

GET TRUCK OWNERS BACK ON THE ROAD FAST WITH THE LATEST OEM REPAIR STEPS
TIM SRAMCIK // Contributing Editor

EVEN WITH BENEFITS like superior visibility, traction and road 
clearance, trucks are put to the test during winter months, which 
makes them prime repair candidates

PHOTO: FORD
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against the elements and come up short. 

This brings an uptick of trucks to your 

business with a whole host of damaged 

fenders, frames and other body parts.

Here’s a look at some of the more com-

mon repairs on late-model trucks using 

the most up to date OEM procedures. 

Box business

Since bumpers are regular casualties in 

collisions, OEMs have worked overtime 

to produce versions that can be eas-

ily removed and installed. This doesn’t 

always mean there will be some chal-

lenges during a replacement opera-

tion. GM, for example, offers “plug and 

play” bumper assembly kits designed 

to quickly plug into the electrical har-

ness unit and bolt into place. There is, 

however, one more vital piece of this 

repair puzzle. The pick-up box must be 

lifted high enough — typically, at least 3 

inches above the frame — to allow the 

new bumper brackets to clear the rear 

cross sill, which is set up level with and 

in front of the lower edge of the tailgate. 

Moreover, before the pick-up box can be 

lifted, shops must remove a number of 

other parts.  

Use these steps to remove the neces-

sary parts from the box, raise it and install 

the replacement bumper assembly:

Step 1. Loosen the fuel tank filler pipe 

housing.

Step 2. Remove the pickup box end gate.

Step 3. Remove the tail lamps.

Step 4. Disconnect all electrical con-

nectors and wire harnesses from the box.

Step 5. Locate and remove eight fas-

teners attaching the box to the frame.

Step 6. Tilt the rear of the box and 

install wedge blocks as necessary to 

temporarily support the structure. Note 

that you’ll need help from another tech 

or assistant for this step.

Step 7. With the box lifted, remove 

the damaged bumper and install the 

new bumper kit assembly. Note that 

you need to only “snug” the bumper into 

place at this point.

Step 8. Lower the box, and align the 

bumper fully. Bolt the kit into place using 

the following specs:

r� &JHIU�1JDL�VQ�CPY�CPMUT�����MC�GU�

r� 6QQFS�CSBDF�CVNQFS�CPMUT�RVBOUJUZ�

of two: 52 lb ft.

r� -PXFS�CSBDF�CVNQFS�CPMUT�RVBOUJUZ�

of two: 30 lb ft.

Sectioning solutions

Trucks can sustain a significant amount 

of frame damage and still be repairable—

something that can’t be claimed quite as 

often with cars. The following steps out-

line a full front frame sectioning opera-

tion for 2015 and later Chevy Tahoes and 

GMC Yukons. 

Note: Before performing these steps, 

check for any repair updates. Also, keep 

in mind that sectioning remains a hot in-

dustry topic since controversy surrounds 

it as a safe repair solution. It should only 

be performed when it is the recom-

mended OEM solution.

Step 1. Start by thoroughly review-

ing GM instructions for Approved 

Equipment for Collision Repair and 

Collision Sectioning Warning. All of the 

steps listed there must be conducted on 

both of the rails for a complete module 

replacement.

Step 2. Disable the SIR system using 

TRUCK REPAIRS

THE UPPER RAILS on full-size trucks and SUVs are frequent casualties of 
winter driving accidents.

SECTIONING REMAINS a lower-cost operation for specific truck repairs. Always check 
OEM repair recommendations to determine when they are a safe alternative.
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the GM SIR Disabling and Enabling in-

structions. 

Step 3. Disconnect the negative bat-

tery cable using GM Battery Negative 

Cable Disconnection and Connection 

instructions.

Step 4. Remove all of the related pan-

els and components.

Step 5. Locate and mark the section-

ing location. Use at least two of the fol-

lowing measurements for each frame rail:

r� 'SPOU�FEHF�PG�UIF�HBVHF�IPMF�	GPS-

ward 22 mm, 7/8 in.)

r� $FOUFS�PG�UIF�HBVHF�IPMF�	GPSXBSE�

33 mm, 1.25 in.)

r� 3FBS�FEHF�PG�UIF�HBVHF�IPMF�	GPS-

ward 47 mm, 1 7/8 in.)

r� 5PQ�PG�UIF� GSBNF�SBJM�FEHF�	SFBS-

ward 420 mm, 16 1/2 in. with bumper 

bracket removed)

r� #PUUPN�PG�UIF�GSBNF�SBJM�FEHF�	SFBS-

ward 387 mm, 15 3/16 in. with bumper 

bracket removed)

Step 6. Line up the masking tape 

with the tape edge facing the front of the 

vehicle on the sectioning location. Next, 

apply it fully around the frame rail next 

to the sectioning location.

Note that the tape edge facing the 

front of the vehicle is the proper cut lo-

cation.

Step 7. Cut each frame rail at the front 

edge of the tape line using a reciprocat-

ing saw or equivalent tool.

Step 8. Remove the damaged frame 

section.

Step 9. Grind the existing frame rail 

seam to taper seam using a 45-degree 

angle.

Step 10.�1SFQBSF�BMM�PG� UIF�BUUBDI-

ing surfaces. Then, apply the weld-thru 

primer to all of the welded surfaces.

Step 11. Verify the frame measure-

ments three-dimensionally to ensure 

proper position of the service frame. 

1PTJUJPO�UIF�TFSWJDF�GSBNF�TFDUJPO�BD-

cordingly to the existing frame. Clamp 

it in place.

Step 12. Continuous-weld the upper 

and lower horizontal joints through 

each corner.

Step 13. Continuous-weld the inner 

and outer vertical joints from corner to 

corner.

Step 14.  Clean and prepare all 

welded surfaces.

Step 15. Install all of the related pan-

els and components.

Step 16. Re-connect the negative 

battery cable, again using GM’s Battery 

Negative Cable Disconnection and Con-

nection instructions.

Step 17. Enable the SIR system, again 

referring to GM’s SIR Disabling and En-

abling instructions.

Rail repairs

Upper side rails are also common acci-

dent casualties for trucks. Considering 

their importance in supporting and pro-

tecting the front end of a vehicle — they 

deserve extra attention during a repair. 

Consider the following upper side rail 

replacement procedure for the all-new 

2017 GMC Acadia.

2017 Acadia Front Compart-

ment Upper side rail  

replacement

Step 1.  Disable the SIR system 

using GM’s SIR Disabling and Enabling 

instructions.

Step 2. Remove all related compo-

nents and panels.

Step 3. Inspect the vehicle for addi-

tional structural damage. Repair as much 

of this damage as possible before replac-

ing any damaged parts.

Step 4. Remove any sealers and anti-

corrosion materials from the repair area 

using GM’s Anti-Corrosion Treatment 

and Repair instructions. Warning: Be 

GET SERIOUS ABOUT YOUR
DUST EXTRACTION NEEDS!

Leaders in Dust Extraction for over 30 Years 
with thousands of systems installed globally

1-800-265-3878
info@eurovac.com
www.eurovac.com

Your #1 source for 
a clean environment!

9 Properly Engineered Systems

9  Superior Filtration: Cyclonic Dust 
Separation, Automatic/Manual Filter Cleaning 
and HEPA Filters

9  Turnkey Installation & After Sale Service

9  Reliable, Maintenance Free, Powerful 
Turbine Pumps

9  Complete Line of Vacuum Ready Hand 
Tools, Abrasives and Backup Pads.

9  Dust Extraction Conversion Kits 
available for all tool makes and models.

9 OEM Approved Equipment

9  NFPA and OSHA Code Compliant Expertise

Specialists in Dust Extraction

EUROVAC HAS A PRODUCT FOR 

EVERY NEED AND BUDGET

Central & Portable 
Dust Extraction Systems

Vacuum Ready Tools & 
Abrasives/Backup Pads
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careful not to damage or sever any at-

taching panels and reinforcements. 

Step 5. Record the number and loca-

tion of the original welds for installation 

of the service assembly.

Step 8.  Remove all factory spot 

welds from the front compartment 

upper side rail.

Step 9. Remove all factory brazing 

welds from the front compartment upper 

side rail.

Step 10. Remove the damaged front 

compartment upper side rail. If any 

impact-resistant adhesive is present, re-

move and replace it as necessary using 

(.�T�.FUBM�1BOFM�#POEJOH�*OTUBMMBUJPO�

1SPDFEVSF�JOTUSVDUJPOT�

Step 11.�1SFQBSF�BMM�NBUJOH�TVSGBDFT�

for welding.

Step 12. Using three-dimensional 

measuring equipment, position the front 

compartment upper side rail on the vehicle.

Step 13. Verify the fit of the front com-

partment upper side rail.

Step 14. Apply the appropriate im-

pact-resistant adhesive to the repair area, 

VTJOH�EJSFDUJPOT�GSPN�(.�T�.FUBM�1BOFM�

Bonding instructions.

Step 15. Clamp the front compart-

ment upper side rail into position.

Step 16. Weld the front compart-

ment upper side rail. Note that Squeeze 

Type Resistance Spot (STRS) Welds 

equivalent to the factory spot welds are 

recommended. If your shop doesn’t pos-

sess STRS equipment, MIG/MAG 8mm 

(5/16in) plug welds may be used to re-

place those specific welds.

Step 17. Replace the factory brazing 

welds with MIG brazing welds on the 

front compartment upper side rail.

Step 18. Apply the sealers and anti-

corrosion materials to the repair area 

using GM’s Anti-Corrosion Treatment 

and Repair instructions.

Step 19.�1BJOU�UIF�SFQBJSFE�BSFB��

Step 20. Re-install all related panels 

and components.

Step 21. Enable the SIR System 

using GM’s SIR Disabling and Enabling 

instructions.

As with any repair, you’ll want to top 

off your work with a detailed quality check 

to account for any previously undetected 

damage and to ensure all repairs are 

completed thoroughly. That way, when 

these winter warriors hit the roads again, 

they’ll be as prepared as ever to provide all 

the benefits and safety their owners and 

manufacturers prize.  

TRUCK REPAIRS

BUMPER ASSEMBLY KITS make 
these common repairs easier than ever. 
But don’t overlook critical steps, such as 
raising the truck box.P

H
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M

TIM SRAMCIK has 
written for ABRN and 
sister publications Motor 
Age and Aftermarket 
Business World for more 
than a decade.   
tsramcik@yahoo.com
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AkzoNobel offers new MIXIT
™ 

app and U-TECH DTM Primer

A
kzoNobel’s unique approach to vehicle refinishes 

is based on one of the most advanced digital color 

technology platform available. A digital platform 

helps bring measurable improvements to the re-

finishing process — greater accuracy, greater efficiency and 

ultimately, greater profitability.

A key component to AkzoNobel’s digital offering is MIXIT™. 

MIXIT™ is revolutionizing the technology used for color retrieval 

in the vehicle refinishes market by offering accessibility from any 

device or platform, ensuring that customers always have the full 

breadth of AkzoNobel’s color knowledge on hand, wherever they 

are. It is ultra-fast, user-friendly and can be used seamlessly across 

multiple devices thanks to its revolutionary cloud-based system. 

MIXIT™ uses advanced search and filtering to return accurate 

results in the shortest possible time. It synchronizes in real-time 

with AkzoNobel’s color formula database, offering instant up-

dates. So when a new color formula is added, our customers 

have immediate access.

Either on a smartphone, tablet or PC — Apple, Android 

or Windows — MIXIT™ is available 24/7. To access, go to  

www.mixitcloud.com or download the AkzoNobel MIXIT™ app 

from the Apple App Store or Google Play Store. 

U-TECH line 

offers direct-to-

metal primer

Designed for the com-

mercial vehicle builder 

and refinish markets, 

U-TECH E250 DTM 

Epoxy Primer is a 

high-solids, low VOC, 

direct-to-metal (DTM) 

epoxy primer that can 

be used as a high-build 

surfacer or sealer over 

most substrates.

Available in mul-

tiple color options, 

the E250 DTM Epoxy 

Primer provides excellent flow and hold out, can be applied 

over polyester body filler and has performance-leading DTM 

adhesion and durability for optimum topcoat appearance.

r�� �4VQFSJPS� SFTVMUT� PWFS� TBOEFE� BMVNJOVN� BOE� TUFFM�

substrates

r� �%JSFDU�UP�NFUBM�FMJNJOBUFT�QSF�USFBUNFOU�

on most substrates for a faster and simpler 

process

r� �"�MFBEFS�JO�UIF�NBSLFU�XJUI�70$�GMFYJCJMJUZ�

options (2.1 lbs/gal or 3.5 lbs/gal)

r� �.VMUJQMF�DPMPS�TFMFDUJPOT�BWBJMBCMF��CMBDL�

white, grey

r� �1SPWJEFT�FYDFMMFOU�TQSBZBCJMJUZ�GMPX�BOE�

leveling for a smooth surface finish

r� �$POTJTUFOU�QFSGPSNBODF�JO�XJEF�FOWJSPO-

mental conditions

The next step in digital color retrieval 
from AkzoNobel — MIXIT™ — is now 
available for download

U-TECH E250 DTM Epoxy Primer has 
excellent direct-to-metal adhesion and 
VOC flexibility!

AKZONOBEL | www.akzonobel.com

ADVERTISEMENT
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Comprehensive. Simple. Mobile.

W
hether you manage a 

small or large collision 

center, the CCC ONE® 

Total Repair Platform 

can help you optimize cycle time, sim-

plify operational management, and 

streamline your processes with a unified 

workflow platform.

Plus, the CCC ONE Total Repair Plat-

form is a modular solution. Start only 

with what you need, 

and expand as your 

business grows.

CCC ONE ®  Est i-

mating is the founda-

tion of the Total Repair 

Platform. It is an inno-

vative, fully hosted plat-

form that connects you 

to the most insurers 

while allowing you to 

write estimates easier, 

faster, and with more 

accuracy — from your 

desk or right at the car. 

Unlike  other stand-

alone  applicat ions, 

CCC ONE allows you 

to add features as your 

business grows to pro-

vide you with a single 

platform where you 

can do all of your work 

in one place. 

You’re already working hard to be 

the best – but are you working smart? 

CCC ONE® Repair Workflow is your 

shop management solution. It helps you 

capture more business, complete repairs 

faster, and improve your margins. With 

estimating and shop management in 

a single application, CCC ONE Repair 

Workflow eliminates the need to spend 

time importing and balancing estimates. 

CCC ONE Repair Workflow also offers 

you the ability to manage your parts elec-

tronically and automate your processes. 

Get live quotes, purchase parts, and re-

ceive electronic invoices all from within 

CCC ONE. When orders are confirmed, 

supplier invoices flow back through 

CCC ONE Repair Workflow, eliminating 

wasted time manually rekeying data.

Looking to take customer experience 

to the next level? CCC ONE® UpdatePlus 

sends  appointment reminders  and 

keeps your customers informed dur-

ing the repair process with a series of 

friendly, personalized status updates 

sent via email or text message. After the 

repair is complete, customers receive a 

quick survey, which gives you valuable 

insight into their level of satisfaction. 

This customer feedback provides an 

opportunity to understand and improve 

your shop operations to ensure the 

highest levels of customer satisfaction.

And as a CCC ONE user, your shop is 

accessible on Carwise Shop Finder, the 

service that makes it easier for custom-

ers to locate and learn about your shop 

online. Carwise can help you get found 

in online search results, which can mean 

more customers through your door. Share 

ratings and reviews from actual customers 

and allow potential customers to connect 

with you directly at no added cost.

With additional tools like CCC ONE® 

Repair Methods that provide repair pro-

cedures when you need them, and DRP 

solutions to help you manage your insur-

ance carrier relationships, CCC ONE has 

everything you need to run your shop.

CCC INFORMATION SERVICES
1-877-208-6155
www.cccis.com

CCC ONE®  

Total Repair Platform
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W
hether your shop follows traditional Ameri-

can repair methods using a frame rack or does 

more European fixturing with a bench, your 

local Chief distributor has the products you 

need to get your customers’ vehicles back to OE specs.

Chief is a single source for collision repair equipment includ-

ing frame racks, vehicle-anchoring systems, measuring systems, 

welders, wheel aligners, wheel balancers, tire changers, rivet 

guns, adhesive debonders and fume extractors. Through Chief 

University, Chief provides unsurpassed comprehensive collision 

repair training. The most recent addition to the Chief line-up is 

the Globaljig® Presented by Chief® line of benches and universal 

fixture systems.

Globaljig presented by Chief

“In North America, where the best-selling vehicle for 40 con-

secutive years has been a pickup truck, frame racks remain 

integral to proper collision repair,” says Mike Cranfill, vice 

president of global collision and new business development 

for Vehicle Service Group, parent company of Chief. “But as 

car manufacturers continuously evolve their new vehicle de-

signs to meet stringent CAFE standards, we have seen repair 

methodologies used in European markets expand deeper into 

North American shops. As a result, we forged exclusive market-

ing and distribution rights for Globaljig collision repair equip-

ment in the United States and Canada to off er our customers 

a simple, fast and easy-to-use bench and fi xture system to sup-

plement their frame racks.”

Globaljig Presented by Chief equipment has been approved by 

a number of vehicle OEMs including Alfa Romeo, Aston Martin, 

FIAT, Honda, Hyundai, Jaguar, Jeep, Lancia, Land Rover, Maserati, 

Mitsubishi, Nissan, Saab, Tesla, Toyota, Volvo and others.

Single source for benches

Globaljig Presented by Chief off ers six benches that all work 

with the brand’s universal fi xture system to eliminate the need 

to buy or rent vehicle-specifi c fi xtures. In addition to being used 

to make frame repairs or for parts replacement, the benches can 

also be used for vehicle tear down and reassembly, sheet metal 

repair and blueprinting operations.

The versatile Super Rotax is the flagship of the Globaljig 

Presented by Chief line of certified structural repair systems. 

It can be used both as a fixture bench or as a traditional pull-

ing machine using pinch weld clamps for cars or truck-holding 

clamps for SUVs and light-duty trucks. The Super Rotax bench 

offers 360-degree 10-ton pulling and provides 5 feet 9 inches of 

uninhibited working height with 11,000 lbs. of lifting capacity.

The Globaljig Presented by Chief Koala bench combines a 

small footprint with the versatility to accommodate most body 

shop structural collision repair jobs. It offers 360-degrees of 10-

ton pulling, and can raise vehicles weighing up to 5,500 lbs. to an 

ergonomic working height of up to 5 feet 3 inches. Koala is the 

smallest bench on the market capable of offering 8- to 10-point 

center section holding.

Globaljig measuring system

Th e Globaljig Presented by Chief GlobalScan™ computerized 

measuring system works seamlessly with any Globaljig collision 

repair bench to identify and document all structural damage 

on a collision-damaged vehicle. It integrates the precision of 

laser scanning with a database of vehicle specs for unmatched 

accuracy in collision analysis and repair. Multiple points on the 

vehicle are measured simultaneously in real time, so techni-

cians can easily monitor the eff ect of a pull on the entire vehicle. 

GlobalScan also documents every step of the repair process, 

including before and after repair printouts.

Expanding with the needs of the industry

Th e world of collision repair continues to expand, along with an 

increased reliance on the repair procedures of manufacturers 

from around the globe. Couple this with the ever-present pres-

sure to control costs and it’s easy to see why more and more 

repair shop managers want to deal with a single-source solution 

provider like Chief for their collision repair equipment. 

Chief
®

 has you covered

(800)445-9262 | www.chiefautomotive.com

Super Rotax
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TYG first to use NSF International’s 

sustainability mark

N
SF International, a global organization with more 

than 70 years of certification experience, certified 

Tong Yang Group (TYG) as the first manufacturer 

in Taiwan authorized to use the NSF sustainability 

mark with automotive parts that use low volatile organic com-

pound (VOC) paints and primers. TYG automotive bumper 

covers meet NSF’s parts certification and environmental require-

ments for VOC paint / primer usage.  

Parts certification

In 2012, TYG’s bumper components were among the first parts 

certified by NSF International to be equivalent in form, fit and 

function to OE service parts and to meet NSF’s other rigorous 

certification requirements.

Tong Yang serves over 1,800 customers in more than 200 

countries and operates more than 10,000 tooling sets. By in-

tegrating all products in Taiwan, Tong Yang offers more than 

10,000 varieties of products to fulfill customers’ needs for parts 

and services in one stop.

Sustainability certification

Earning additional sustainability certification involved NSF In-

ternational auditing Tong Yang’s manufacturing facility to de-

termine compliance with the U.S. EPA’s national VOC emission 

standards for automobile refinish coatings and the California 

VOC content limits.

“We are honored to be the first automotive parts manufacturer 

in Taiwan to use the NSF International sustainability mark,” said 

Nick Sun, Assistant Vice President, Tong Yang Industry Co. Ltd. 

“The NSF mark underscores Tong Yang’s commitment to protect-

ing the environment and to outstanding manufacturing practices.”

NSF certified automotive parts manufacturers undergo 

in-plant audits and their parts must pass vehicle test fit (VTF) 

and appearance, surface coating, material thickness, material 

composition and performance/function evaluations as well as 

meet in-plant quality control testing and packaging require-

ments. Only manufacturers that meet these requirements, and 

who also pass NSF environmental audits, are authorized to use 

the NSF sustainability mark.

In 2015, NSF International was the first organization to in-

troduce a mark to identify automotive parts that use low VOC 

primers and paints as well as other environmentally-friendly 

material and processes.

“In addition to meeting NSF ’s automotive parts certification 

requirements for bumper components, fenders, hoods, grilles, 

absorbers, etc., Tong Yang also meets sustainability require-

ments for low VOC paint usage, raising the bar for others in the 

industry to follow,” said Bob Frayer, NSF International’s Global 

Managing Director of Automotive Certification Programs.

Certified automotive parts appear in NSF International’s 

online listings. 

Automotive supply chain certification

NSF International’s automotive supply chain certification serv-

ices ensure the highest quality parts and services:

r� $PMMJTJPO�QBSUT�EJTUSJCVUPS�DFSUJêDBUJPO�DPOêSNT�EJTUSJCVUPST�

who sell aftermarket parts meet the highest criteria for system 

management.

r� $PMMJTJPO�SFQBJS�TIPQ�DFSUJêDBUJPO�WFSJêFT�UIF�DBQBCJMJUZ�PG�B�

repair shop’s facility, procedures, training and internal processes 

to execute higher quality, consistent and safer repairs.

r� 3FDZDMFS�DFSUJêDBUJPO�DPOêSNT�SFDZDMFST��BCJMJUZ�UP�NFFU�FY-

tensive grading, labeling and traceability requirements as well 

as federal, state and local recycler regulations.

Manufacturers or distributors of automotive parts, repair 

shops and auto recyclers seeking more information about cer-

tification can visit nsfautomotive.com or contact the NSF Inter-

national at autocert@nsf.org.

NSF
www.nsfautomotive.com
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PPG offers speed repair system 
for minor dings and scratches

T
he DELTRON® Speed Prime Re-

pair System for Minor Damage 

is designed to help collision 

shops add revenue by offer-

ing fast, economical repair of scratches, 

dings and small dents, including dimples 

resulting from hailstorms.

r� �3FQBJS�NJOPS�EBNBHF�GPS�BEEFE�

SFWFOVF

r� "JS�ESZ�TZTUFN

r� 'BTU�BOE�FDPOPNJDBM

r� "MUFSOBUJWF�UP�QBJOUMFTT�EFOU�SFQBJS

“Repairing minor damage like small 

scratches or dents is often overlooked as 

an additional source of revenue when a 

customer brings in a vehicle for collision 

repairs,” says Steve Lehner, PPG segment 

manager, premium solvent brands. “Of-

fering a fast, air-dry selection of products, 

this Deltron repair system makes repair 

of minor blemishes and small dents 

quick and economical. Additionally, as a 

viable alternative to paintless dent repair, 

it gives collision shops the opportunity to 

earn extra business from leased car own-

ers seeking to fix these minor blemishes 

before turning in their vehicles.”

PPG’s DPS3105 

V-PRIME® Urethane 

Surfacer is the foun-

dation of this fast 

repair process. DPS3105 features dry-

to-sand times as little as 30 minutes and 

a high film build per coat. The primer is 

rollable, can be wet-sanded, and dries 

to a gloss-like finish, so it also offers the 

benefits of a built-in guide coat.  2K ure-

thane surfacers like DPS3105 offer much 

better durability and holdout over 

sprayable polyester surfacers. 

Deltron DBC basecoat is the 

recommended topcoat for the 

speed prime repair system. DBC 

color can be applied directly to the 

sanded urethane surfacer and only 

requires 15 minutes 

to air dry. In some 

cases painters may 

choose to apply 

D B C  5 0 0  c o l o r 

blender as a “wet 

bed” before apply-

ing the basecoat.

The third component of the speed 

repair system for minor damage is 

PPG’s DC2000 Ultra Velocity Clearcoat. 

DC2000 requires no flash between coats 

and air dries, ready to polish, in as little as 

25 to 30 minutes.

To assist collision shops in imple-

menting this repair process as an added 

service to customers, PPG has produced 

a short, step-by-step video tutorial on the 

Deltron Speed Prime Repair System for 

Minor Damage.  Watch the video at you-

tube.com/ppgrefinish, or visit ppgrefin-

ish.com to learn more.

PPG | www.ppgrefinish.com
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P
ro Spot provides on-going train-

ing to all of our distributors and 

their technicians; therefore, all 

owners of Pro Spot products re-

ceive complete training first hand. Pro Spot 

has two ASE certified training programs that 

are I-CAR alliance approved. Pro Spot also 

has a fully equipped training facility at their 

Headquarters & Manufacturing Facility in 

Carlsbad, CA for groups to come in and train 

on any and all products.

Another training tool is Pro Spot’s unique 

My.prospot.com, which includes interactive 

training courses for shops and technicians to 

access online.

Pro Spot is constantly striving to stay 

ahead of the game so that the shops can hit 

the ground running when a new vehicle hits 

the market. Whether Pro Spot is implement-

ing new and cutting edge technical support 

web seminars or working with industry 

partners to create new programs, Pro Spot is 

always looking for ways to better our custom-

ers’ experiences.

Pro Spot and I-CAR have partnered up re-

cently to offer a program dedicated to getting 

individuals trained in Rivet Bonding. If you 

purchase a PR-5 Rivet gun, Pro Spot will pay 

for two technicians to attend I-CAR’s RVT-1 

Rivet Bonding Hands-On Course.

Pro Spot offers ongoing 
training and service

PRO SPOT
(877) PRO-SPOT
www.prospot.com



ADVERTISEMENT

W
ith the SATAjet 1500 B 

SoLV, the German pre-

mium manufacturer 

SATA added a new high 

quality, excellent value spray gun just in 

time for 2017.  The SATAjet 1500 SoLV is 

designed for full system applications: sol-

vent-based basecoats, either Low VOC or 

National Rule as well as spraying sealer 

and clearcoat. 

The SATAjet 1500 B SoLV is available 

in both HVLP and RP, RP version is now 

approved for SCAQMD.   Pending EPA 

approval.

Available in 1.3 and 1.4 nozzle sizes, 

the nozzle system meets the demands 

for topcoat applications and delivers 

even material distribution throughout 

the entire spray pattern. The air pressure 

ranges from 7-29 psi, which allows for a 

fast working speed. Other benefits are a 

balanced design, which provides comfort 

and ergonomics. The easy-to clean du-

rable surface of the spray gun will work 

with any solvent-based material.  The 

long life stainless nozzle set will last you 

a long time as well.

The SATAjet 1500 B SoLV is very flex-

ible, and useful when spraying everything 

from lower solids alkyd enamels, and 

commercial coatings to high solids acrylic 

urethanes.  The spray gun is designed with 

low overspray and a low material con-

sumption.  Most common nozzle sizes 

for your general purpose use would be 

in HVLP the 1.4, especially if you like to 

spray fast, or 1.3 if you like to spray a little 

slower, with more attention to detail, and 

in the RP model the 1.3.  The HVLP uses 

only 12.4 CFM of air volume at 26 psi inlet 

pressure and the RP version uses only 10.2 

CFM air volume at 29 psi.  You should be 

able to run this with a 5 hp compressor if 

you have a storage tank. If you have larger 

compressors in the shop, it will not work 

them very hard at all.

Harrison’s Body Shop Inc. in Macon, 

Georgia, painter Jeremy Winters has 

been using the SATAjet 1500 B SoLV guns 

since they were released at SEMA.  He has 

made a video about the use on YouTube, 

and is very impressed with the perfor-

mance when spraying solvent. “I think 

the 1500 SoLV is a great gun.  For solvent 

and low VOC applications, SATA nailed it 

once again. With the slightly shorter, but 

wider fan, it allows me to get coverage 

faster, and reduces my time in the booth.  

Not to mention being at a great price, you 

can’t go wrong with this gun” said Winters. 

To those who have or have not used 

SATA spray guns before, step-up and try 

SATA’s affordable, high quality SATAjet 

1500 B SoLV.
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The SATAjet 1500 B SoLV — 
your solvent paint solution

SATA 
800-533-8016 | www.satausa.com

TONY LARIMER has been 
with Dan Am Company for 
21 years and is the Director 
of Sales & Marketing. He 
is responsible for sales 
representatives, programs, 

ads and marketing, as well as social media.
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I
Introducing! U-POL Rapid System 2:1 Clearcoat — A new 

generation of ultra-fast curing automotive repair products.

Rapid System Clearcoat with unique new Rapid Cure 

Technology is a high performance clearcoat that gives an 

exceptional high gloss ‘just buffed’ finish and cures in a fraction 

of the time compared to conventional clearcoats. It is easy to 

apply and significantly reduces cycle time, increasing productiv-

ity and reducing costs.

Developed in the U-POL lab in the United Kingdom, Rapid 

System Clearcoat uses exclusive Rapid Cure Technology to dry 

in as fast as 10 minutes. Rapid System Clearcoat can be air-

dried, oven baked or IR cured and requires only one hardener 

for all temperatures, climates and conditions. This reduces in-

ventory and stock investment and gives flexibility for use in all 

types of shop environments. Increase productivity by as much 

as 40% over conventional clears and even more when used in 

conjunction with other Rapid System Products. 

Rapid System Clearcoat offers an exceptional gloss finish 

that in most cases requires no buffing. Rapid System Clearcoat 

is low odor and easy to apply. U-POL offers a 5-year limited 

warranty with Rapid System Clearcoat.

Guy Williams, U-POL Global CEO, commented, “We are 

extremely excited to get this revolutionary clear out to the US 

market. Our researchers and scientists spent countless months 

developing, testing and perfecting the Rapid System. We know 

our customers will be as pleased with the results as we are. 

This is truly a game-changing product line!”

U-POL Rapid System is a new generation of ultra-fast curing 

automotive repair products, including body fillers, glazes, prim-

ers and clearcoats. When used together, Rapid System can save 

a body shop significant time, resources and money. To learn 

more about the Rapid System, visit www.rapid.u-pol.com. To 

learn more about all of U-POL products, visit www.u-pol.com.

U-POL Rapid System 
2:1 Clearcoat 
A new generation of ultra-fast curing automotive repair products

U-POL
www.u-pol.com
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HEAVY-DUTY 
FRAME RACK
The Chassis Liner Heavy-
Duty Trucker™ is available 
from Chief distributors to 
provide a cost-effective, 
versatile pulling package for 
repairing a wide range of heavy-duty vehicles, including trucks, 
trailers, buses and recreational vehicles. It is available with four, 
six or eight 7-foot-tall cab towers, providing 360 degrees of pull-
ing with 25 tons of pulling power and two pulls per tower.
WWW.CHIEFAUTOMOTIVE.COM

MID-RANGE RESISTANCE SPOT WELDER
Car-O-Liner’s newest mid-range resistance 
spot welder, the CTR7, works with all new 
high-strength steels. The unique product de-
sign offers a low center of gravity for safe, 
easy handling. The aluminum telescope 
support arm adjusts horizontally and verti-
cally. Features include cutting edge inverter 
technology, welding currents to 12,000 
amps and transformer gun technology for a 
greater working range up to 20 feet.
WWW.CAR-O-LINER.COM

POWDER GUIDE COAT
Collision center technicans save time and 
expensive materials while reducing re-work on 
every job with Premium Powder Guide Coat 
from SEM. Packaged in a convenient aerosol, 
the product dries instantly and sands imme-
diately. No more messy tubs, wasted product, 
masking or clogged sandpaper. This premium 
guide coat has exceptional detection of even 
the smallest pinholes, reducing re-work and 
assisting in a fl awless fi nish.
WWW.SEMPRODUCTS.COM

HOSE REELS
Coxreels is proud to introduce the 
new roller bracket assemblies for 
the Challenger Series. The function 
of the roller bracket, as it is on other 
models such as the 1125-Series 
and the 1175-Series, is to assist in 
guiding the hose during both exten-
sion and retraction. The roller bracket assembly is available only 
in a four-way upper roller format, due to the compact size of the 
Challenger platform.
WWW.COXREELS.COM

ALUMINUM CUT-OFF WHEEL
Motor Guard’s Magna-Cutter abrasive cut-off 
wheel has been specially formulated to cut 
aluminum fast, cool and clean with no loading. 
This resin-bonded abrasive cut-off wheel is 
specifi cally designed for cutting automotive 
aluminum body panels and structural compo-
nents. Available in 3” (JMC300AL) and 4” (JMC400AL) diam-
eters, these Type 1 wheels are made in the USA. Unlike standard 
wheels, they contain no ferrous materials, ensuring contaminant-
free cutting of aluminum body panels and structural components.
WWW.MOTORGUARD.COM

DING MASSAGER
Dent Fix’s Ultra Ding Massager (DF-
DM555UDX) provides everything the tech-
nician needs to complete a successful PDR 
glue pull on OEM paint. Dent Fix expanded 
their Ding Massager Deluxe Kit to now 
include a knock-down tool with two heads, 15 improved varieties of 
pulling nibs and hand t-puller for hand pulls. The new and rede-
signed pulling tabs provide the technician with more choices and 
nib surfaces for better fi tment, which improves grip when repairing 
the many varieties of dings and minor dents from small to large.
WWW.DENTFIX.COM

HEADLIGHT CLEAR COAT
3M Auto announces its latest product, 
3M™ Quick Headlight Clear Coat, which 
was designed to offer extreme headlight 
protection. Engineered for a quick and easy 
application, the 3M™ Quick Headlight Clear 
Coat offers extreme UV protection. After 
the headlight lens has been restored, the 
professional grade headlight wipe offers 
protection to make headlights last up to 
four times longer than they originally would.
WWW.3MAUTO.COM

MICRO WELDER
Amada Miyachi America Inc. announces 
the release of the UB29A Linear DC 
Micro Welder, an addition to the existing 
product line that provides a larger current 
range, greater control and markedly faster 
rise time for micro-miniature resistance 
welding. Featuring closed-loop feedback, 
fast response times and a controlled pre-
cise energy waveform, the new UB29A is ideal for safety-critical 
multiple applications, including the automotive market.
WWW.AMADAMIYACHI.COM
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MARKETPLACE

PRODUCTS & SERVICES

Paint stripe complete cars or match and repair just 

about any stripe that comes into your shop as easy 

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

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

cleanest, sharpest line. Available in 56 different styles.

FOR FREE SAMPLES CALL TOLL FREE

1(800) 228-1258

www.f inessepinstr ip ing.com

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

for the sharpest painted-on stripes

For more information, call Wright’s Media at  

877.652.5295 or visit our website at  

www.wrightsmedia.com

Logo Licensing    |    Reprints    |    Eprints    |    Plaques

Leverage branded content from ABRN to create a 

more powerful and sophisticated statement about 

your product, service, or company in your next 

marketing campaign. Contact Wright’s Media to 

acknowledgements and recognitions to enhance 

your marketing strategies.

Content Licensing  

for Every

Marketing Strategy

t Outdoor

t  Direct Mail

t  Print Advertising

t  Tradeshow/POP Displays

t Social Media

t Radio & Television
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SAVE THE DATE
12-14 JUNE 2017
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OUR PARTNERS
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Ways to diversify your 
referral sources
Utilizing the concept of Giver’s Gain benefits everyone involved

D
o the majority of your referrals 

come from just a couple of DRP 

programs? If so, you may want to 

look at how to increase your refer-

rals from other sources.

Local business networking

Business professionals will fi nd signifi cant benefi ts 

when they participate in local networking groups, 

as they will find results that include professional 

development along with business exposure, result-

ing in new referrals. By joining a great local business 

networking group, you will have a sales team of 20 

to 40 business professionals — people who actively 

look for ways to send you referrals. It is based on the 

concept known as Giver’s Gain. While you are giving 

referrals to your network partners, they are providing 

your business with those vital new referrals necessary 

for growth of your business. You commit to develop 

relationships with the networking group, you act as a 

part of their sales team, and they do the same for you. 

Insurance agent marketing visits

Implementing weekly visits to local insurance agents can be a great 

source for referrals. Th is can be benefi cial for both DRP and non-

DRP shops; some customers call their agent for advice before ever 

calling the claims department. If you do not have relationships with 

your local insurance agents, the fi rst step is to set up a one-on-one 

meeting with the agent. Use this fi rst meeting to introduce yourself, 

share about your facility (the value you provide your customers), 

and take time to listen to what is important to the insurance agent. 

Find common ground, whether it is company values, customer 

service and/or what it is that will help the insurance agent. Again, 

this too is based on Giver’s Gain — the level of service you provide 

your mutual customers is a direct refl ection on the agent who refers 

your shops. Once you have the opportunity for introduction, con-

sistent contact is important — always show respect for their time.  

Web exposure and online reviews

We have seen a signifi cant increase in the number of customers 

who indicate they chose our shop because of online 

reviews. Like it or not, this is the day of the Internet. 

People can and will post about their experience with 

your shop. Typically, people post when they are in a 

high emotional state — they are either ecstatic about 

the service you provided or they are really upset about 

their experience. We have found the best way to han-

dle online reviews is to acknowledge them (good or 

bad), say thank you to the customers who take time 

to share their positive experience and do the same for 

the ones who post negative things about your shop. 

Yes, thank them for taking time to share about their 

experience; that is how we learn and grow. How you 

respond to public complaints will communicate to 

potential customers how they will be treated. Th ere 

are going to be those negative reviews that are bogus, 

and in that case, sometimes the best thing to do is not 

acknowledge it. We don’t always have to have the last 

word. Bottom line: you need to be monitoring and 

managing your web presence. 

Community involvement

I have been a shop owner for 15 years, and through those years I 

have had the opportunity to meet some amazing people. I fi rmly 

believe where much is given, much is required. Th at is why we 

are involved in our community and outside the United States. 

Th e same philosophy that I mentioned above, Giver’s Gain, ap-

plies to your community involvement. Give back! Give back 

through local schools, through non-profi ts that are working to 

better the lives of those in your community. Be a mentor. Off er a 

discount to your customers if they bring in donations. Th ere are 

so many ways we can give back to our community. Th e motiva-

tion is not to get more business; however, we have found that to 

be a direct result because people want to support businesses 

who are community-focused.

THE LAST DETAIL

BY JOINING A 
LOCAL BUSINESS 
NETWORKING 
GROUP, YOU WILL 
HAVE A SALES TEAM 
OF TWENTY TO 
FORTY BUSINESS 
PROFESSIONALS.

SHERYL DRIGGERS is the owner of Universal Collision Center 
in Tallahassee, Fla. Through her career, she has gained specialized 
experience in marketing, management, public speaking, teaching and 
fiscal oversight. 
sheryld@universalcollision.com
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ALUMINUM SAFE.

CLEAN SHOP.

EASY TO USE.

DUST-FREE

SANDING SYSTEM
SAFELY & QUICKLY EXTRACT DUST

• EXTREMELY LIGHTWEIGHT 14LBS.

• HIGH PORTABILITY 

• LOW AIR CONSUMPTION 5-7 CFM

• NO ELECTRIC MOTOR - AIR OPERATED

SAND & CLEAN AS YOU GO!

DUAL ACTION ORBITAL SANDER SANDING BLOCK

NEW PRODUCT

SPOT WELDING • MIG WELDING • RIVETING SYSTEMS

ALUMINUM DENT REPAIR • PLASMA CUTTING

PROSPOT.COM
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Colorvation is a unique, comprehensive, 

user-friendly approach to vehicle 

refinishing featuring the most advanced 

digital color technology available. Based 

on our innovative tools, Automatchic™ 

and MIXIT™, AkzoNobel’s digital platform 

brings measurable improvements for 

your business – greater accuracy, 

greater efficiency and ultimately, greater 

profitability. Are you ready to give your 

business the digital advantage?

To find out how Colorvation can give  

your business the edge, contact one of 

our digital color experts today, and visit  

www.colorvation.com.
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