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To learn how the collective expertise of our industry leaders can boost you shop’s bottom line,  
visit www.refnishsolutionsgroup.com or call (518) 266-2414 for more information

POWER IN PARTNERSHIP
The Refinish Solutions Group delivers an integrated products 

and services network represented by Saint-Gobain while 

maintaining the product and technical expertise of the network 

partners. This unique alliance of industry leaders is committed 

to helping collision shops optimize their refinish processes and 

outcomes to improve shop profitability.

The ICAR training and operational best practices provided by 

the solutions group partners ensures your technicians are 

up-to-date with the latest technologies and process 

advancements. Refinishing operations that utilize our training 

and best practices can lower costs and boost critical CSI scores 

while improving procedural consistency of all technicians.

CORE COMPETENCIES

The Refinish Solutions Group manufacturers bring focused expertise and know-how to deliver a single, comprehensive refinishing 

solutions system to increase productivity, reduce cycle time, and improve quality. 
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NACE AUTOMECHANIKA 

KICKS OFF IN CHICAGO 

AND OFFERS MECHANICAL, 

COLLISION EDUCATIONAL 

SEMINARS, AN EXPO, AND A 

HOST OF CO-LOCATED EVENTS

PRIORITIZING 
SURFACE PREP
Proper preparation is necessary 
to ensure a successful repair

FIVE STEPS TO ADD PINSTRIPING TO YOUR SHOP
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WELCOMING NEW 
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TO SHOP READINESS 34
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REFINE PARTS 
PROCUREMENT
Implement policies to help limit returns, maintain 
cash fl ow and hold all stakeholders accountable
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2018 NACE AUTOMECHANIKA 

AUG. 8-10 IN ATLANTA
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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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BREAKING
NEWS

TRENDING

PARTNERSHIP UNVEILS 
MORE POWERFUL, 
IMPACTFUL EVENT
Automechanika Chicago 
and NACE came together 
as one event in 2017, 
bringing the collision and 
mechanical segments of 
the industry together for a 
more successful program.
ABRN.COM/PARTNERS

TAKE YOUR 
AUTOMECHANIKA 
EXPERIENCE 
INTERNATIONAL
One of NACE 
Automechanika’s 
organizers — Messe 
Frankfurt — is also 
involved in Automechanika 
Frankfurt in Germany.
ABRN.COM/FRANKFURT18

CREF PRESENTS FUNDS 
TO SUPPORT INDUSTRY 
EDUCATION
The Collision Repair 
Education Foundation 
continued its mission 
to support industry 
education by presenting 
a donation during NACE 
Automechanika Chicago.
ABRN.COM/CREFNAMC

USING MATH TO 
MEASURE, IMPROVE 
AUTO SERVICE RESULTS
Bob Greenwood with the 
Automotive Aftermarket 
E-Learning Centre Ltd. 
taught attendees how to 
elevate service excellence 
using productivity 
mathematics.
ABRN.COM/MATHSKILLS

NACE AUTOMECHANIKA 
MOVING TO ATLANTA 
IN 2018
NACE Automechanika is 
heading south in 2018 — 
to Atlanta. The event will 
take place at the Georgia 
World Congress Center 
in downtown Atlanta from 
August 8-10.
ABRN.COM/NAMC18

>> FORUM CONTINUES ON PAGE 10

NACE AUTOMECHANIKA 2017 IN 
CHICAGO KICKS OFF
KRISTA MCNAMARA // 
Content Channel Director

CHICAG O — NACE Auto-

mechanika 2017 opened its doors 

in downtown Chicago last  month.

McCormick Place West hosted the 

July 26-29 training and expo event,  

which was the official launch of the 

combined NACE and Automechanika 

Chicago events. The entities joined 

forces last year to bring both collision 

and me chanical  segments of  the 

industry a trade show and training 

event with more impact, education 

and takeaways than either could 

provide on their own. 

The show also hosted a multitude of 

co-located events, including the Collision 

Industry Conference, MSO Symposium, 

Advanced Technology Diagnostic 

Repair Forum and Business Outlook 

Conference, among others.

Show organizers Messe Frankfurt, 

UBM and the Automotive Ser vice 

Association also treated attendees to 

a party at the Field Museum. NACE 

Automechanika 2018 will take place in 

Atlanta, August 8-10.

CHICAGO TRAINING

FORUM: PRE- AND 
POST-SCANNING 
HERE TO STAY
CHICAGO – “Is this the new 
normal?” Russell Thrall III, Editor 
in Chief of CollisionWeek, posed 
that question to panelists of the 
“Advanced Vehicle Technology 
Ensures that Pre- and Post-
Scanning is Here to Stay!” portion 
of the Advanced Technology & 
Diagnostic Repair Forum at Hyatt 
Regency McCormick Place.

While all of the panelists 
answered with a conclusive 
“yes” — pre- and post-scanning 
is necessary and thus the new 
normal — some had variations on 
that theme.

Chris Evans, Claim Consultant 
P&C Claims, State Farm Insurance 
noted, “This is a trend that is not 
going to turn around. Consumers 
are buying vehicles more for 
their convenience systems than 
for anything else. The need for 
scanning is not going away at all.”

Darrell Amberson, President of 

VEHICLE TECHNOLOGY

PHOTO:  ABRN STAFF

FOCUS ON 2017
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INDUSTRY REVIEW

MSOS CONTINUE TO GROW, BUT OPPORTUNITIES 
REMAIN IN THE COLLISION INDUSTRY
KRISTA MCNAMARA // Content Channel Director

CHICAGO — MSOs will continue to gain market share over the 

next four years, but a lot of the collision repair industry will still 

remain for smaller MSOs and independents shops in which to 

continue to grow and be successful.

Vincent Romans with The Romans Group presented his 

industry outlook and projects for the future of the collision re-

pair industry at the 2017 MSO Symposium during NACE Au-

tomechanika in Chicago.

By 2021, Romans predicts the top four MSOs and those with 

revenue of $10 million or higher will continue to grow to encom-

pass nearly 45 percent of the collision repair market. This equates 

to $16.7 billion of what will be an estimated $37.6 billion industry.

But this leaves 55 percent of the industry available for 

other repairers in the market. “There is still a lot of industry 

out there for many companies to be successful,” Romans said.

Seven years ago, Romans introduced four pillars impact-

ing the industry: consolidation, contraction, convergence 

and constructive transformation. These pillars remain rel-

evant, but have changed with the industry.

“We are now in the midst of another industry phase that 

continues to build off of these pillars,” Romans said.

Consolidation continues, but is slowing. Instead of continuing 

to buy smaller MSOs, MSOs are instead looking at strategic cluster 

purchases. In terms of contraction, the market is currently in a 

temporary equilibrium. “However, in another two to three years, 

we will see another aggressive contraction,” Romans said.

Convergence remains omnipresent. “It is everywhere and 

it is lightning speed. Innovation and disruptive technology 

are driving this,” Romans said.

Constructive transformation continues long-term, is multi-

faceted and has led to both simple and complex partnerships 

and alliances and segment and market integration, he said.

The industry today — Romans estimated in 2016 14.8 mil-

lion accidents leading to $35.7 billion in revenue — continues 

to change based on these four pillars, but other influences 

are leaving an impact.

Romans cited a host of market conditions that continue to af-

fect the industry: increased DRP involvement; Advanced Driver 

Assistance Systems and autonomous vehicles; private equity; 

telematics; supply chain consolidation; margin pressure; alter-

native appraising models; predictive analysis; photo estimating; 

OEMs; technology’s warp speed; demographics, urbanization 

and changing lifestyles, among  many others.

Private equity has also entered the PBE supply chain, with 

Romans referencing PNC RiverArch Capital acquiring Painter’s 

Supply, with 21 locations in Michigan, Ohio and Indiana, and 

Driven Brands working with numerous private equity groups 

to build out MSO groups within its broader Maaco and CAR-

STAR franchisee networks.

“Individually, these don’t have that much of an impact, 

but taken together they can be very powerful,” Romans said. 

He suggested owners ask themselves: “Am I looking at these 

proactively? Am I reacting? Am I giving up? And if so what 

does that mean for my business?”

Despite so many influencers driving change, there is good 

news, Romans said. The collision repair industry market size 

is growing; consolidation/contraction is slowing; accident 

frequency is increasing, along with claims, repairs and sever-

ity; new vehicle repairs remain strong; and OEMs are having 

a positive influence on certification and repair standards. 

VINCENT ROMANS of The Romans Group addressed the 
2017 MSO Symposium during NACE Automechanika 2017 in Chicago 
at McCormick Place West.

PHOTO: ABRN STAFF

FOCUS ON 2017
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LaMettry’s Collision, had a slightly different take, explaining that 
the industry has not yet transitioned enough for pre- and post-
scanning to be considered “normal.” He expressed, “It is becoming 
the norm; it tends to take—too often—years for the industry to fully 
acclimate to new processes. We have more work to do.”

Mark Woirol, Senior Manager, Allstate/Tech-Cor, looked 
further into the future. “I don’t think it’s the norm. I think it’s a 
new beginning. The issues we face with scanning are just the 
beginning of things to come as vehicle technology becomes more 
advanced. It’s going to be a new generation of how we fi x cars. 
Not long from now, sixty percent of what collision repairers do to 
repair vehicles is not going to be body and paint work,” he noted.

The conversation, moderated by Thrall, covered two of the 
major issues the collision industry is facing in regards to scanning: 
access to OEM repair information and training. 

Matt Dewalt, Co-owner, Legacy Autobody Group, discussed 
his business’s approach to training for scanning. “We use I-CAR 
as a foundation for our training. From there we rely on the OE 
information. It’s a challenge because the industry is lacking a 
unifi ed system to look up OE information,” he explained. 

Adding to the issue of access, Evans addressed the need for 

more detail in the language of scanning requirements. He noted, 
“We don’t need more information, but better information. We 
need more specifi city and detailed information with OEM position 
statements. I’ve made it a point to distinguish between a position 
statement that is generally broad and a detailed technical repair 
procedure. I can see that improving over time. I know OEMs 
are working towards that, but we’re not there yet, and the gap 
between those two references is often the root of friction that 
we’re experiencing in the industry today.”

“From a training perspective, the biggest challenge we have 
is knowing the calibration steps that are necessary,” Woirol 
added. Woirol also explained that it’s not just about having the 
proper information from each OEM, but that OEMs use different 
terms for the same type of procedure. “We need consistent 
conversation and terms from OEMs about what the requirements 
are. This is just like the issue with categorizing high-strength steel 
— everyone has a different defi nition for it.” 

In discussing the issues this new norm presents, all of the 
panelists expressed hope that the industry will adapt and that 
it is actively working to fi nd solutions. DeWalt summed up the 
challenge simply: “Technology has grown exponentially — we just 
have to grow exponentially with it.” 

>> FORUM CONTINUED FROM PAGE 6

FOCUS ON 2017

PANEL: ALL PARTS SHOULD BE CERTIFIED
CHICAGO — Should all parts — crash re-

pair and mechanical — be certifi ed? In a 

word, yes, according to a panelist during 

a CIC presentation in Chicago.

Darrell Amberson with LaMettry’s 

Collision led the CIC Governmental 

Committee panel discussion, “Regula-

tory Impact on Aftermarket Parts,” dur-

ing the CIC meeting in Chicago, which 

took place in conjuction to NACE Au-

tomechanika 2017. His first question, 

“Should all parts be certified?” got a sim-

ple answer from one panelist. “Yes,” said 

Jack Gillis, Certified Automotive Parts 

Association (CAPA), and Consumer 

Federation of America.

“Certification is a generic term. What 

we are really looking for is standards. 

What are the standards that you want 

to see in place? And then certify to those 

standards. There is the story of a cement 

life jacket. It met the standards perfectly. 

But the standards were incorrect. The 

certification is secondary,” Gillis said. 

“What is the standard we are using to 

compare those? That is what needs to 

be fully transparent and scrutinized by 

the industry. And as parts become more 

complex, it is even more important that 

the standards are legitimate, rigid and 

have the ability to prove that both parts 

are the same.”

He also stressed that it is critical to 

determine if the factories themselves are 

able to consistently produce a product 

that meets any set standards. “The first 

step is to determine which factories are 

actually capable of meeting any certifica-

tion requirements,” Gillis said.

Certification is important, but more so 

is parts traceability, said Terry Fortner with 

LKQ/Keystone. Once a part is deemed un-

safe, there needs to be a way to trace where 

and when those parts were used through-

out the industry. LKQ/Keystone, one of 

the largest purchasers of CAPA certified 

parts, focuses very heavily on traceability 

and keeping consumers informed.

“The only way certification is actu-

ally valuable to the consumer is if you 

are tracking the part from beginning to 

end — the materials that go into it, trac-

ing corrosion resistance, its shape and 

size, putting it on a car and crash testing 

it, which no one does. The problem with 

certification now is market penetration 

is not at a level that is sufficient,” said 

Wayne Weikel, Alliance of Automobile 

Manufacturers. “There are so many is-

sues around certification. But until you 

fix this collection of problems, it leaves 

the consumer a little short.”

“I think there is really a place for certi-

fied aftermarket parts. Consumers want 

them. In some cases, it just makes it more 

affordable for them to fix the car. They 

have another alternative,” said Jeanne Sil-

ver with CARSTAR Mundelein in Munde-

lein, Ill. “Functionality is going to become 

a problem. In the consumer’s best inter-

ests, if it works and fits and is affordable, 

then we are going to use them.” 

PARTS CERTIFICATION
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POSITION YOURSELF FOR SUCCESS
BRUCE ADAMS // Managing Editor

Collision industry guru Mike Anderson 

was in fine form July 27 when he pre-

sented “Positioning Yourself in the Col-

lision Repair Industry” during NACE 

Automechanika in Chicago. Anderson, 

a tireless presenter and advocate of the 

collision repair industry, grabbed attend-

ees’ attention with his rapid-fi re, insight-

ful delivery about what it takes to be suc-

cessful in the collision industry.

But this class went beyond the nuts 

and bolts how-to repair talk that I-CAR 

and other organizations do such a great 

job with. Instead, Anderson examined 

three key areas of business: sales and 

marketing; production; and accounting, 

finance and human resources.

Perhaps most compelling was Ander-

son’s explanation of protecting a repair-

er’s brand and the brand of the vehicle 

they are working on. Collision repairers 

who own or operate shops and don’t 

think of their business as a brand, should 

think that way, he said. The automakers 

certainly think that way when their ve-

hicles are being repaired.

For example, a Chrysler study deter-

mined that if a consumer has a bad ex-

perience at a collision repair shop and 

needs to go back to the shop for addi-

tional work or to fix an incorrect repair, 

that affects the customer’s original equip-

ment manufacturer (OEM) brand loyalty.

“What happens is that 60 percent of 

the time consumers lose faith in that car 

brand and trade in their recently repaired 

vehicle within one year,” Anderson said. 

“Of that 60 percent, 63 percent of con-

sumers will purchase a different brand of 

vehicle, according to the Chrysler study.”

In effect, the vehicle brand suffers 

due to a poor experience in the after-

market. Because of that, OEMs are very 

concerned about shops protecting their 

brand. In addition to getting the repair 

right the first time, it also means com-

pleting the repair on 

time on schedule.

Anderson also 

provided an insight-

ful comparison on 

the differences be-

tween what con-

sumers are looking 

f o r,  w h a t  O E M s 

are looking for and 

what the insurers 

are looking for from 

a collision repair 

business. Getting 

involved in an ac-

cident often is a traumatic experience 

for consumers, he said. While repairers 

and insurers deal with the situation daily, 

consumers may only deal with this situa-

tion once every 10 years.

“Consumers are looking for some-

body that they can trust, somebody who 

will be empathetic to their situation, and 

for direction,” Anderson said. Consumers 

often are unfamiliar with the collision re-

pair process of what happens and they are 

looking for guidance to get them through 

the entire repair process. They often turn 

to their insurer to provide that direction.

“Insurers are looking for service, 

speed and accuracy,” Anderson said. 

“They want the repair done right, done 

fast and done on time and without sup-

plements.” Insurers always will be mind-

ful of the bottom line, but they believe 

that if the repair is done right, fast and 

done accurately, then they have a good 

chance to please their insured. If they 

please their insured, they are more likely 

to keep them as a customer.

“OEMs are looking for a safe repair, 

for a proper repair done with the proper 

parts, and for protecting their brand,” 

Anderson said. “Doing a safe and proper 

repair means a couple of things to the 

OEMs. First, it means doing the repair 

according to the correct OEM-recom-

mended repair procedure. If you don’t 

do that you are not going to achieve a 

successful repair.”

It also means doing the repair with 

the right part, and for example, not try-

ing to repair parts that can’t be safely and 

properly repaired. OEMs are concerned 

that shops are researching OEM repair 

procedures and scanning vehicles with 

OEM scan tools prior to delivering the 

vehicle back to the consumer.

Anderson also discussed telematics 

and what role it will play in the future.

“People die in car accidents. Automo-

bile accidents were the fourth leading 

cause of death in the U.S. last year,” An-

derson said. “That is often because first 

responders can’t get to the scene of the 

accident in time. Telematics in vehicles 

will allow first responders to get to the 

accident more quickly.”

It also allows the OEM to commu-

nicate with the consumer very early in 

the process. In fact, telematics will allow 

the OEM to speak to the consumer be-

fore the insurer, and of course, before 

the body shop. In effect, telematics gives 

OEMs the first crack at communicating 

with the customer after the accident, 

which will allow them to recommend 

body shops before the insurer gets in-

volved. So once again, protecting your 

brand and the brand of the OEM can 

prove beneficial. 

MANAGEMENT TRAINING

MIKE ANDERSON engages the crowd during his course, “Positioning 
Yourself in the Collision Repair Industry.”
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IMPLEMENT TRIED AND TRUE PRODUCTION SYSTEMS 
TO THRIVE IN YOUR MARKET
CHICAGO — What allows some collision 

repair shops to thrive in this ever-chang-

ing industry while others struggle? Dave 

Luehr, owner of Elite Body Shop Solu-

tions, provided a comprehensive answer 

to that age-old conundrum for the shop 

owners and industry professionals who 

attended his course, “Greatest Production 

Systems – Th e Secrets of America’s Great-

est Body Shops Series” on July 26 at NACE 

Automechanika Chicago.

Luehr gave a detailed, real-world look 

at how collision repair shops are using 

intuitive and simple production systems, 

while differentiating themselves from the 

competition, in order to thrive. Drawing 

from his more than 30 years of experi-

ence in the industry, Luehr spelled out 

the main strategies and processes suc-

cessful shops incorporate into their 

businesses, including the creation and 

implementation of an operational play-

book, scheduling repairs for optimum 

work in process (WIP), blueprinting and 

Vehicle Damage Appraisal, and continu-

ous improvement best practices.

Luehr stressed to attendees that 

whether your shop is large or small, 

many of these key processes can be im-

plemented. He stated, “A real advantage 

you have as an independently-owned 

business, whether you’re a single store 

or a regional MSO, is your ability to make 

things happen quickly with continuous 

improvement efforts.”

In creating an operational playbook, 

Luehr explained that it’s important to 

have simply written, well-communi-

cated standards and expectations for 

your shop and to know how to enforce 

them. He expressed to his audience, 

“Use your playbook every day as a 

foundation to create a consistent and 

repeatable experience for both your 

employees and customers.”

Luehr covered more technical proce-

dures as well, specifically blueprinting 

and Vehicle Damage Appraisal (VDA). 

After discussing how poorly written esti-

mates lead to process failures, scheduling 

backlogs and substandard repairs, Luehr 

explained that many next-level shops 

have implemented programs to allow 

for a more accurate repair plans prior 

to releasing the vehicle into production, 

such as VDA.

VDA is designed specifically for driv-

able vehicles. The customer is scheduled 

for an appraisal appointment, which usu-

ally lasts about 45 minutes. The shop then 

scans the vehicle for diagnostic trouble 

codes and performs minor disassembly; 

afterwards, the vehicle is safely reassem-

bled. If there are no safety issues, the cus-

tomer is given back their drivable vehicle. 

Once the shop has received all of the cor-

rect parts, they schedule a date with the 

customer to start the repairs immediately.

Luehr commented that many shops 

are quick to dismiss this method. Though 

it is a commitment, time and time again 

he has seen that the shops willing to take 

the risk and put in the effort are finding 

great success with the system.

Luehr also touched on the equipment- 

and process-based solutions of Bodyshop 

Revolution, a modern approach to colli-

sion repair that incorporates advanced 

production management techniques 

and gas catalytic drying technology. Luehr 

described the promise of catalytic drying 

robots and how they are revolutionizing 

the collision repair industry and cycle 

time with their incredible speed.

But, as with all of Luehr’s pointers on 

how to join the best of the best of body 

shops by implementing key processes, 

for shops to take full advantage of this 

catalytic drying technol ogy, they must 

understand and get the basics right first; 

they must be able to produce high-qual-

ity repair work with continuous flow. In 

a time of rapid change, shops can’t re-

vert back to old thinking — they must 

be disciplined enough to stick to new 

proven processes and adapt. As Luehr 

expressed, “The beauty of what some 

of America’s greatest body shops have 

done is to create systems where ordinary 

people can consistently achieve extraor-

dinary results.” 

TRAINING SITE

DAVE LUEHR instructs his course “Greatest Production Systems - The Secrets of America’s 
Greatest Body Shops Series” to a full room.
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YOU CAN GET 
GOOD HELP 
THESE DAYS

A
lthough industry trainers and consultants can bring 

a wealth of information to collision repair shop own-

ers and their employees, they understandably ex-

pect to be paid for the service, value and tools they 

bring to the table. 

But the collision industry also has access to some amazing 

websites and tools that can offer shop owners the information 

or other help they need to solve a challenge — all at no cost. The 

creators or sponsors of these free tools often say they are underuti-

lized. So check out this collection to see how many of the follow-

ing complimentary resources might help you and your business.

Assistance for those in need

Have you or your employees been displaced or lost tools because 

of a storm or natural disaster? Th e Collision Industry Foundation 

(CIF) is a non-profi t organization that off ers individuals in the 

industry assistance after a catastrophe strikes, providing cash, 

equipment, tools or other resources to collision repairers in need.

Earlier this year, for example, the Foundation helped an em-

ployee of a collision shop in West Virginia replace about $2,500 in 

household appliances she lost as a result of severe flooding in the 

area. In 2015, the Foundation helped replace a technician’s tools 

that were stolen while he was deployed overseas in the military.

To donate to the CIF, or to apply for assistance or to let the 

Foundation know of members in the industry in need, visit the 

CIF website: collisionindustryfoundation.org/.

Free guide to OEM information

Th ere’s not a ton of actual OEM repair information at the www.

OEM1stop.com website, but on a single page the site off ers con-

venient links to every automaker’s technical repair information 

website. Just click on any of the 37 automaker logos on the web-

site, indicate whether you need collision or mechanical repair 

information, and you’ll be taken directly to that automaker’s 

information website.

 The website also gives users quick and free access to each of 

the automaker’s position statements on such topics as vehicle 

scanning, wheel reconditioning, clear coat blending, use of al-

ternative parts, etc. 

“Ask I-CAR” for OEM information

If you’ve visited one of those automaker’s website and just can’t 

Collision repairers have access to an array of free

tools and resources to help their business

JOHN YOSWICK // Contributing Editor

OPERATIONS 
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OPERATIONS

seem to find the collision repair infor-

mation you need, your next stop should 

probably be I-CAR’s “Repairability Tech-

nical Support Portal” (https://rts.i-car.

com/). It’s loaded with collision repair 

information — plus a unique service to 

help you out if the information you need 

still eludes you.

The “Ask I-CAR” feature is a way for 

users to email or call I-CAR with a techni-

cal question for which they haven’t been 

able to find an answer. One user, for ex-

ample, told “Ask I-CAR” that he couldn’t 

find the sectioning procedures for the 

B-pillar on a particular vehicle; within 

minutes, the I-CAR representative had 

checked the OEM information website 

and found that, given the type of steel 

used for that B-pillar, no sectioning pro-

cedures are available. All the questions 

and responses processed through “Ask 

I-CAR” are posted in a searchable (by 

year-make-model) database on the site.

If the procedure you ask about is not 

available, I-CAR will attempt to get infor-

mation from the automaker. If the pro-

cedure is available but only through the 

fee-based website operated by the auto-

maker, I-CAR will refer you to that site.

Although accessing some of the “Ask 

I-CAR” information and other features 

on the portal requires a fee (ranging 

from $26 for a day-pass, to $1,790 for 

a shop’s annual subscription), those 

who attend I-CAR training regularly 

can get free access. The information 

is available at no cost, for example, to 

Gold Class shops, Road-to-Gold shops, 

Platinum individuals, and anyone who 

has trained four times with I-CAR in the 

previous 12 months.

Free help with the estimating 

systems

Th ink a labor time in one of the estimat-

ing databases is inadequate? Unclear 

about what’s included and not-included 

in a labor time? Th ink there’s other infor-

mation that’s incorrect or missing in an 

estimating system? It’s time to visit the 

Database Enhancement Gateway (DEG) 

(www.DEGweb.org).

There, anyone in the industry can 

quickly post an inquiry related to the es-

timating system databases. Launched in 

2007 and funded largely by three repairer 

trade associations, the DEG is designed to 

get your inquiry in front of the appropriate 

estimating system provider for a response. 

Those responses — many of which in-

clude changes to labor times — are posted 

in the DEG database. That database now 

includes more than 10,000 inquires.

Although such inquiries can always 

be made directly to the estimating sys-

tem provider, the DEG simplifies and 

standardizes the inquiry process. It in-

volves little more than filling out a brief 

form identifying the vehicle, the area or 

part of the vehicle involved, and includ-

ing one or two sentences explaining 

what information you feel is missing or 

inaccurate in one of the estimating data-

bases. Photos can be submitted as well. 

The DEG gives the entire industry access 

to the information the estimating system 

providers offer in their responses. 

Although the entire process can 

sometimes be completed in just one or 

two days, some inquiries require more 

research (the database of inquiries on 

the DEG website lists the resolution time 

for each).

What have DEG inquiries helped ac-

complish? Just a few examples:

• Inquiry No. 1901, submitted in 2009, 

was triggered when an estimator felt the 

labor allowance for removal and replace-

ment of vehicle name plates seemed 

insufficient to cover cleaning up all the 

adhesive that is left behind after removal. 

Mitchell International confirmed that 

the time does not include cleaning and 

re-taping of nameplates or adhesive ex-

terior trim.

• Inquiry No. 5601, filed in 2013 was 

about missing information in Motor’s 

estimating database (which is used by 

CCC Information Services) for the 2013 

Scion FR-S; it resulted in 39 parts for that 

vehicle now being identified in the data-

base as single-use or non-reusable.

• Inquiry 10480, submitted in early 

2017, resulted in Audatex increasing the 

labor allowance for replacement of the 

wheelhouse on the 2014 Mercedes-Benz 

CLA 250.

The DEG website offers other free in-

formation as well. No estimator should 

be without a copy of the estimating 

guides (often referred to as “P-pages”) for 

all the estimating systems. Understand-

ing these guides is a must in order to 

write a complete and accurate estimate 

in the system(s) you use, or to audit an 

estimate that has been written in a sys-

tem you don’t use. All three can be down-

loaded at no charge from the “Estimate 

Toolbox” section on the DEG website.

Find out “Who Pays for What?”

Ever been told by an insurer, “You’re the 

only one charging for that,” or “My com-

pany doesn’t pay for that?” Find out if 

that’s true or not (spoiler alert: It probably 

isn’t) by downloading the free “Who Pays 

for What?” survey reports produced by 

Collision Advice and CRASH Network.

Industry trainer and consultant Mike 

Anderson of Collision Advice said just 

completing the four different “Who 

Pays” surveys each year can be a good 

reminder of nearly 100 “not-included” 

labor operations and other items that 

shops may wish to include on estimates 

and invoices when appropriate.

For each of those “not-included” line 

items, the surveys ask shops to report how 

regularly they are paid by the top eight larg-

est national insurers. A “Who Pays” survey 

earlier this year, for example, found that 52 

percent of shops (based on more than 600 

who responded) are paid “always” or “most 

of the time” when billing to mask jambs and 

openings. Yet the survey also found that 

nearly one in five shops said they’d never 

billed for that procedure.

“If you don’t itemize this on your esti-

mate, you are doing it for free,” Anderson 

said. “And that’s okay if that’s a business 
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decision you’ve chosen to make. But 

when we ask in the surveys why shops 

have ‘never asked’ to be compensated for 

a procedure, nearly 75 percent of them 

acknowledge they either weren’t aware 

it was a ‘not-included’ item, or they just 

never thought to ask. That’s what we’re 

trying to address with the surveys.”

The free reports break the survey 

responses for each procedure down 

by insurer, by region and by whether 

shops say they are or aren’t a direct re-

pair shop for each insurer. The reports 

also include analysis and resources to 

help shops better understand and use 

the information presented.

Shops can sign up to be notified about 

the quarterly surveys, or download the 

results of previous surveys by visiting 

ABRN.com/CRASHNetwork.

Lots of free tools and forms

As a former shop owner, Anderson’s web-

site (www.CollisionAdvice.com) off ers a 

treasure trove of sample forms and esti-

mating and shop management tools — all 

at no cost (the site does ask you to provide 

an email address to access the resources).

Need a sample of a form to use when 

checking in a vehicle? A form to use to 

issue a written disciplinary warning to 

an employee? Wording for your written 

warranty? Tools to help with your nego-

tiations with insurers over estimate line 

items? It’s all there.

More free help with “not-

included” items

The Automotive Service Association 

(ASA) regularly updates what it calls 

“Not-Included Operations” charts. The 

free publications are designed to ensure 

collision repairers consider all of the pos-

sible operations when they write an es-

timate calling for the installation of new 

or used parts.

The documents are included on the 

“Free Industry Tools and Resources” sec-

tion of the ASA website (http://asashop.

org/tools-resources/free-industry-tools/).

The Society of Collision Repair Spe-

cialists (SCRS) also offers estimating 

help with its free “Guide to Complete 

Repair Planning,” a 24-page handbook 

to help shops generate “the most accu-

rate repair plan…to minimize the need 

or expense of a supplement.” The docu-

ment is broken down by part and body 

type. For a “fender,” for example, it lists 

18 items that may be part of the replace-

ment process, such as removal and re-

installation of a mud flap or fender liner. 

It can be downloaded at no charge at 

ABRN.com/SCRSguide. 

Free consumer information to 

share via social media

Looking for car care tips and other use-

ful consumer information to post to your 

shop’s Facebook page or share using 

other social media tools? Th e National 

Highway Traffi  c Safety Administration 

(NHTSA) off ers a website (http://www.

traffi  csafetymarketing.gov/) packed with 

such information ready for use, all at no 

charge. Th e site can help you off er cus-

tomers information on distracted driv-

ing, driving tips for elderly drivers, child 

car safety, etc.

The OEM Roundtable also has cre-

ated a consumer website (www.CrashRe-

pairInfo.com) that shops can use to help 

educate their customers. It includes in-

formation on how to choose a body shop; 

definitions of common terms used in col-

lision repair and auto insurance claims; 

automaker position statements on recon-

ditioned wheels, vehicle safety systems, 

counterfeit or salvage airbags, etc.; and 

videos such as Honda’s demonstration of a 

mistimed airbag’s impact on a watermelon.

Free help from paint 

manufacturers

Want to know what the manufacturer 

of the line of paint you spray says about 

the need for shops to do fi nal sand and 

polish? Or about blending clearcoat? 

SCRS has collected statements from all 

of the paint companies on these and oth-

er topics that may be helpful for shops in 

their negotiations with insurers. Th ey’re 

all posted to the association’s website 

(http://scrs.com/index.php?id=refi nish-

manufacturer-technical-information).

Keep up with legislation

Unsure what the laws in your state are re-

garding use of non-OEM parts? Need to 

fi le a complaint with your state insurance 

regulator? Want a quick way to contact 

your members of Congress? All of this 

information is available at the ASA leg-

islative website, www.TakingTh eHill.org. 

Sign up at the site to be kept informed 

about legislative or regulatory issues im-

pacting the industry, often with links to 

ready-to-sign letters that will be sent to 

your district’s elected leaders.

State-by-state regulatory help

Th e Collision Industry Conference (CIC) 

“Defi nitions Committee” in recent years 

developed a website to help shops meet 

and comply with federal, state and local 

regulations. Th e website (www.ciccompl-

yandsustain.com) doesn’t do a lot to sim-

plify compliance, but it can help shops 

track down the state-specifi c information 

needed about environmental and worker 

safety regulations.

Grants and scholarships 

available

If you know of a promising future techni-

cian currently or planning to get collision 

repair training at a local school, check out 

the wealth of scholarship opportunities 

specifi c to this industry at the Collision 

Repair Education Foundation website 

(http://collisioneducationfoundation.

org). Th e various grants and scholarships 

can often assist students with tuition, 

fees, books or tools.

JOHN YOSWICK is a 
freelance writer based in 
Portland, Ore., who has been 
writing about the automotive 
industry since 1988. 
jyoswick@spiritone.com
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BOLSTERING
THE COUNT

C
ar count is about much more than advertising. 

This entire article is built on that fact, so I’m not 

going to bury it down the page. In successful shops, 

the money spent by the owner on marketing is only 

responsible for a fraction of the car count in that shop.

This might strike you as insane. After all, we tend to refer to 

“car count” and “advertising” interchangeably. Need more cars? 

Buy this! Send that!

But what causes good car count? What do we do as a shop 

to keep customers coming through the doors?

We retain our existing customers with excellent customer 

service. We do quality inspections and repairs so customers 

know they can trust the quality of our work. We grow our pro-

duction capacity so we can service more vehicles effectively 

while providing superior customer service.

And then — finally — we attract new, quality customers with 

our marketing.

I’m not here to tell you marketing is unimportant. Quality mar-

keting is critical for the health and success of a shop, and anybody 

who tells you a shop can survive on referrals, word of mouth and 

internal marketing is wrong at best, and lying at worst.

Quality marketing — critical as it is — is one piece of your 

car count, and is supported and enhanced by your employees. 

Which is why the employees in our shop know they’re respon-

sible for 80 percent of the car count.

80 percent?!

Why? How? And how do you possibly get your team to take 

that level of responsibility for your shop’s car count?

Why it’s the team’s responsibility

Th e short answer: attrition.

Attrition is the rate at which you’re losing customers. Every 

shop has attrition, which is why a shop that doesn’t advertise to 

attract new customers will die.

Team roles and 

responsibilities 

that will bring cars 

into your shop

OPERATIONS 

DAVID ROGERS // Contributing Editor
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But there are a couple of ways to look at attrition. The first is 

uncontrollable attrition. For example, when a customer moves 

away or loses their job, they stop coming to your shop through 

no fault of your own. This number can vary wildly from market 

to market. A shrinking city like Cleveland has a very different 

uncontrollable attrition than Houston, the fastest growing met-

ropolitan area in the U.S.

The other type of attrition is controllable — for example, 

when we lose a customer because of something we did. Poor 

customer service, mistakes in communication, an experience 

that didn’t match marketing promises and even employee apa-

thy all drive customers away.

While losing a customer is bad enough, controllable attri-

tion is like an infection, destroying the shop from the inside. 

Because the shop doesn’t just lose a single customer; they lose 

that customer’s friends and family, and everyone they know 

on social media. When that customer leaves a bad review, the 

shop also loses potential new customers and their marketing 

becomes less effective.

In other words, unless the entire team is engaged every day in 

the work of attracting and retaining quality customers — unless 

they’re responsible for car count — you’ll go broke trying to do 

enough advertising to attract new customers to replace those 

who have been burned.

Now that we know everybody in your shop is responsible 

for car count, the more important question is: what can each 

member of your team do?

The technicians

Your technicians may never interact with a customer, but they 

still have a large role in how your shop is perceived. 

Obviously, they must fix cars well. If they can’t effectively 

and safely complete the repair, your customers will lose all 

trust in you. But the technician’s ability to attract and retain 

your best customers goes far beyond their basic job respon-

sibility.

Are they pencil-whipping inspections to find the jobs they 

like to do? Are they dogging it on Fridays and letting cars sit in 

the bays over the weekend? Are their notes unclear, making it 

harder to communicate at the front counter?

The thoroughness and efficiency of your technicians is a sig-

nificant part of how your shop is perceived, which is why they 

must be measured and held accountable daily for hitting ap-

propriate benchmarks.

COLLISION REPAIR EQUIPMENTENTQUIPME

COMBINATION TOOL PACKAGE

OPTIONAL ACCESSORIES

AUTO VISION COMPUTERIZED

MEAURING SYSTEM

CALL 1.800.445.8244  WWW.AUTOBODYSHOP.COM
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The courtesy driver

If your shop has a driver to bring customers to and from work or 

home, you have an incredible opportunity to set yourself apart 

from the competition, build trust and create loyalty.

Does the driver see their job the same way? They must be 

trained to dress and communicate professionally, accommodate 

all reasonable requests, and present your shop’s image appro-

priately. All it takes is one car ride where they gossip with a cus-

tomer about the shop or the owner to ruin the customer’s trust.

If they’re gossiping about the company (or you), if they’re 

not dressed professionally, or if they’re not providing superior 

customer service, chances are, they’re contributing to attrition.

The estimator

Th e estimator is responsible for 60 percent to 80 percent of total 

car count in every shop. Th at’s true whether they know it or not. 

It’s also true whether you give them the tools to succeed or not.

That’s because estimators are on the front lines. They over-

see the workmanship quality and production quantity from the 

technicians. Hopefully, you’re measuring the technicians daily 

so your estimators can hold them accountable daily.

They’re also the ones on the front lines communicating with 

the customers, providing excellent customer service and getting 

jobs closed. Hopefully you’re measuring their performance so 

you know how effective they are at educating customers.

And they’re the ones on the front lines when the customer 

leaves, making them say “wow” about your shop’s customer 

service so they look forward to coming back. Hopefully you’re 

measuring your customer loyalty to know whether your custom-

ers truly trust your shop.

The whole staff

Th e culture in your shop is in everything you do. If you have 

a culture of training and accountability, your team will com-

municate well, answer customer questions effectively, inspect 

thoroughly and complete repairs efficiently. Your customers can 

sense a toxic shop culture. Are you measuring daily to create the 

accountability that leads to success?

The owner

From the estimators down to part-time employees who might 

never speak to a customer, attracting and retaining quality cus-

tomers is a whole team eff ort. Th ey must work together to earn 

trust, overdeliver on expectations and earn referrals.

What does that leave for the owner?

The owner is responsible for the marketing budget, of course. 

He or she must be willing to spend enough to grow the shop (at 

least 7 percent of gross sales, according to the Small Business 

Administration), and invest in marketing that attracts high qual-

ity customers who trust you and are ready to buy.

But the owner is also responsible for measuring the team 

daily, holding them accountable for hitting benchmarks, and 

creating a chain of command that allows employees to hold 

each other accountable for attracting and retaining quality 

customers.

After all, it’s impossible to simply tell a team they’re respon-

sible for 80 percent of a shop’s car count. Yes, it’s an accurate 

assessment. But unless they know how they’re performing and 

what performance standards they should be aiming for, it’s just 

guesswork. At best, your team’s success will be unsustainable; 

at worst, they’ll turn away customers with inconsistency.

In other words, you can’t manage what you don’t measure. 

The best way to get your team to take responsibility for car count 

is the same as any other number you want to improve in your 

shop: measurement, training and accountability. 

The good news? When your team accepts that responsibility 

and has the tools to succeed, your growth will be sustainable 

and consistent. You’ll no longer have big peaks and valleys in 

your car count but rather the secret to growth year after year! 

DAVID ROGERS is COO of Keller Bros. Inc., 
and president of Auto Profit Masters. 
contact@autoprofitmasters.com

EXPLORE YOUR UNLIMITED PROFIT POTENTIAL
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MADE IN THE USA
U.S. Patent No. 8,381,409 | U.S. Patent No. 8,997,361

CALL 877.392.6092
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TRAINING 
THE RIGHT 

WAY

D
o you remember the first 

time you saw a colored wir-

ing diagram? Before those 

came along, technicians 

were left deciphering a spaghetti mess 

of wires, connecting 40 (or 400) differ-

ent components and a harness. Trying 

to identify a single wire was a nightmare. 

When they added color, the game 

changed. Now you could see exactly 

where a single wire comes from and 

where it goes. 

From customers to technicians, 

understanding how someone

thinks and learns is key.

DAVID ROGERS // Contributing Editor

OPERATIONS 

Training works the same way. When 

you don’t fully grasp a concept, it’s like 

looking at a black-and-white wiring dia-

gram. Some people may get it, but no 

matter how long others look at that image, 

they only become more frustrated.  

That’s because people learn in differ-

ent ways. Understanding how someone 

thinks can solve hours of frustration ex-

plaining the same thing over and over 

again with no results.

Finding the right way to teach some-

one, whether it’s a technician or a cus-

tomer, is like adding color to a wiring 

diagram. When you explain an idea the 

right way, you can see the lightbulb click 

over their head and — bam — there’s color!  

Multiple learning styles

Not everyone learns the same way. 

Some people can hear a concept once 

and master it. Other people need to see, 

read, touch and feel the concept in real 

life before the idea will click. 

I fall much more into the second group. 

When I don’t understand something, I ask 

someone else to explain or show me how 

it works. You might prefer to tinker or lis-

ten to a podcast. We’re all different. 

It took years of reading articles, listen-

ing to advice and testing concepts in my 

shop before the significance of this finally 

sunk in with me. If not everyone learns 

the same way, I cannot expect the same 

results from each individual using only 

one method. 

There are obvious applications of this 

throughout your shop. Just consider your 

front counter. If you’re advising every cus-

tomer the same way, you’re guarantee-

ing that some people are never going to 

understand what you’re recommending 

and therefore, cannot make an informed 

decision They may buy, but chances are 

high they’ll develop buyer’s remorse and 

never come back.

This is also absolutely true in the rest 

of the shop.

PHOTO: GETTY IMAGES / TETRA IMAGES
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If you’ve ever felt like you can’t find good employees, or that 

training your team is a waste of your time and money, you’re not 

alone. It’s a common belief among shop owners.

But I’m here to tell you that teaching your employees in the 

way they learn best — coupled with measurement and account-

ability — can change the way you think about your team.

It doesn’t end with training

Even the most tested and proven concepts will fail to take hold 

for two reasons. The first, we’ve covered. An article could teach 

how to grow profits by $1,000 a day, but if you learn best by lis-

tening or tinkering, you’d never capture that money.

That’s true whether we’re talking about shop policies, like the 

inspection process you teach your techs, or outside training, like 

the class your estimator attends. Be sure to provide — or seek 

out — training that addresses multiple learning styles.

But just as important as the way in which we train is the way 

in which we hold our teams accountable for executing the things 

they’ve learned.

If you teach your techs how your shop inspects a vehicle, but 

you don’t hold them accountable to do it every time, they’ll go 

back to pencil whipping inspections. Even when they fully un-

derstand the expectation and completely grasp the importance. 

Without accountability, they are likely to fall back on old ways. 

If your service writer learns the best way to advise at the front 

counter, if they fully understand how they can directly impact the 

shop’s growth, but you don’t hold them accountable to advise 

every customer that way each time, they’ll go back to old habits.

Training doesn’t happen in a vacuum. Even the best training 

will be useless unless you’re willing to hold your team account-

able to do what they’ve learned. You must measure daily, track 

daily and hold accountable daily.

The same goes for your customers at the front counter. After 

you’re done educating in their learning style and they’ve made 

an informed decision about their vehicle, your job isn’t done. 

That’s why customer follow-up is so critical. When you offload 

your customer follow-up to an outside firm, you take away your 

chance to reinforce your education and address concerns.

No shortcuts

If there’s a key takeaway here, it’s that there are no shortcuts or 

magic words. Educating your customers so they can make the 

right decisions takes patience and follow-through, but leads to 

long-term relationships and bigger sales. Any trick or gimmick to 

shortcut this process will lead to burning trust with the customer.

Educating your employees so they execute takes patience, 

accountability and measurement, but leads to sustainable 

changes and growth. Trying to shortcut this process is what 

leads to feeling like training doesn’t work or employees aren’t 

worth the effort to train.

There is no easy button. You cannot shortcut the training 

process — you need a system that incorporates all of the tools for 

success. Seek out programs that adapt and involve, find multiple 

ways to teach your customers, and follow through to make sure 

the lessons are sticking.

With multiple tools in hand, you’ll be able to maximize your 

effort so your customers and your technicians can make better 

decisions. You won’t have to spend time explaining a concept 

over and over to someone who simply doesn’t understand be-

cause you’ll be able to approach it from multiple angles. 

Training is a powerful tool. Understand the training you are 

providing your employees and the advisement you provide to 

customers so you can hold employees accountable to those poli-

cies. Follow up with your customers to ensure they understand 

your advice or identify areas to improve. 

Understanding how people learn empowers you to train and 

educate them more effectively. But it doesn’t end there. Follow 

through and hold your team accountable to make sure the train-

ing sticks and adds real value to your business. 

DAVID ROGERS is COO of Keller Bros. Inc., 
and president of Auto Profit Masters. 
contact@autoprofitmasters.com
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Implement structure in your 
administrative team
The staff should work cohesively across different production teams, locations

O
ne thing I see varying most among 

collision repair businesses today is 

how administrative staffs are struc-

tured. Some of that variation may 

be based on size — in a smaller business, the es-

timator might also be ordering parts and serving 

as the main point of contact for the customer, for 

example — but I see different models being used 

even among similar-sized companies.

We have a team system among our production 

employees, and we’ve gone that same route for our 

administrative staff as well. At our largest location, 

we have two production teams. For each of those 

teams, we have a number of administrative staff 

that work — primarily on a particular team’s jobs.

Out front in the office, for example, each 

team has a customer service representative 

(CSR) and an estimator. We fill these positions 

with staff who have great people skills. They are 

the team members who are primarily respon-

sible for selling the customer on choosing our 

shop, and for interacting with those customers 

throughout the process.

With that in mind, the upfront estimators are more sales-

oriented than technical. They are the people who “get the keys.” 

They can prepare a good estimate to hand the customer who 

wants or expects that. But their primary goal is to capture the 

job and communicate with the customer.

Once we have the car in the shop, we have what we call “tech-

nical” or “blueprint” estimators. They may or may not have the 

great people skills of the upfront estimators, but they know how 

to fix a car, and they have the technical ability to identify ev-

erything that car will require, right down to every clip, bolt or 

other fastener. They are all about production. They don’t deal 

with customers at all. Our goal is that they are only touching 

cars that generate revenue for us. They’re not writing estimates 

for the walk-in customer out price shopping. They’re generally 

not dealing with total losses; though that happens occasionally, 

our goal is to identify those vehicles before it gets to a technical 

estimator. We want them focused on vehicles that will be going 

through our production line.

Each technical estimator has a dedicated parts 

person. They also tend to specialize by insurance 

company in order to excel at learning how a par-

ticular company works.

Despite which production team an admin staff 

team member may work for, all of the administra-

tive staff across all of our shop locations are com-

bined into a single team. Starting about two years 

ago, the company’s single administrative team is all 

paid based on sales, gross profit and other factors 

within their control.

Some multi-location shops treat the administra-

tive staff at each location as their own team. We’ve 

combined them into one team for a key reason. 

If admin staff at one location write the initial esti-

mate and sell the job, for example, but we decide, 

for whatever reason, to move that car to another 

location for the actual repairs, we didn’t want the 

administrative staff at the original location to feel 

they aren’t seeing any of the commission and ben-

efit of the work they did.

This single administrative team across all locations helps en-

sure that everyone’s goal is to do what’s best for the customer. I 

want my administrative staff fighting for just that — what’s best 

for the customer — not fighting to keep a job at their location, 

for example, because they see that as what’s best for their own 

paycheck. Now they don’t care where the car is fixed; they just 

care that our company fixes the car.

As I said, I see a lot of different systems out there right now 

for how shops structure their administrative staff. Our system is 

working well for us right now. Will it continue to do so? I don’t 

know. We may determine as we continue to grow that we need 

to adjust, just as we determined at one location that we needed 

to split into two production teams. But for now, our administra-

tive structure is meeting the needs of our customers, the insurers 

we work with, and our company as a whole. 

THE COLLISION EXECUTIVE

A SINGLE 
ADMINISTRATIVE 
TEAM ACROSS ALL 
LOCATIONS HELPS 
ENSURE THAT 
EVERYONE’S GOAL 
IS TO DO WHAT 
IS BEST FOR THE 
CUSTOMER.

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

Maria Carrillo’s unwavering religious faith, a commit-

ment to helping others in need and a willingness to reach 

out for assistance are core operational components at San Di-

ego’s Carrillo & Sons Collision Center.

Loyalty to family and her employees are other qualities that 

Maria relies on to overcome the assorted trials and tribulations 

that come with heading a woman-owned body shop and the 

challenges of life in general.

Working alongside her three adult sons — Tony Jr., David and 

Daniel — who perform key functions as members of the 18-man 

staff, Maria explains that “one of my daily goals is to do anything 

within my power to help people, especially in my business. If 

my team and I can make a difference in their collision damage, 

I am all about that.”

Maria’s self-penned company mission statement elaborates: 

At Carrillo & Sons our number one priority is the relationship 

we develop with each one of our customers. We recognize the 

inconvenience and stress involved when your regular daily 

routine is interrupted by the necessity for collision repairs; we 

are committed to making the process easier on you.

As a company, we strive to give you high quality, cost-effec-

tive auto body repair and to take care of your needs with caring 

and kindness. We believe in conducting our business the same 

way we live our lives — with honesty, integrity and fairness.

Not only do we affirm the unique worth of each one of our 

customers, but we also recognize each Carrillo & Sons employee 

as a valuable member of our team and strive to treat each other 

with the same loyalty, respect and dignity we give to you.

Maria’s ascent to sole ownership of a successful business has 

not come easily, having originated through a divorce after having 

assisted her former husband with administrative tasks for 30 

years. “I had been an owner, but not responsible for everything.”

The couple had two shops. Maria’s purchase of the current 

Carrillo & Sons enterprise on Old Cliffs Road emerged from the 

divorce settlement as her three sons joined her. The trio was 

“basically raised in the shop from cradle to washing cars — to 

now production, office and estimating roles. They have so much 

knowledge and love for our industry, especially our customers. 

It’s so great to now see all of the boys running the business and 

taking care of our customers.”

The immediate aftermath of the divorce, though, was “like 

having the carpet pulled out from under your feet,” says Maria 

as she recounts being thrust into a sole ownership role.

“It was very difficult to go into a leadership/president posi-

tion. Being married since I was 16, it was a learning process for 

Grace, gratitude and grit
Maria Carrillo builds thriving family business with personal strengths

Maria Carrillo
Owner

1
No. of shops

36
Years in business

18
No. of employees

9
Number of DRPs

15,000
Square footage of shop

16
No. of bays

$1,950 - $2,250
Average repair order range

3.5 days
Average cycle time

$62,500
Average weekly volume

25-30 
Customer vehicles per week

PPG 
Paint supplier

Chief EZ Liner
Frame machine used

CARRILLO & SONS COLLISION CENTER
San Diego, Calif. // carrilloandsonsonline.com

PHOTOS: CARRILLO & SONS 



SHOP PROFILE

SEARCHAUTOPARTS.COM  VOL .56 .08  33  

me to be okay with making major decisions on my own, with-

out having to consult my husband at the time. (She has since 

remarried.) All of a sudden I was the one knocking on doors for 

business referrals. It was an eye-opener.”

Financials were in disarray, important accounts and direct re-

pair program (DRP) affiliations were gone, sales dropped drasti-

cally during the first year and the business was in trouble. “My lack 

of leadership skills did not help. It was a very hard place to be.”

Maria simply refused to bail on herself, her sons or the business. 

“There were times when I would cry and feel anxious because my 

guys in the shop had no work, and I had nothing to give them. I pur-

sued and tried and tried different avenues, different people, but I 

never gave up on my family. As busy as we are today, I value each 

and every one of my customers. I am grateful for them, and as I tell 

my team, ‘We exist because of our customers, so please value them 

and take care of them like they were your own family.’”

Maria recalls how “I kept on patching my ‘sinking ship,’ as some 

have called it. My financial advisor at the time would say ‘get rid of 

it.’ I persisted because I believed in God and his faithfulness, and 

my sons. By the grace of God and lots of hard work, loyalty from 

my employees and my family, and help and advice from friends, 

we are where we are today.”

Some of the wisdom Maria received was quite unexpected 

— and most welcome. “There was a gentleman from State Farm 

that I spoke to, just one time when I was trying to get into their 

DRP, who said to me, ‘Right now we do not need anybody in 

your area, but I just want to share something with you…’ It was 

a bible verse: ‘Let us not become weary in doing good, for at the 

proper time we will reap a harvest if we do not give up.’ I have 

held on to that through all these years.” (State Farm did eventu-

ally join the shop’s roster of nine DRPs.)

Keeping on track

Maria has persisted in reaching out to others for advice, includ-

ing industry consultant Dave Luehr of Elite Body Shop Solu-

tions. “Dave has helped us focus on our business on a profes-

sional and personal level. I do not have anybody yelling at me 

or telling me that I need to do this or that, yet he has so much 

wisdom. His advice has changed my business. He does not let 

us get away with things — not that we would — but he keeps us 

on track. Th e best thing is that my family and I trust him totally.”

Taking Discover Leadership Training was another important 

step. “This has been a total game-changer for me and my busi-

ness,” Maria reports. Plans are afoot to have all of the family mem-

bers working at the shop attend the Houston-based program.

Maria says valuable assistance has additionally been ob-

tained through paint supplier PPG, I-CAR, the Automotive Man-

agement Institute (AMI), the California Autobody Association 

(CAA) and the Women’s Industry Network (WIN).

WIN is “inspirational and encouraging,” according to Maria. 

“When we come together there is no competition, it’s all about 

helping each other and our industry out.”

Her involvement with the Women President’s Organization 

(WPO) has been helpful as well. “When I first joined I was one 

scared woman; their advice and friendship helped me take my 

business out of someone else’s limelight and create my own 

brand and company. They helped me get out of my shell and 

start making decisions for myself. This is a group of strong, pow-

erful businesswomen. I love being part of this organization.”

Individuals who have rendered critical advice and friend-

ship include Chuck Sulkala of the National Auto Body Council 

(NABC), who is retiring at the end of this year; Tom Adams of 

the Certified Collision Group; Dito Diez of Goliath Carts; and 

Maria’s husband, Ken Thayer. “He formerly worked for AAA, and 

when he came on board he has definitely helped me and my 

sons turn the business around.”

Filled with grace, gratitude and grit, Maria is determined to 

pay it all forward. “My heart is to one day be able to help women 

in business that have been left on their own, where all of a sud-

den they find themselves alone with nobody to talk to, and the 

world they thought they had is no longer there.”

JAMES E. GUYETTE is a long-time contributor to 
ABRN, Aftermarket Business World and Motor Age 
magazines. JimGuyette2004@yahoo.com
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COMMITMENT TO TRAINING
ATLANTA

Welcoming new employees is 

critical to shop readiness
ONBOARDING NEW HIRES GOES FAR BEYOND JUST ORIENTATION
CHRIS CHESNEY // Contributing Editor

H
opefully you’re looking to 

grow your team in order 

to take better care of your 

customers and positively 

impact your bottom line. Onboarding 

is a new buzz word that many equate 

to orientation. While onboarding does 

include orientation of new teammates, 

by no means should an orientation be 

the only element of onboarding. It is 

critical to your shop’s service readiness 

to have a detailed onboarding process 

that ensures your new teammates fully 

understand you, your company, your 

culture and your strategic goals, as well 

as what you expect of them every day. 

Recent studies show that two de-

cades ago the average worker held 

4-5 jobs in their lifetime; today, the 

average has grown to 11 jobs. This is 

reflective of the transient nature of to-

day’s workforce and presents a serious 

challenge to every business owner as 

it relates to the costs associated with 

recruiting, hiring, onboarding and de-

veloping loyal team members. I can 

remember when I was in my 20s I 

decided to move my family to Denver 

to take a job with Arapahoe Datsun 

(stop the old jokes already!) because 

I wanted to ski and experience the op-

portunities a big city offered. I got the 

job by responding to a classified ad in 

the Denver Post, followed by a phone 

call to the service manager who hired 

me over the phone. After moving my 

family 350 miles west, on my first day 

on the job I hauled my tool box to the 

dealership and met the service man-

ager. He gave me a tour of the shop 

where I met the other techs, service 

advisors and parts countermen. He 

showed me where my bays were and 

said, “Unload your box and go grab a 

ticket from dispatch. If you need any-

thing just come get me.” That was it, 

but in those days, that was all that was 

needed. I had the tools I needed, and 

the shop had all the special tools we’d 

need. I stayed for five years before 

the dealership sold to Toyota. If this 

sounds like your technician onboard-

ing process today, read on. 

Today, the onboarding process 

should consist of three main efforts. 

First, prior to the new team member 

coming to work you should take care 

of any paperwork and associated setup 

in your backend systems. This includes 

items like W-9s, insurance forms, work-

man’s comp forms, drug test policies, 

etc. And, if you use a digital point-of-

sale system, ensure the new employee 

is added before they arrive — set up 

an email account and get their cal-

endar prepopulated with an orienta-

tion schedule that starts the next day. 

Orientation should begin with a shop 

meeting to introduce the new team 

member to your team. A great best 

practice is to hold an informal team 

event prior to the first day: it can be as 

simple as dinner out or a group activ-

ity where you invite the new teammate 

and they can get comfortable with your 

team.

On the first day, personally intro-

duce your new team member to ev-

eryone else. Walk them through the 

workflow processes, lay out expecta-

tions regarding inspections and ser-

vice standards. This is important: do 

not shortcut these introductory steps. 

Most people you hire — technicians, 

service advisors and managers — all 

have their own processes in mind 

based on past experiences. It is your 

job to help them fully understand 

what you expect of them when they 

get a ticket. Unless you explain these 

standards, have them documented as 

reference materials, and have a mentor 

in the shop demonstrate the standards, 

your new team member is most likely 

not going to know the standard. You 

will also want to explain your process 

for handling come-backs and establish 

your expectations for ongoing training. 

Ensure you have a career path for all 

teammates and positions. Establish 

your expectations with respect to at-

tendance in after-hours training ses-

sions or their completion of online 

training programs. Accomplish all of 

this the first or second day when your 

new team member joins. 

Finally, schedule time on your new 

hire’s calendar to connect them with 

various mentors in your company 

who will demonstrate the proper use 

and care of your capital equipment 

and the standards for every service 

you employ. It is not uncommon for a 

new technician to encounter a brand 

>> CONTINUES ON PAGE 36
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MECHANICAL 
MOMENT

101 2

VEHICLE: 2008 Nissan-Datsun Versa, L4-
1.8L, Automatic Transaxle

MILEAGE: 101,122

PROBLEM: The customer brought the 
car to the shop because after starting 
the car, the TPMS light would fl ash for a 
minute then stay on continually. This would 
happen every drive cycle. The vehicle had 
stock steel wheels and hubcaps.

DETAILS: The tech scanned for codes and 
found a diagnostic trouble code (DTC), 
C1709 – Data from transmitter not being 
received (Front right). He checked the tire 
pressures and verifi ed that they were all 
correct and equal (33psi). All tires were 
inspected for correct size (185/65R15) 
and signs of abnormal wear. The tires had 
6/32” tread depth remaining and no other 
problems were found during inspection.

NOTE: The spare tire does not have a 
TPMS sensor.

On recommendation from the Tech-Assist 

consultant, he checked TPMS remaining 
battery life and found that all four sensors 
showed under 15 months remaining (new 
sensors typically report 120-month lifespan).

NOTE: Weak TPMS sensor battery life can 
cause this problem to happen intermittently.

CONFIRMED REPAIR: Because there 
was some battery life remaining, the tech 
decided to re-initialized the sensors. The 
light remained off but the car came back a 
week later with the same DTC. This time, 
he replaced all four TPMS sensors, reg-
istered the sensors and cleared the DTC. 
After replacing all the TPMS sensors the 
problem was fi xed. 

This tech tip and others come from 
ALLDATA Tech-Assist, a diagnostic 
hotline of ASE-Certifi ed Master Techni-
cians. Whatever technicians need — from 
creating alternative diagnostic strategies 
to providing step-by-step repair assist-
ance — the Tech-Assist Team can deliver. 
Learn more at ALLDATA.com.

AUGUST 23-25

CARSTAR North America Conference
Westin Hotel
Charlotte, North Carolina

SEPTEMBER 14

ASA Midwest Kansas City: The Future of 
the Automobile; iWerx
North Kansas City, Missouri

SEPTEMBER 21

Advanced Painter Certifi cation
Sherwin-Williams Automotive Finishes
Philadelphia, Pennsylvania

SEPTEMBER 22-24

ASA Illinois CAN Conference
Westin Chicago Northwest
Chicago, Illinois

SEPTEMBER 25-29

Advanced Selling Skills
RLO Training
Seattle, Washington

OCTOBER 31

Collision Industry Conference
Renaissance Hotel
Las Vegas, Nevada

OCTOBER 31-NOVEMBER 3

SEMA 2017
Las Vegas Convention Center
Las Vegas, Nevada

NOVEMBER 18

Kevin Leiby Ramp Up Diagnostics
North Tech High School
Florissant, Missouri

ABRN.COM/washstall

How to make your wash 

stall more effi cient

ABRN.COM/steelpanel

Proper steps when 

repairing a steel panel

ABRN.COM/longtermgoals

Set long-term goals to 

ensure business success

ABRN.COM/MIG

Settings, setup for MIG/

MAG welding

NISSAN VERSA TPMS LIGHT ON — TIRE PRESSURES 
AT SPECIFICATION
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of equipment they’ve never used. 

Dedicate the time to get team mem-

bers up to speed. And, you should pay 

your team to assist in onboarding new 

employees to ensure it’s not a burden. 

In most cases, allowing the new team-

mate to shadow one of your mentors 

is all it takes. Show people the right way 

and how you are going to hold them ac-

countable — whether that is part of an 

employee handbook or worksheets or 

checklists to guide both the manager and 

new team member through the onboard-

ing process.

And what about newly graduated vo-

cational students? If you hire a graduate, 

whether it is a student you helped spon-

sor through school or someone recom-

mended to you by the school, you need 

to have an equally organized onboarding 

process for them, too. Consider an ap-

prenticeship program; an organized ap-

prenticeship will allow the new technician 

to learn to apply the skills they learned in 

school or learn those skills they didn’t in a 

way that meets the needs of your business. 

Apprenticeship is essentially a longer 

term, more detailed onboarding process 

that we will cover in future articles. With 

an apprenticeship, you can ensure your 

new team members ultimately provide 

customers with the service standards you 

promise in a timely and productive man-

ner. Investing a year or two in new techni-

cians will pay dividends for your business 

in the long run.

At the end of the day, when a cus-

tomer arrives, you want to ensure they 

will receive the service you both expect. 

These basic steps will help ensure your 

new team members’ success in provid-

ing that service, and ultimately — when 

implemented correctly — build you a 

more loyal team that will provide you 

with years of high productivity. 

>> CONTINUES FROM PAGE 34

CHRIS CHESNEY is the 
Senior Director of Customer 
Training for Carquest Technical 
Institute (CTI) and Advance 
Professional.  
chris.chesney@carquest.com

We have shifted from a mindset  
of customer service and satisfaction  

to customer success – reviewing processes 
from research and development to the 

delivery of our products.  Our organization 
knows that true success depends on our 

customers being successful – 
not just satisfied.  

We are building partnerships that support 
our customers ongoing goals, working 
toward account renewal and paving 

the road for their success. 

Get to know us better.  
Visit us at chemspecpaint.com

®
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Unyielding Performance and Incomparable Value - 
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1.800.328.4892

SHIFTING 
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GREAT 
PINSTRIPING 
SERVICE 
BEGINS with 
practice. Give your 
pinstriping artist 
time to learn the 
latest procedures 
and products.

TECHNICAL // TRAINING

EARNING 
YOUR STRIPES

FIVE STEPS TO ADDING PINSTRIPING SERVICES TO YOUR SHOP
TIM SRAMCIK // Contributing Editor

A
merican motorists looking 

for a standout, one-of-a-

kind ride face an interesting 

dilemma. On one hand, the 

U.S. auto market is built on selling indi-

viduality. With several dozen automotive 

brands typically off ering an average of 10 

models, each with available sub-models 

and styling packages in a host of colors, 

buyers are almost guaranteed to fi nd a 

unique vehicle to park in their driveways. 

At the same time, with millions of 

consumers purchasing millions of vehi-

cles, all this uniqueness quickly recedes 

once similar cars and trucks invade the 

neighborhood. Add to this picture the 

fact that most automotive styles fade 

in distinctiveness over time, and these 

same motorists usually are left with a 

vehicle that just doesn’t inspire the awe 

it once did. 

Owners can pump new oomph into 

these vehicles with custom paint or 

wheels or other aftermarket offerings, but 

costs here can put those solutions beyond 

many drivers. For these folks, another po-

tential answer remains — pinstriping.   

Once mainly a hallmark of the cus-

tom hot rod crowd, pinstriping is mak-

ing a comeback in the traditional vehicle 

market. With many newer models pro-

viding throwback looks or edgy styling 

cues, pinstriping can be just the ticket to 

refreshing the appearance of a hot ve-

hicle, dressing up an aging ride a proud 

owner wants to hold onto or putting 

some juice into the dependable family 

hauler being handed off to a less than 

enthusiastic new driver.

Better yet, it’s affordable, and your 

shop — with a little guidance — can be 

offering this service tomorrow. Here are 

five steps to adding pinstriping to your ar-

senal of awesome appearance enhancers.

Step 1. Reset your thinking. Pin-

striping involves far more than simply 
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applying stripes to a car or flames on a 

street rod. The Eastwood Company has 

spent years selling pinstriping equip-

ment. They break down pinstriping into 

three different methods.

Mechanical. Automation meets art-

istry with mechanical pinstripers that 

help ease some of the physical stress 

associated with this service. Best suited 

for trucks, vans and larger vehicles, a 

mechanical pinstriper allows workers 

to apply stripes of consistent width so 

they can focus more on keeping stripe 

contour aligned with the vehicle surface. 

Stencil Tape. Stencil tapes can be 

used for practically all striping services. 

As their name suggests, these are sten-

cils you apply to a vehicle and then paint 

within before removing the tape. Sten-

cil tapes come in a variety of colors and 

styles and can be applied while other 

stripes are drying, greatly reducing ser-

vice times.

Freehand. The most difficult and ad-

vanced method, freehand provides the 

most options and artistry since it allows 

shops to move beyond standard stencils 

and instead create stripe designs that are 

limited only by the imagination.

There’s also the type you’re probably 

most familiar with — traditional adhesive 

stripes, especially those made of vinyl. 

With many DIY kits available and these 

stripes sometimes available from dealers 

as part of new car packages, your best bet 

probably is to cover as many pinstriping 

options as possible.

Step 2. Hire the right pinstripe art-

ist. The term “artist” isn’t a mistake. You’ll 

want pinstripe services to be performed 

by someone with some artistic flair who 

can work with customers to determine 

the best options for their vehicles.

Michael Murray, a pinstriping expert 

who’s been in the business for 59 years 

and recently was asked to pinstripe a 1903 

Ford (the oldest model in existance) for 

an international exhibition, notes that 

certain pinstripe colors are better matches 

for specific vehicle types. “For classy cars, 

let’s say a dark blue Benz or BMW, I’d use 

a medium grey 

single stripe. For a 

hot rod, you want 

to lighten it up: 

Lime green on 

black, or I could 

use red, orange 

or medium blue,” 

Murray explains. 

“The darker the 

b a c k g r o u n d , 

the more color 

choices you have. For pinstripe designs 

on hoods, trucks, over the head lights, etc., 

I use two or three colors. Flames can be 

outlined in one or two colors.”

If you’re concerned about adding 

on to your payroll, remember that you 

don’t necessarily have to go beyond 

your current employee pool. Look for 

staff members in your paint and detail 

departments with artistic and technical 

talent. (Creating pinstriping services is a 

great way to keep new or younger em-

ployees better engaged in your business 

and the industry.)

If you don’t have anyone in-house, 

begin advertising for a new hire. Run ads 

and check local collision repair and art 

schools. Since you’re not going to know 

right away how much business you’ll 

have, hire initially on a contingency or 

per-project basis.

Step 3. Prep and practice. In June, 

ABRN ran an article on prepping for cus-

tom paint work, “Extreme Prepping.” The 

lessons there apply here as well: Prepping 

is just as critical as the application itself 

and so is keeping up with the latest tech-

niques. To that end, you’ll want to stick to 

these recommendations:

• Ensure the vehicle surface temper-

ature doesn’t exceed 65˚F (18˚Celsius). 

Note that pinstriping manufacturers 

often suggest applying tape indoors, 

where excessive heat, cold and other el-

ements are not an issue.

• Check all pinstripe manufacturer 

recommendations.

• Make sure the vehicle surface is 

spotlessly clean. This means no wax or 

polish or any kind of surface contamina-

tion that might create noticeable adhe-

sion issues. For best results, begin any 

pinstripe job by washing the entire ve-

hicle with a specialty detergent intended 

for automotive care, apply a pre-painting 

product where the stripes will be placed 

and wipe the area with a fresh, lint-free 

cloth until dry. Murray recommends 

using a wax and grease remover and 

checking for any potential problems with 

the paint, such as fisheyes.

You’ll also want to make sure the em-

ployee doing the work is thoroughly famil-

iar with the striping product and practices 

necessary to do the work. As with custom 

painting, practice makes perfect or the 

next best thing. Whether your pinstriping 

employee is still getting up to speed or is 

a veteran while on the job, gather up extra 

panels for practice sessions and set aside 

time to either build skills or remain up to 

par with the latest and greatest products 

and procedures.

Step 4. Apply with excellence. Each 

different type of pinstriping utilizes its 

own best practices.

Mechanical. Mechanical pinstripers 

all work essentially the same way. Start 

by applying a magnetic pinstriping strip 

that typically use a center groove to help 

guide the device. Apply the magnetic 

stripe in a way that forms the curves and 

shapes the mechanic device will follow.

Next, load the mechanical pinstriper 

with paint. Once it’s ready, move the de-

vice along the magnetic strip, making 

sure to proceed slow and evenly. Never 

rush. This practice will help ensure the 

TRAIN ING

NEW AND NEWER VEHICLES with throwback looks like the Dodge 
Challenger are prime candidates for pinstriping services.
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paint is applied in a consistent depth 

along the entire length of the stripe. Con-

tinue until the pinstripes are complete.

Stencil tape. Apply the stencil tapes 

along the vehicle in the desired areas. 

Press down firmly as you move to push 

out any air bubbles or kinks, which cre-

ate pockets where the pinstripe paint can 

seep. Next, peel off the release type. The 

guides for performing the rest of the work 

are now set.

Now you’re ready to paint. Technique 

is vitally important at every stage here. 

Loading a pinstriping brush (called pal-

leting) differs markedly from loading a 

standard paintbrush. You’ll want to dip the 

brush into paint and then draw the bristles 

across an old magazine page, rolling the 

handle between your fingers. Stray bristles 

will be held down by the paint, which will 

load evenly without air pockets. Use your 

pinky and ring fingers to steady your hand 

as you stripe. When the paint gets tacky, 

peel off the tape and you’re done.

Freehand. Since freehand pinstripes 

usually are created by the most accom-

plished and experienced stripers, there 

isn’t one “standard” procedure. Every 

artist is different. Eastwood recommends 

freehand novices build their skills using 

masking tape as a guide. Specifically, lay 

down a strip of masking tape about ¼ in. 

from where the line will be, except when 

creating edging pinstripes since pinstrip-

ing paint will seep and bleed under the 

edge of the tape. From there, use your 

imagination and customer requests to 

build the stripes.

Traditional. The design ultimately 

determines the procedure, but the fol-

lowing tips outline best practices for 

performing each part of this pinstripe 

application:

• Application. Determine how much 

tape is necessary, peel off the adhesive 

and apply. Be careful not to press down 

too hard on the tape or stretch the tape to 

extremes. The former practice can dam-

age the stripe while the latter can keep 

the tape from sticking properly.

• Evaluation. Examine the stripe 

closely to determine proper adhesion and 

location. Run your fingers over it if neces-

sary to uncover any flaws — particularly 

failure to adhere. You may have to replace 

the stripe if it’s damaged. If it’s simply out 

of place, gently lift it and reapply.

• Trimming. If the stripe needs to be 

cut for proper placement, use an exacto 

knife to gently slice. Cut very lightly and 

with very little pressure to avoid damag-

ing the paint.

• Finishing. Examine the stripes one 

final time for flaws such as air bubbles. 

If any bubbles remain, check the strip 

manufacturer recommendations for ac-

ceptable fixes. Many prefer puncturing 

bubbles with a pin to release air instead 

of slicing the stripe, which can cause the 

stripe to gap or spread. Once the pin-

stripe fully checks out, lift and remove 

the clear overlay of the tape. 

Regardless of which type of pinstripe 

applied, you’ll need to give sufficient 

time for adhesives and paint to dry. 

Again, check manufacturer recommen-

dations, which often suggest a minimum 

of three hours before washing and wax-

ing the vehicle.

Step 5: Learn the arts and smarts 

of the deal. When it comes to charging 

for pinstriping, Murray suggests $75-

$100 an hour depending on the market. 

The larger business issue at hand is how 

you’ll market this work. If you just put 

a sign up and occasionally suggest pin-

stripes to a customer, odds are this work 

will fade in relevance at your business 

before disappearing. 

Instead, put together a real plan of 

action. Advertise and market your work. 

Consider building a custom ride or simply 

pinstriping one and taking it to car shows 

or parking it in front of your shop. Regu-

larly query your customers on their inter-

ests. Explain how pinstriping a repaired 

car gives it a new appearance and how, 

with a modest investment, customers re-

ceive a repaired vehicle that’s also a new-

look vehicle — something they may not 

have considered but could find attractive.

Bottom line, pinstriping isn’t going 

to make your shop rich. But it could be 

one more ingredient that helps you stand 

apart. Such small successes can add up 

to big differences that build your busi-

ness every day. 

TECHNIQUES SUCH AS keeping the ring and pinky fi nger steady are the key in applying 
freehand and stencil tape pinstripes.
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BIGGER LESSONS

TIM SRAMCIK // Contributing Editor

E
arly this year, General Motors 

released a survey of 827 shops 

where 80 percent admitted 

not pulling OEM instructions 

for every repair. Moreover, only a total of 

58 percent of surveyed shops admitted 

pulling OEM instructions every time or 

for all structural repairs.

Inside those numbers was an explana-

tion from many of these shops that they 

felt they were already familiar with the 

work and didn’t believe checking OEM 

documentation was necessary. A GM ex-

ecutive called the results “unacceptable.” 

Perhaps just as eye-opening as these 

numbers was the fact that similar recent 

surveys showed the same results. Do 

these numbers signal tough times ahead 

for much of the industry?

Potentially. That’s the worry of many 

automakers looking into a future where 

many younger consumers (especially in 

the United States) aren’t as focused on 

automobile ownership. They’re very 

concerned that someday, should con-

sumers no longer be able to count on 

having their vehicles repaired prop-

erly, they’ll have even more reason to 

eschew automobile ownership. Toss 

into this potential maelstrom another 

trend: With vehicle designs growing 

in sophistication, requiring electronic 

checks to ensure complex automotive 

systems and sensors are working as in-

tended, shops have even more reason 

to be turning to OEM instructions for 

every repair. 

Translation: The industry could use 

a kick in the pants to change its philoso-

phy on repair steps. Consider this article 

LARGE TRUCK REPAIRS REINFORCE THE NEED 
TO FOLLOW OEM REPAIR PROCEDURES

THE 2017 LIGHT-DUTY and heavy-
duty Silverados structurally are quite 
similar, but signifi cant differences arise 
when it’s time to perform complex 
repairs like front rail sectioning.

PHOTOS: GM

BIG TRUCKS,
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such a kick — or at least a nudge. Here’s 

a look at critical differences in repair 

steps for subsets of the same popular ve-

hicle models, specifically light-duty and 

heavy-duty trucks. Miss these details, 

and you’ll end up with an unacceptable 

and potentially unsafe repair that harms 

motorists, your shop and the industry all 

at the same time.

Silverado solution

The two sets of steps here detail full-

frame sectioning on light- and heavy-

duty versions of the 2016-2017 Chevro-

let Silverado. Th e goal here is to note the 

similarities and the diff erences.

Note: Both repairs begin with recom-

mendations to refer to GM’s documents 

on Approved Equipment for Collision 

Repair Warning and Collision Section-

ing Warning. 

Front full frame sectioning 

(Light Duty)

Removal Procedure

If damage permits, a pre-sleeved re-

placement front frame service section 

has been developed as a cost-effective al-

ternative to complete frame replacement.

This procedure is for the light-duty 

pick-up front frame section; the utility 

front frame section is similar.

Note: Perform all of the steps on 

both of the rails for complete module 

replacement.

1. Disable the SIR system. Refer to SIR 

Disabling and Enabling documentation.

2. Disconnect the negative battery 

cable. Refer to Battery Negative Cable 

Disconnection and Connection (L83, 

L86, LV1, LV3), Battery Negative Cable 

Disconnection and Connection (L96, 

LC8, LML) documentation.

3. Remove all related panels and com-

ponents.

4. Locate and mark the sectioning lo-

cation by using at least two of the mea-

surements below for each frame rail:

• Top of the frame rail edge rear-

ward 420 mm (16 1/2 in.) (with bumper 

bracket removed)

• Bottom of the frame rail edge rear-

ward 387 mm (15 3/16 in.) (with bumper 

bracket removed)

• Front edge of the gauge hole forward 

22 mm (7/8 in.)

• Center of the gauge hole forward 33 

mm (1 1/4 in.)

• Rear edge of the gauge hole forward 

47 mm (1 7/8 in)

Note: Line up the masking tape with 

the tape edge facing the front of the ve-

hicle on the sectioning location.

5. Apply masking tape completely 

around the frame rail next to the section-

ing location. Note that the tape edge fac-

ing the front of the vehicle is the proper 

cut location.

6. Cut each frame rail at the front edge 

of the tape line using a reciprocating saw 

or equivalent.

7. Remove the damaged frame section.

Installation Procedure

1. Grind the existing frame rail seam 

to taper seam at a 45-degree angle.

INSTRUCTIONS for the 2013 heavy-duty Silverado don’t feature UHSS recommendations.
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GALEANA KIA John Karaniuk

KINGS KIA Mike Burkart

TEMPE KIA Daniel Lanious

KIA OF GREENVILLE Anita Burgos

GUNTHER KIA Brian Scott

KIA OF DES MOINES Brett Obraza

HADDAD KIA Dennis Robb

RALLY KIA Walter Althouse, Sr.

HUFFINES KIA MCKINNEY Roy Allen

KEFFER KIA Jeff Allred

EARNHARDT KIA George German

PATTERSON KIA OF ARLINGTON Stephen Gunsolus

MORITZ KIA OF HURST Adam Lammey

SONS KIA Stephen Wilson

FORT WAYNE KIA Brian Dinelli

JAKE SWEENEY KIA Robin Ollerdisse

PARKSIDE KIA Robert Kay

BILL DODGE KIA Nicholas Perkins

MEDVED KIA Andrew Steele

RAY BRANDT KIA John Helmstetter

FUTURE KIA Kevin Messa

GRIECO KIA Mike Proulx

WEST-HERR KIA Robert Bartus

CRAIN KIA Timothy Hill

AUTO WORLD KIA Paul Petralia

KING KIA Dennis Whitaker

VISION KIA OF CANANDAIGUA David Lyzwa

SOUTHERN KIA GREENBRIER Diana Shubert

LITHIA KIA OF ANCHORAGE Justin Green

EARNHARDT LIBERTY KIA Chuck Zerby

KIA OF KINGSPORT James Mcelyea

COLUMBIA KIA Joseph Brochu

HOMETOWN KIA Tim Farley

MICHAEL STEAD'S HILLTOP KIA Jarrod Hallam

KIA OF LYNCHBURG Thomas Stauber

SAN LUIS BAY MOTORS KIA Tina Kohler

KIA OF MARIN Todd Schneider

MATTHEWS KIA Gary Brundage

PAT PECK KIA Anthony Hannagan

GOLD

ED VOYLES KIA Glenn Hammonds

SUSSMAN KIA Matt Jackson

DELAND KIA David Booth

UNIVERSAL KIA Brandon Ottow

KEARNY PEARSON KIA Douglas Herold

JACK MILLER KIA Dennis Faltermeier

COBB COUNTY KIA David Denmon

ARCHER KIA Steve Benoit

KIA OF ORANGE PARK Daniel Carr

FREDY KIA Mike Solis

RICART KIA Larry Mills

HUFFINES KIA DENTON Errol Youngblood

STOKES KIA Ernest Stout

ORLANDO KIA WEST Armando Padin

CAMELBACK KIA Kurt Marx

LUPIENT KIA Marty Van reese

VANDEVERE KIA Matthew Pace

PARKWAY FAMILY KIA Troy Scanlin

CAPITOL KIA Cody Webster

VALLEY-HI KIA Stuart Meyer

RAY SKILLMAN WESTSIDE KIA Debbie Mahan

LEE JOHNSON KIA Tyson Thompson

CLASSIC KIA OF CARROLLTON Carlos Escalante

SMAIL KIA Shawn Sikora

BOB MOORE KIA NORTHWEST Skyler Phillips

BRAMAN KIA Alejandro Heredia

RUSS DARROW KIA WAUKESHA Jeffery Krueger

STEVENSON KIA Joshua Stein

LEV KIA OF FRAMINGHAM Joseph Pereira

FIRST KIA Wayne Dawson

CAR PROS KIA HUNTINGTON BEACH Alexander Garcia

MURRAY KIA Alan Bannick

ADVANTAGE KIA OF PALATINE Branden Scharringhausen

KARP KIA John Costiglio

FREEDOM KIA Kirk Turner

WILSON KIA ON LAKELAND Jeffery Tagert

GENERATION KIA William Andrews

CRAIN KIA OF CONWAY Justin Wray

CASEY KIA Patrick Devos

GARY ROME KIA OF ENFIELD Timothy Ferreira

VAN SYCKLE KIA Ryan York

CONCORD KIA Fernando Belanger

EAGLE AUTO KIA Robert Portelli

KIA COUNTRY Neil Holcomb

MIKE MILLER KIA Joy Thannert

SERRA KIA OF GARDENDALE Charlie McCown, Jr.

CAR PROS KIA Elder Acevedo

CARRIAGE KIA Bryan Roper

THE KIA STORE William Thurman

CROWN KIA Rhonda Orsborn

KIA OF CERRITOS Gene Schilder

SCOTT KIA OF SPRINGFIELD James Johnson

HENDRICK KIA OF CARY Samuel Dement

HAWKINSON KIA Jeremy Mihas

ORLANDO KIA EAST Mark Hofmann

SOUTHWEST KIA Lamar Johnson

PEAK KIA Alex Gross

PEORIA KIA Erica Fine

MORITZ KIA Leo Salgado

PERFORMANCE KIA Garrett Svendsen

KIA OF PUYALLUP Donald Breen

SOUTHWEST KIA-NW Justin Barron

ANCIRA KIA Terrance Stewart

RIVERSIDE KIA Adam Carruthers

QUIRK KIA Dana Swan

RUSTY WALLACE KIA Gregory Wampler

HAGERSTOWN KIA Richard Fraley

JERRY SEINER KIA, SALT LAKE Larry Greenhalgh

ELK GROVE KIA Kevin Corbet

GOSSETT KIA Michael Richards

BALD HILL KIA Matthew Jarvis

ROSEN KIA Ray Christiansen

FERGUSON KIA James Easton

LOU FUSZ KIA Joshua Rosenthal

FAIRFAX KIA Michael Munn

KIA OF LANSING Mathew Rue

KIA OF GREER James Chapman

FOLSOM LAKE KIA Joshua Boody

PHIL LONG KIA OF COLORADO SPRINGS Ken Klaassen

FRED BEANS KIA OF FLEMINGTON Jason Jaisle

FISHER KIA Bryan Parry

YOUNG KIA Daniel Evans

FOX KIA Jeffrey Norton

YONKERS KIA Alex Zapata

LAUREL KIA Peter Gray

KOONS KIA James Woodland, Sr.

BEYER KIA FALLS CHURCH William Cooke

MIKE SMITH KIA William Proctor

PLATINUM
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2. Prepare all of the attaching surfaces 

as necessary.

3. Apply the weld-thru primer to all of 

the welded surfaces.

4. Position the service frame section 

to the existing frame and clamp in place. 

Verify the frame measurements three-

dimensionally to ensure proper position 

of the service frame.

5. Continuous weld the upper and 

lower horizontal joints through each 

corner.

6. Continuous weld the inner and 

outer vertical joints from corner to corner.

7. Clean and prepare all of the welded 

surfaces.

8. Install all of the related panels and 

components.

9. Connect the negative battery cable. 

Refer to Battery Negative Cable Discon-

nection and Connection (L83, L86, LV1, 

LV3), Battery Negative Cable Disconnec-

tion and Connection (L96, LC8, LML) 

documentation.

10. Enable the SIR system. Refer to SIR 

Disabling and Enabling documentation.

Front full frame sectioning 

(Heavy Duty)

Removal Procedure

If damage permits, a pre-sleeved re-

placement front frame service section 

has been developed as a cost-effective al-

ternative to complete frame replacement.

This procedure is for the heavy-duty 

pick-up front frame service section.

Note: Perform all of the steps on 

both of the rails for complete module 

replacement.

1. Disable the SIR system. Refer to SIR 

Disabling and Enabling documentation.

2. Disconnect the negative battery 

cable. Refer to Battery Negative Cable 

Disconnection and Connection (L83, 

L86, LV1, LV3), Battery Negative Cable 

Disconnection and Connection (L96, 

LC8, LML) documentation.

3. Remove all of the related panels 

and components.

Note: Perform the following steps on 

both of the rails for complete module re-

placement.

4. Locate and mark the sectioning lo-

cation by using at least two of the mea-

surements below for each frame rail:

• Top of the frame rail edge rearward 

approximately 550 mm (with bumper 

bracket removed)

• Front edge of the gauge hole rear-

ward approximately 5 mm

• Back edge of the lower control arm 

crossmember, rearward approximately 

20 mm

• Approximately 50 mm rearward of 

shock tower bracket

• Approximately 55 mm rearward of 

shock tower bracket (inboard side rail)

Note: Line up the masking tape with 

the tape edge facing the front of the ve-

hicle on the sectioning location.

5. Apply masking tape completely 

around the frame rail next to the section-

JUST ONE YEAR LATER, the 2014 heavy-duty Silverado received in-depth instructions for handling its UHSS parts. Repairing this Silverado using 
only experiences picked up from repairs of earlier models could be a disaster for a customer.
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ing location as shown. Note that the tape 

edge facing the front of the vehicle is the 

proper cut location.

6. Using a reciprocating saw or equiv-

alent, cut each frame rail approximately 5 

mm forward of the front edge of the tape 

line. This will allow for final trimming of 

each rail rearward to the proper section-

ing location.

7. Remove the damaged frame section.

Installation Procedure

1. Grind the existing frame rail (at the 

proper sectioning location) at a 45 de-

gree angle.

2. Prepare all of the attaching surfaces 

as necessary.

3. Apply the weld-thru primer to all of 

the welded surfaces.

4. Position the service frame section 

to the existing frame and clamp in place. 

Verify the frame measurements three-

dimensionally to ensure proper position 

of the service frame.

5. Continuous weld the upper and 

lower horizontal joints through each 

corner.

6. Continuous weld the inner and 

outer vertical joints from corner to corner.

7. Clean and prepare all of the welded 

surfaces.

8. Apply sealers and anti-corrosion 

materials to the repair area, as neces-

sary. Refer to Anti-Corrosion Treatment 

and Repair.

9. Paint the repair area. Refer to 

Basecoat/Clearcoat Paint Systems.

10. Install all of the related panels and 

components.

11. Connect the negative battery 

cable. Refer to Battery Negative Cable 

Disconnection and Connection (L83, 

L86, LV1, LV3) Battery Negative Cable 

Disconnection and Connection (L96, 

LC8, LML) documentation.

12. Enable the SIR system. Refer 

t o  S I R  D i s a b l i n g  a n d  E n a b l i n g 

documentation.

Catch what’s going on here? The in-

structions for front-end sectioning of 

both the light- and heavy-duty versions of 

the 2016-2017 Silverado are nearly iden-

tical, except for the specific area where 

the sectioning is performed. The heavy-

duty model receives this operation a bit 

further inward.

But this difference is critical. Section-

ing is still a controversial repair proce-

dure because of its possible effect on the 

functioning of critical safety systems in 

the event of a future collision. Consider 

all the possible effects of sectioning in the 

wrong area because a shop didn’t refer to 

the proper documentation. 

With the Silverado, this is a potentially 

easy, though totally avoidable, mistake to 

make. Both versions of the Silverado fea-

ture roughly the same dimensions. The 

major differences are in powertrains and 

transmissions. But these differences dra-

matically affect how the vehicle reacts in 

a collision, hence critical differences in 

repair instructions.

The difference a year makes

Some shops will look at this example and 

note that GM has provided instructions 

for repairing both versions of the Sil-

verado using similar sectioning dimen-

sions for more than several years. But this 

factor actually creates additional issues 

since these similarities can help mask 

other signifi cant diff erences, such as re-

pair recommendations that can occur 

over the course of just one year.

For example, note the guidelines for 

repairing Ultra High Strength Steel in the 

2014-2015 heavy-duty Silverado:

This type of steel normally has a ten-

sile strength of 780 MPa, or greater.

This includes the common steel 

names of:

• Ultra High Strength Dual Phase Steel 

(DPX)

• Martensitic Steel (M)

• Boron/Press Hardened Steel (B)

• Multi-Phase Steel (MP)

• TRIP Steel (TR)

General Motors recommends the fol-

lowing when repairing or replacing this 

type of steel during a collision repair.

Note:

• Repair of this type of steel is not rec-

ommended.

• This type of steel should be replaced 

only at factory joints. Sectioning or par-

tial replacement is not recommended.

• The use of heat to repair damage is 

not recommended for this type of steel.

• Stitch welding is not recommended 

for this type of steel (unless replacing a 

factory-installed stitch weld).

• This type of steel should not be 

used as a weld plate for reinforcing the 

sectioning location.

Recommended Repairs

• Squeeze Resistance Spot Welding 

can be used to replace factory spot welds, 

where applicable.

• MIG plug welding can be used to 

replace factory spot welds.

• MIG Brazing can be used to replace 

factory spot welds.

Now, review the UHSS recommenda-

tions for the 2013 heavy-duty Silverado.

Nothing.

Repairing a 2014 model using experi-

ences associated with an earlier model 

could prove disastrous. Considering the 

same “general” repair instructions can 

be repeated for multiple model years, 

it’s even easier to lose count of vital new 

information.

Moving forward

This is the repair tale that heavy-duty 

trucks deliver to repairers: OEM instruc-

tions matter, and they need to be a part of 

every repair. Ignoring them not only puts 

customers and the shops at risk now, but 

also sets much of the market down a path 

where it may not get an opportunity to 

recover.

That’s one harsh lesson repairers can’t 

afford to learn.  

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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DOUGLAS CRAIG // Contributing Editor

W
hether you are working 

with metal or plastic 

substrates, preparing 

the surface properly 

before commencing with repair proce-

dures is crucial to a successful outcome. 

Surface preparation involves more than 

just soap and water and a paper towel, 

although basic cleaning is important, too. 

Proper surface preparation comprises 

these steps: 1) cleaning with a surfactant 

(soap); 2) using a water-based or solvent-

based cleaner; 3) abrading;  and 4) apply-

ing a surface modifi er, if needed. Once 

these steps have been completed, you 

can begin to repair a vehicle. 

Surface preparation 

techniques

To start the surface preparation proc-

ess, all surfaces and parts that will be 

repaired must fi rst be cleaned with soap. 

Almost any soap will do — and many 

auto body collision shops usually have 

car-wash soap on hand, which is suitable 

for the cleaning procedure as long as it 

does not contain any wax.

In many instances, especially with 

panel, weld and metal bonding, OEMs 

require removal of the e-coat. In situa-

tions where you are starting with a clean 

panel, cleaning with a solvent might not 

be necessary since the paint coating will 

be ground off during the preparation pro-

cess. When working with vehicle parts 

from a car in use, any “dirty” parts defi-

nitely need a good wash down. You will 

always need to water wash and solvent 

wash every panel before repairs, as some 

contaminants are water based and some 

are solvent based. If you do not remove 

both types of contaminants, they can be 

ground into the substrate while prepar-

ing the flanges.

Parts that are going to be repaired 

should be prepped with a solvent chemi-

cal such as mineral spirits, paint thinner, 

acetone or isopropyl alcohol. Make sure 

that all surfaces are dry before proceed-

ing to the next preparation step. Soap-

and-water surfaces should be thoroughly 

dried. Leave time for solvents to evapo-

rate from surfaces. Especially on plastic 

PROPER PREPARATION IS NECESSARY FOR A SUCCESSFUL REPAIR

PRIORITIZING 
SURFACE PREP

A PROPERLY ABRADED SURFACE 
will help to optimize the adhesive bond 
when repairing a vehicle.

PHOTOS: LORD
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substrates, water or solvents can be ab-

sorbed into the plastic and adversely af-

fect a repair, so a dry surface is essential. 

You always want to wipe any cleaning 

solvent off completely by wiping in one 

direction and turning your cloth often. 

You do not want to let cleaning solvents 

evaporate off the substrate, as they will 

leave contaminants on the surface.

The next step in surface preparation 

involves abrading. Abrading can be ac-

complished by scuffing with a scratch-

pad, sanding with a variety of grit ranges, 

or grinding. By abrading the surface, you 

are actually creating more surface area. 

An abraded surface typically has double 

or triple the surface area compared to the 

original flat, smooth surface. Many adhe-

sive repair products need a “roughed-up” 

surface for good bonding results.  

The abrasion process

An abraded surface optimizes the ad-

hesive bond. While the surfaces will ad-

here without abrasion, the bond may not 

have the same level of strength as with 

an abraded surface and may be prone to 

failure. Adhesive bond strength is not a 

parameter that can be measured in the 

repair environment. You will only know 

that a bond did not work when the part 

falls off the vehicle after it has left the 

shop. A properly prepared surface will 

help to avoid this consequence.

When using sandpaper for abrading, 

use the finest grit possible to control heat 

output. Sanding generates heat during 

the abrasion process, and this heat can 

be detrimental to plastic surfaces. “Go 

slow” during the sanding process on plas-

tics to avoid off-gassing or the release of 

plasticizers, which can make the surface 

slippery and to avoid burning the plastic.

For abrading plastic surfaces, use sand-

paper in the 80- to120-grit range for the 

roughing work, and the 180- to 220-grit 

range for the finishing work. With metal 

substrates and for panel, rivet and weld 

bonding surface preparation, 80 grit is the 

norm for bonded joints. Before doing any 

sanding procedures on aluminum, check 

with OEM specifications. Some OEMs re-

quire specific sandpaper for use on their 

aluminum vehicles and parts.   

Avoiding read-through

Read-through that occurs after repairs are 

completed can be due to several issues. 

Th ere are two types of read-through: the 

actual repair showing through the sur-

face and the repair area seen through 

the surface. If a sanding media that is too 

coarse is used in surface preparation, it 

will show through on the surface when 

PROPER SURFACE PREPARATION includes cleaning the surface prior to sanding the substrate.
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the paint fi nishing coat is applied. Using 

an excessive amount of primer will also 

show through on the surface. 

In plastic repairs, read-through occurs 

when the adhesive is not fully cured. If 

the repair technician follows the repair 

procedures supplied with the product, 

there should not be any issue with the 

repair. Issues occur when technicians 

rush or short cut the process.

Adhesive cartridge preparation

As much as proper surface preparation is 

of prime importance, correctly preparing 

an adhesive cartridge is also an essential 

step that must not be overlooked. Always 

follow adhesive application instructions 

for leveling the cartridge and purging 

the adhesive before starting the repair 

procedure. Adhesives are usually sold 

as two-component systems in a one-to-

one or two-to-one component package. 

One part is the A-side and one part is the 

B-side, or one part is the A-side and two 

parts are the B-side. In either case, the 

parts must be mixed together to achieve 

the proper ratio. 

 To level the cartridge after the car-

tridge has been placed in the applicator, 

extrude a small amount of the adhesive 

to make sure that parts A and B are dis-

pensed from the cartridge. Before ap-

plying the adhesive, attach the mixing 

nozzle and extrude a mixer’s length bead 

of adhesive as waste to make sure the 

material in the nozzle is a homogenous 

mix. If the adhesive is not prepared prop-

erly, the bond will fail regardless of how 

well the surface was prepared. 

Learning preparation 

techniques

Th ere are many resources for the body 

shop technician to learn about proper 

surface preparation. Technical data 

sheets and user instructions supplied 

with repair products provide information 

on how to prepare surfaces before apply-

ing products. Many product distributors 

and manufacturer’s representatives of-

fer hands-on training for proper surface 

preparation. Also, be sure to check OEM 

recommendations for surface prepara-

tion requirements on certain substrates 

(such as aluminum) or for specific re-

placement parts and vehicles. 

The solvents and modifiers that are 

needed to provide a good bond should 

be sold as a system along with the ad-

hesives. Consult with your distributor 

or manufacturer’s representative to 

make sure you have all the components 

needed to complete a successful bond.

Surface preparation training is also 

available from vocational and technical 

schools, and other organizations offer-

ing aftermarket repair programs such as 

I-CAR (the Inter-Industry Conference 

on Auto Collision Repair). I-CAR is an 

international, not-for-profit organization 

dedicated to providing the information, 

knowledge and skills required to perform 

complete, safe and quality repairs.              

The importance of proper surface 

preparation cannot be emphasized 

enough, according to Jason Bartanen, 

Director – Industry Technical Relations 

at I-CAR. “Without proper preparation, 

you are setting up for potential failure in 

the joint being repaired,” says Bartanen. 

“If you are not preparing the surface 

ABRADING PROCEDURES can be done with a scratch-pad, sanding using 
various grits or grinding.

BEGIN REPAIR PROCEDURES by thoroughly cleaning surfaces with soap and water.
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properly and do not have a good surface 

for a solid bond, you are compromising 

the safety of the vehicle.”

In the courses that I-CAR offers on 

vehicle repair, following product man-

ufacturer or OEM recommendations 

for cleaning and preparation are high-

lighted as the first steps to completing a 

quality repair. “If you are going to apply 

an adhesive, whether by itself or in 

conjunction with rivet bonding or spot 

welding, a properly prepared surface is 

paramount to creating an effective joint,” 

Bartanen notes. 

Why it is important 

Every repair procedure should begin 

with these steps: cleaning with soap and 

water, wiping with a water-based or sol-

vent-based cleaner, using some form of 

abrasion, and applying a surface modifi -

er, if needed. Once these steps have been 

completed, the surfaces to be repaired 

are ready for adhesive application — but 

don’t forget to properly prepare the ad-

hesive and the cartridge. Every repair job 

should begin with proper surface prepa-

ration to avoid problems further along 

in the repair process and to ensure an 

enduring bond.

A SOLVENT-BASED SURFACE MODIFIER should be used to clean plastic substrates.

AN ABRADED SURFACE will have double or triple the surface area compared to the 
original fl at, smooth surface.

I-CAR OFFERS SURFACE 
PREP TRAINING
I-CAR’s training portfolio offers 
professional development pro-
grams and hands-on skills training 
to help auto collision repair techni-
cians gain the required informa-
tion, knowledge and skills needed 
to perform complete, safe and 
quality repairs. Upon completion, 
many of the courses award credit 
hours towards Gold or Platinum 
Class recognition status.

The following I-CAR courses 
cover surface preparation as part 
of the curriculum:

Aluminum Intensive 
Vehicle Repairs (AL101) – 
Understanding the characteristics 
and best practices for working 
with aluminum in structural 
applications. 

Adhesive Bonding (ADH01) 
– Identifying adhesive bonding 
materials, including how to 
prepare parts for bonding with 
one- and two-part adhesives.

Welded and Adhesively 
Bonded Panel Replacement 
(EXT02) – Explains exterior panel 
construction and replacement, 
including preparation procedures 
for door skin replacement, removal 
and installation of doors skins, and 
installation of door hinges.

Squeeze-Type Resistance Spot 
Welding (WCS04) – Learn about 
welding equipment and power 
sources, how to make resistance 
spot welds, and how to prepare 
mating fl anges for weld bonding.

DOUGLAS CRAIG is 
Technical Application 
Engineer and Collision 
Industry Liaison, Structural 
Tech Service, LORD 
Corporation. 
douglas_craig@lord.com
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FLEXIBLE SANDING BLOCKS
Motor Guard has introduced a fi rst of its kind 
line of fl exible sanding bars for detail sand-
ing applications. These new blocks are constructed of a dense yet 
fl exible compound that allows bending to suit body profi les while 
maintaining a fi rm and durable backing for highly effective sanding. 
The new blocks are available in three styles, the Rectangular Block 
(FB-1) for fl at sanding and tight corners, the Double D Block (FB-
2) with radiused sides for sanding inside contours, and the Curved 
Block (FB-3) for complex body lines and details, or a see-through 
pegboard display of all three, the AP-6 Flexi-BlockTM Assortment.
WWW.MOTORGUARD.COM

BODY FILLER
ITW Evercoat is pleased to announce a new and 
improved formula for its industry-leading Rage® 
Ultra body fi ller. The new formula helps keep 
up with industry trends and customer needs by 
providing improved spreadability, virtually eliminat-
ing micro-pinholes, and may be applied over silicon-bronze welds. 
Rage Ultra is based on Evercoat’s patented ECORESIN™ resin 
technology, which contains renewable resources including soy. 
ECORESIN gives Rage Ultra the industry-leading performance 
features that help increase body shop productivity.
WWW.EVERCOAT.COM

PAINT FINISHING SYSTEM
Presta Products is proud to intro-
duce the Presta® PACE™ Paint Fin-
ishing System, a one-step process 
that’s easy to use, reduces cycle 
time, uses less product and elimi-
nates the guess work. The core of the PACE system is the choice 
of two compounds, an optional polish and an optional glaze. Each 
PACE compound has its own unique buffi ng pad calibrated to 
work on specifi c types of sand scratches and clearcoats. All of 
the products are water based and body shop safe.
WWW.PRESTAPRODUCTS.COM

SANDING AND POLISHING 
EQUIPMENT
AutomotiveTouchup, the nation’s 
leading provider of specialty au-
tomotive aerosol spray paint cans, 
touch-up bottles and pens, is also a 
great source for everything needed 
to complete any repair. Items like prep solvent, hand glaze, sand-
paper, surface wipes, scuff pads, gloves, auto grade masking tape, 
gold tack cloths, nitrile gloves and respirators can be included 
with the customer’s paint order for one-stop-shop convenience. 
WWW.AUTOMOTIVETOUCHUP.COM

WHEEL BALANCER
The new John Bean® B1200P diagnostic 
wheel balancing system uses automated 
patented technology to provide users touch-
less measurement and analysis. The John 
Bean B1200P Wheel Balancing System 
features a touchscreen with an advanced 
user interface for fast and easy selection 
of commonly used modes like spoke detection, match mount and 
manual mode, as well as large, easy-to-see measurement results 
and bright indicators for weight position.
WWW.JOHNBEAN.COM

ROTARY POLISHER
RUPES has expanded their 
BigFoot product range with 
the addition of the new LH 
19E Rotary Polisher. Featuring 
a high-torque motor, compact design, premium ergonomics and a 
lightweight housing, the LH 19E is one of the most capable and 
maneuverable rotary polishers on the market. Its lightweight and 
powerful design makes it the ultimate rotary polishing solution for 
a variety of industries including automotive detailing and collision 
repair and refi nishing.
WWW.RUPES.COM

PAINT CLEANING
Herkules now offers a new cap for our 
aerosol paint cleaner Sparkle Clean. 
Users now have two stream options: 
wide or narrow enabling users to 
target a wide area, or focus on narrow 
chamber, with the fl ip of the lid. Effec-
tive with either solvent or waterborne 
paints, Sparkle Clean provides a 
method to quickly clean stubborn paint 
off of paint guns immediately.
WWW.HERKULES.US

HAND CLEANER
Hardy Hands from E-ZOIL is a 
new hand cleaner for profession-
al technicians that utilizes a high-
performance formula with natural 
ingredients to quickly eliminate 
dirt and grime. Hardy Wipes is a 
combined hand, tool and surface 
towel with an abrasive side to cut 
through soils and a smooth side 
designed to wipe surfaces clean.
WWW.EZOIL.COM
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RADIATOR AND CONDENSER PRODUCT LINE
The all-new Genuine Toyota 
Radiator and Condenser Prod-
uct Line is engineered with the 
quality and value you expect 
from Genuine Toyota Parts, and 
priced to please your custom-
ers and the insurance adjust-
ers. Using Genuine Toyota Radiators and Condensers is the only 
way to ensure that your vehicle repairs meet Toyota’s standards 
for fi t, function and reliability. 
WWW.TOYOTAPARTSANDSERVICEHUB.COM

AUTOMOTIVE LIGHTING PARTS
Over 10 million lighting parts have achieved 
Certifi ed Automotive Parts Association 
(CAPA) Certifi cation. The CAPA 301 Stan-
dard requires independent verifi cation of 
compliance to Federal Motor Vehicle Safety 
Standard No. 108, which requires CAPA 
Certifi ed lamps be tested in their “in-vehi-
cle” position during photometric testing. CAPA Certifi ed lighting 
parts are identifi ed by the yellow CAPA seal, each with a unique 
number that provides traceability to the manufacturer of the part.
WWW.CAPACERTIFIED.ORG

FRAME RACK
Chief is bringing back the im-
pulse Tilt frame rack in response 
to customer requests for a basic 
frame rack that’s reliable and 
affordable. The impulse Tilt rack offers easy loading with inter-
changeable drive-on ramps and a tilting platform. Its low pres-
sure air-over-hydraulic system provides plenty of power and tight 
control for performing fast, high-quality repairs. It can handle most 
vehicles, including light trucks and smaller SUVs – and is available 
at a value-oriented price.
WWW.CHIEFAUTOMOTIVE.COM

RUST REMOVER
CRP Automotive offers its new FERTAN 
Rust Remover as a quick and cost-
effective solution for rust on all types 
of metals. FERTAN Rust Remover is a 
water-based, non-toxic and non-fl amma-
ble rust treatment that quickly dissolves 
rust from all types of metals and leaves 
a clean metal surface that is ready for 
a protective coating application. It is ideal for rustproofi ng and 
maintenance on any material that is susceptible to rust.
WWW.FERTAN.COM

REFINISH SOFTWARE PROGRAM
PPG has introduced its all-new PAINTMAN-
AGER® XI software, the latest addition to the 
company’s state-of-the-art Color Solutions 
XI product line. The all-new PaintManager XI 
software features critical advancements in color 
retrieval, mixing and management functions and offers a more in-
tuitive workfl ow designed to simplify the overall automotive refi nish 
process. The software program provides formulations for OEM cars 
and trucks, commercial fl eets and custom colors — plus service for 
the light industrial segment — through one convenient application.
WWW.PPGREFINISH.COM

RANDOM ORBITAL SANDER
Dynabrade, Inc is proud to introduce 
the New Dynorbital Extreme Series of 
Random Orbital Sanders. The Ex-
treme Random Orbital Sander is an 
American-made air tool delivering the 
best horsepower rating of all industrial 
orbital sanders in its class. Available in 5” and 6” diameter models, 
the tool is available in Non-Vacuum and Central Vacuum models. 
A 3/16” diameter orbit is offered for general sanding applications. 
A 3/32” diameter orbit is also available for ultra-fi ne sanding.
WWW.DYNABRADE.COM

EPOXY-MODIFIED 
ACRYLIC ADHESIVE
LORD Corporation an-
nounces the development 
of a two-component, 
epoxy-modifi ed acrylic adhesive designed for bonding a variety 
of automotive sheet metals including hot-dip galvanized and 
electro-galvanized bare and oily aluminum as well as cold-rolled 
steel. LORD Versilok® 271/331 two-component acrylic adhesive 
can be either room-temperature (RT) cured or heat-cured (around 
80-degrees-C) for faster processing.
WWW.LORD.COM

TIRE CLEANER
Meguiar’s, the world’s leader in car care products, 
introduces its new Hot Shine Refl ect Foam, a spray-on 
foam tire dressing that cleans, shines and refl ects! Its 
thick foam powers through build up while premium 
conditioners preventing cracking, browning and pre-
mature aging in a wide variety of tires. This one-of-a-
kind shine comes from combining advanced refl ective 
technology and highly water-resistant polymers with 
anti-ozonant technology to ensure that tires obtain a 
glossy and refl ective appearance.
WWW.MEGUIARS.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

1000 + Automotive jobs Online

www.ACTAutoStaffing.com

800-489-0536

Looking for Collision Personnel?

7,500 + Collision Personnel Resumes Online

looking for a job?

POSIT IONS AVAILABLE

'LVWULEXWRUV�:DQWHG 
,QILQLW\�/DVHU�0HDVXULQJ�LV�ORRNLQJ�WR�DGG�86 

�GLVWULEXWLRQ�IRU�RXU�;06
���'�/DVHU�0HDVXULQJ 

�6\VWHP�IRU�FDUV�DQG�OLJKW�WUXFNV�DQG�RXU�QHZ 

XMS2�TRUCK�IRU�+'�758&.6 

� 

9LVLW�RXU�ZHEVLWH��,QILQLW\�'/DVHU�FRP��IRU�

SURGXFW�LQIRUPDWLRQ��&DOO����-���-�����DQG�

DVN�IRU�-HUHP\�6PLWK��0DUNHWLQJ�0DQDJHU��RU� 

6DP�'HHULQJ��&KLHI�2SHUDWLQJ�2IILFHU� 

DISTRIBUTORS

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 

find out more about how we can customize your 

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

Marketing solutions fit for:
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The Most Effective 
Touch-Up System Available!

• Eliminates Dust Nibs & Paint Runs

• Fast & Efficient Cutting Power

• Extremely Shallow Scratches

• Ideal for Waterborne and 

High Solid Paint Systems

• Dry Application Allows Easy 

Monitoring of Working Area

Eagle Abrasives, Inc. Norcross GA www.EagleAbrasives.com Tel:(888) 68-EAGLE

DRY
SANDING

Tolecut Touch-Up System utilizes state of the art Dry 

Lube technology to prevent both loading and deep scratches. 

Nibs and runs can be eliminated effectively and efficiently by Tolecut manually 

with either Tolecard or Toleblock. Speedy and extremely uniform finishes can be 

removed easily by Buflex or any micro finishing compound.
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Refine your parts 
procurement policies
Help limit returns, maintain cash flow and hold all stakeholders accountable

A
lot has changed in the world 

of parts procurement. Tech-

nology is creating an abun-

dance of information that is 

expanding markets, affecting pricing strat-

egies and altering selling techniques. This 

is why it is necessary to identify and docu-

ment your company’s parts procurement 

policies in order to deal with the challenges 

that arise from the ever-expanding world of 

parts. Development of effective parts pur-

chasing policies for your business will help 

limit returns, maintain cash flow and help 

hold all stakeholders accountable.  

The parts market has become a much 

more competitive, digital marketplace 

where merely signing up for a new parts 

search can allow a vendor to become the 

“recommended” vendor for one part. The 

parts searches available today generally 

focus only on price and availability. The 

searches give little consideration for ARA 

damage codes or differences between 

clean, undamaged pricing and as-is pric-

ing models. It is becoming commonplace 

to see search results recommending dif-

ferent vendors for each major part in a re-

pair. This is causing greater administrative 

burden on collision repair shops, higher 

return rates and lower overall gross profit 

dollars from parts sales. Parts searches are 

currently lacking in checks and balances. 

Metrics that need to be tracked such as 

average delivery time, parts grading ac-

curacy and return rate are non-existent 

in today’s parts procurement platforms.  

Developing effective purchasing poli-

cies is very similar to DRP tiers, in which 

vendors are placed into tiers based upon 

different criteria such as pricing, part 

grading accuracy, delivery time, return 

rate, location, etc. These tiers can be used 

to manage the vendors and set pricing 

standards to cover shop costs. The goal of 

developing purchasing policies is not to re-

strict purchases to certain vendors, but to 

place controls on procurement practices 

in order to minimize administrative labor, 

reduce parts returns, maximize vendor 

performance and preserve cash flow. Parts 

vendors can be broken up into one of three 

tiers. A sample outline is provided below.

Tier 1:

•  Contains a list of all primary OEM ven-

dors, aftermarket and reconditioned 

supplier(s), and the recyclers you pur-

chase 80 percent of your parts from. 

•  Purchases will be made with open lines 

of credit.

• Orders will be placed electronically.

•  Discounts and markups are pre-

determined.

• Markups will match the market rate.

•  Returns, cleanup and warranty claims 

are easily processed.

Tier 2:

•  Contains a list of backup OEM ven-

dors, secondary aftermarket/recondi-

tioned supplier(s) and recyclers from 

either an extended geographic range 

or niche recyclers that specialize in 

certain brands of vehicles.

•  Purchases are less frequent and will be 

placed by credit card.

•  Orders will be placed electronically or 

manually.

•  Returns, cleanup and warranty claims 

will require more labor/effort due to low 

volume/infrequent purchases.

•  May require negotiating slightly higher 

markups to cover administrative efforts.

•  Consistent performance could lead to 

vendor being moved into Tier One as 

volume increases.

Tier 3:

•  Purchases will be made by COD only.

•  Orders will generally be placed 

manually.

•  Could be prior underperforming vendor 

from higher tier

•  Generally, these vendors are “recom-

mended” due to lowest parts price.

•  Orders/cleanup/returns are most dif-

ficult to process, as there is no relation-

ship developed.

Having set performance criteria to 

track and manage vendors will incen-

tivize vendors to perform and provide 

factual information to discuss with insur-

ance partners when questions arise as a 

result of a parts search. The parts land-

scape has changed and so too should 

your purchasing policies. 

THE LAST DETAIL

PLACE CONTROLS ON 
PROCUREMENT PRACTICES TO 
MINIMIZE LABOR AND PARTS 
RETURNS AND MAXIMIZE 
PERFORMANCE AND CASH FLOW.

WILL LATUFF is a manager 
of Latuff Brothers Auto Body 
in St. Paul, Minn. He is an 
active member of AASP-MN, 
participating on the board of 
directors as well as serving 

as AASP-MN Collision Division director.
wlatuff@latuffbrothers.com



PROSPOT.COM (877) 776-7768

Blind Rivet Adapter

PR-5 Tesla Die Kit
(optional)

NEW

(optional)

NEW

TESLA

Pro Spot proudly

adds Tesla to the

PR-5 Rivet Gun 

approval list!

Options available for new and 

existing PR-5 Rivet Gun customers.

• Self-Piercing Rivet
• Blind Rivet
• Rivet Nuts
• Flow Form Rivets
• Solid Rivets
• Hallow Rivets
• Calibration
• Flattening
• Rivet Removal



GLASURIT 923-230 LVOC 
ALL PURPOSE CLEARCOAT
THE NEW STANDARD FOR PREMIUM CLEARCOATS
Glasurit 923-230 raises the global standard of excellence with this all purpose clear that 
covers everything from small panel and tight space applications to large areas and overalls. 
923-230 offers great flow, industry leading gloss, and easy de-nibbing along with incredible 
sag resistance. This clear provides consistent Glasurit® quality in all climates. Learn more at 
basfrefinish.com/glasurit_923230.
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2017 SOUL TURBO
[Models may vary]

www.kia.com
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Sliding door may need a new 
remote controller actuator 
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Blown fuse may lead to 
remote harness replacement
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When it comes to replacing 
a timing belt
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K
ia prides itself on building family-

friendly vehicles. Apparently, 

U.S. News & World Report agrees 

because it recently named the Soul and 

Cadenza as two of its “2017 Best Cars 

for Families.” Moreover, the Soul also 

received the award last year.

According to the U.S. News website, 

choosing the right family car is about “strik-

ing a balance.” Addressing its methodology, 

it says, “Each of the award winners have the 

best combination of positive reviews from 

professional car critics, safety ratings, space, 

and available tech features.”

Emphasizing the tech point, the U.S. 

News website also says, “All of the win-

ners have available advanced driver as-

sistance features, like blind spot warning, 

forward collision warning, and automatic 

braking, to help prevent a collision.” 

 Orth Hedrick, vice president, product 

planning for Kia Motors America, says 

that Kia is thrilled with the awards 

“because they speak to the ef ort we put 

into creating vehicles that families will 

love. It’s part of Kia’s global commitment 

to of er attractive, reliable and dynamic 

vehicles with tremendous value.” He 

concludes, “Being awarded Best Cars for 

Families by U.S. News & World Report is 

testimony to those ef orts and we couldn’t 

be more proud.”

 T e Soul was noted for outstanding 

ergonomics and tech features. “T e ride 

height is neither too low nor too high, 

making it easy for both little kids and 

grandparents with limited mobility to get 

in,” says U.S News Autos managing editor 

Jamie Page Deaton. “Parents of teen drivers 

can get some peace of mind with the Soul’s 

UVO system, while Apple CarPlay™ and 

Android Auto™ keep families connected 

with limited distraction on the road.”1

As for the Cadenza, Page Deaton says 

that the same luxury features that are 

attractive to adult drivers are meaning-

ful for families. “Rear sunshades keep 

backseat passengers cool so they can ride 

or nap in peace.” And as with the Soul, 

she emphasizes the practicality of Kia’s 

advanced car technology for the Cadenza. 

“UVO teen-driver controls make it easier 

to hand the keys over to new drivers, and 

Apple CarPlay™ and Android Auto™ make 

it easier to access common smartphone 

functions without having to learn a new 

operating system.”

At some point, you may see Kia Souls 

and Cadenzas in your shops. For best results 

in serving them, we recommend keeping 

things “all in the family” by using Genuine 

Kia Parts to service and repair them.   

Kia Motors America, Inc.

All trademarks and tradenames are the property 

of their respective owners. 2017 Kia Soul Turbo shown on 

the cover and above with optional features. Not all optional 

features are available on all trims. Some features may vary.

1 Warning: Driving while distracted can result in a loss of 

vehicle control that may lead to an accident, severe personal 

injury and death. Always drive safely and use caution.
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Timing is everything
When it comes to replacing 
a timing belt

A remote possibility
Blown fuse may lead to remote 
harness replacement

Power outage
Sliding door may need a new 
remote controller actuator 

114 8

It’s a family affair
Major magazine names 2 Kias Òbest cars for familiesÓ

*/�5)*4�*446&

Our View

The Kia Soul has been awarded two years in a row.
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A Genuine Part of You.

When your customers are behind the wheel, 

Kia is more than just the sum of its parts.
Your customers and Kia are built for each other, and Genuine Kia 

replacement parts bring the superior quality and fit that they’ve 

come to expect. Backed by the Kia warranty,* Genuine Kia Parts and 

Genuine Kia Remanufactured Parts give added confidence on the road. 

Customers work hard, Genuine Kia Parts work even harder.” 

* Kia Genuine replacement parts (except battery) sold by an Authorized Kia Dealer under warranty are covered for the greater of (1) the duration of the New Vehicle Limited Warranty or 
(2) the first 12 months from the date of installation of the Kia Genuine replacement parts or 12,000 miles. Labor charges not included when not installed by an Authorized Kia Dealer. 
Warranty is limited. See Kia’s Replacement Parts and Accessories Limited Warranty for further details.
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Mechanical

Remote harness removal service procedure

1.  Before starting service procedure: Record radio station 

presets and disconnect negative battery terminal. 

2.  Remove the driver’s side front door step sill trim by insert-

ing the trim removal tool under the trim panel and carefully 

prying upward to release the four push clips. 

3. Carefully pull the weatherstrip 

away from the side of the driver’s 

side kick panel as indicated in the 

photo. T en remove the following: 

the hood release lever by pulling 

toward the center of the vehicle; 

the plastic nut located near the 

vehicle dash wall, if equipped; and 

the driver’s side kick panel from the 

vehicle by pulling upward to release 

the push clip and prying toward the 

center of the vehicle to disengage 

the two clips. Remove the driver’s side dash end-cap panel by 

prying outward to disengage the four clips. 

4. Remove the lower-dash f nish panel by removing the four 

Phillips screws from the bottom of the panel. Using a trim 

removal tool, carefully pry outward to release the f ve clips. 

Remove the OBDII connector from the panel. Disconnect the 

remaining connectors, if equipped. 

4    QualityConnection    www.kiagenuineparts.com | www.kia.com

A remote possibility
Blown fuse may lead to remote harness replacement

Mechanical

As an automotive technician servicing Kia vehicles, you may encounter a 2011/2012 Sorento vehicle 
in which the heater/blower motor is not functioning when the remote start is used. This issue may be 

caused by a blown 15 amp HVAC1 fuse located within the remote start module. Follow the remote harness 
removal and replacement procedure in this article to remedy the issue. (Note: The replacement harness utilizes 
a load reduction design.)

»NOTICE: This procedure should only be conducted if a customer has a 
specifi c issue with RES, i.e., that the HVAC fuse blows in the RES module, 
otherwise this procedure is not required. 

»TSBs may be updated from time to time.  Please refer to TSB EL 016 at 
www.kiatechinfo.com for the latest procedures.

»All images are for illustration purposes only.

Inspect 15 amp HVAC1 fuse located 

within the remote start module to 

determine if it is good. 

Model Production Range

Sorento (XM) MY range 2011-2012

AFFECTED VEHICLE PRODUCTION RANGE

Part Name Part Number Figure

Remote Start 
Harness Kit

U8561 1U002

REQUIRED PARTS

1

2

3
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5. Remove the f ve 10 mm hex bolts and 

one 10 mm hex nut securing the steel knee 

bolster panel as indicated by the arrow. 

Remove the steel knee bolster panel from 

the vehicle and set aside. 

6. Remove the three Phillips screws 

securing the steering column shroud (one 

underneath and two behind the steering 

wheel). Turn the steering wheel for access. 

Pull down to separate (use trim tool, if 

necessary) and remove the lower steering 

column shroud from the vehicle. 

7. Locate the remote start control module 

mounted to the factory brace supporting 

the fuse box. Remove the existing DNA 

Module by pressing the tab at the back of 

the DNA Card and then lif ing the DNA 

card from the back side. 

8. Remove and inspect the 15 amp HVAC1 

fuse to determine if it is good; replace it, 

if necessary. Install the DNA card into 

the remote start control module. Press 

the center release tab on each connector to 

disconnect all three wire harness connectors 

from the remote start control module. 

9. Cut the two small wire ties securing the 

Black ground wire to the existing factory 

harness. Arrows in the photo indicate the 

general location of the wire ties. Cut the 

three large wire ties (arrows) securing the 

remote start harness. 

10. Cut the one large wire tie securing the 

remote start harness to the existing fac-

tory harness. Cut the three small wire ties 

securing the disarm/programming button 

to the remote start harness. 

11. Locate and remove the 10 mm hex 

ground bolt in the lef  kick panel area. Re-

move the remote start harness Black ground 

wire with ring terminal from the bolt. 

12. Notice: Remove the two 10 mm hex 

bolts, and the one 10 mm hex nut secur-

ing the fuse box, and then tilt it forward 

for better access to the BCM connectors. 

Cut the one small wire tie securing the 

Lt. Blue (Parking Light Output) wire, Yel-

low/Black (Driver Door Unlock Output) 

wire and the 22-pin male and female 

BCM-MN remote start harness connec-

tors to the remote start wire harness. Dis-

connect the remote start harness 22-pin 

male and female connectors.

5

6

9

10

Caution: Be careful not to bend the mating pins of the 
multi-pin connector when installing the DNA card. 

8

7

Remote start
control module

11

12
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Mechanical

13. Disengage the 16-pin BCM-MM 

connector from the back side of the BCM, 

if necessary. Remove the remote start har-

ness Yellow/Black (Driver Door Unlock 

Output) wire from the Yellow/Black wire 

(Pin #2 of the BCM-MM connector) by 

disengaging the T-Tap. 

14. Disengage the 26-pin BCM-ML 

connector from the back side of the BCM, 

if necessary. Remove the remote start 

harness Lt. Blue (Parking Light Output) 

wire from the Lt. Blue wire (Pin #21 of the 

BCM-ML connector) by disengaging the 

T-Tap.  Disconnect the remote start har-

ness 26-pin male and female connectors at 

the front of the fuse box. 

15. Remove the remote start harness 

Green/Orange (Tachometer Input) wire 

from the Green/Orange wire (Pin #26 of the 

I/P-E connector) by disengaging the T-Tap. 

16. Remove the remote start harness 

Gray (Rear Defroster Output) wire from 

the Gray wire (Pin #17 of the I/P-F con-

nector) by disengaging the T-Tap. Remove 

the remote start harness Red/Black (Hood 

Ajar Input) wire from the Red/Black wire 

(Pin #16 of the I/P-F connector) by disen-

gaging the T-Tap. 

17. Cut the one small wire tie securing 

the factory male CHG 39 brake switch 

connector and the remote start harness 

female brake switch connector to the 

remote start harness. Disconnect the re-

mote start harness 4-pin male and female 

brake switch connectors. 

18. Cut the one small wire-tie securing 

the factory male M37 key-in-sense con-

nector and the remote start harness female 

key-in-sense connector to the factory 

connector. Disconnect the remote start 

harness 6-pin male and female key-in-

sense connectors. 

19. Cut the one large wire-tie securing 

the lef  side of the remote start module to 

the factory wire harness. Disconnect the 

remote start harness 6-pin male and fe-

male ignition switch connectors. Remove 

remote start harness from vehicle. 

15

13

14

17

18

19
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1. Plug the wire harness connectors into 

the remote start module before mounting. 

Ensure all connectors are properly locked 

into position. 

2. Route the remote start harness 6-pin 

male and female ignition connectors up-

ward to the ignition switch. Connect the 

male 6-pin M15 ignition connector and 

plug in the corresponding remote start 

harness connectors. 

3. Route the remote start harness 6-pin 

male and female key-in sense connectors 

along the factory harness toward the fac-

tory 6-pin connector, located to the right 

of the steering column. 

Connect the male 6-pin M37 connec-

tor and plug in the corresponding remote 

start harness connectors. 

4. Route the remote start harness 4-pin 

male and female brake switch connectors 

under the steering column to the brake 

switch. Connect the male 4-pin CHG 39 

connector and plug in the corresponding 

remote start harness connectors. Secure 

the factory male connector and the remote 

start harness female connector to the 

remote start harness with one small wire 

tie. Trim of  excess wire tie. 

1

2

3

4

Remote start harness installation 

(T-Tap installation procedure) 

Factory wire harness colors are subject 

to change, please use the specifi ed pin #

in the harness connector to identify the correct 

wire for T-Tap installation. 

Only perform the following procedure 

if a T-Tap was removed during 

harness removal: 

a) Place T-Tap on vehicle wire; 

b) using pliers, close and crimp 
T-Tap around vehicle wire; and 

c) insert harness wire with male 
spade terminal and into T-Tap.

a b c

CORRECT
Spade terminal CENTERED inside connector

Extreme care must be taken to ensure that the male spade terminal is inserted in the T-Tap properly.
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Mechanical

5. Route the 26-pin male and female 

connectors, Red/Black and Gray wires 

toward the fuse box. Attach the Red/

Black wire to the #16 pin of the 20-pin 

I/P-F male connector. If Removed: Using 

pliers, crimp a T-Tap on the Red/Black 

wire located in pin #16 of the I/P-F male 

connector. 

Connect the Red/Black (Hood Ajar Input) 

wire from the remote start harness to the 

Red/Black wire (Pin #16 of the I/P-F con-

nector) by engaging the T-Tap. 

6. Attach the Gray wire to the pin #17 pin 

of the 20-pin I/P-F male connector. 

If Removed: Using pliers, crimp a T-Tap 

on the Gray wire located in pin #17 of the 

I/P-F male connector. Connect the Gray 

(Rear Defroster Output) wire from the 

remote start harness to the Gray wire (Pin 

#17 of the I/P-F connector) by engaging the 

T-Tap. 

7. Attach the Green/Orange wire to the 

#26 pin of the 26-pin I/P-E male con-

nector. If Removed: Using pliers, crimp a 

T-Tap on the Green/Orange wire located 

in pin #26 of the I/P-E male connector. 

Connect the Green/Orange (Tachometer 

Input) wire from the remote start harness 

to the Green/Orange wire (Pin #26 of the 

I/P-E connector) by engaging the T-Tap.

8. Connect the factory male 26-pin BCM-

FK connector at the fuse box and plug in 

the corresponding remote start harness 

connectors. 

9. Route the portion of the remote start 

harness containing the Yellow/Black wire, 

Lt. Blue wire and the 22-pin male and 

female connectors along the right side of 

the fuse box to the BCM (located on the 

back side of the fuse box). 

Locate the Lt. Blue wire in pin #21 of 

the 26-pin BCM-ML male connector. If 

Removed: Using pliers, crimp a T-Tap on 

the Lt. Blue wire located in pin #21 of the 

BCM-ML male connector. 

Connect the Lt. Blue (Parking Light 

Output) wire from the remote start har-

ness to the Lt. Blue wire (Pin #21 of the 

BCM-ML connector) by engaging the 

T-Tap. Engage the 26-pin BCM-ML con-

nector from the backside of the BCM. 

5

9

10

11

8
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10. Locate Yellow/Black wire located in 

pin #2 (arrow) of the BCM-MM con-

nector. Using pliers, crimp a T-Tap on 

Yellow/Black wire. Connect the Yellow/

Black (Driver’s Door Unlock Output) 

wire from remote start harness from the 

Yellow/Black wire (pin #2 of BCM-MM 

connector) by engaging T-Tap. 

11. Connect the factory male 22-pin 

BCM-MN connector at the BCM and 

plug in the corresponding remote start 

harness connectors. Secure the Lt. Blue 

(Parking Light Output) wire, Yellow/

Black (Driver Door Unlock Output) wire 

and the 22-pin male and female BCM-

MN remote start harness connectors to 

the remote start wire harness with one 

small wire tie. Trim the wire tie. 

12. Route the Black wire with ring termi-

nal down along the factory wire harness to 

the factory ground location. Install 10 mm 

hex bolt. Position the Black wire with ring 

terminal over the bolt and reinstall with 

factory ground wires. 

13. Connect the disarm/programming 

button to the corresponding remote start 

module connector (if disconnected). 

Secure the disarm/programming button 

to the remote start harness with three 

small wire ties. Trim of  excess wire ties. 

Ensure disarm/programming button is 

secured to the remote start harness in a 

manner that allows for future serviceabil-

ity. Secure the remote start harness to the 

existing factory harness with one large 

wire tie. Trim the wire tie. 

14. Secure the remote start harness with 

three large wire ties. Trim of  excess from 

wire ties. 

15. Secure the Black ground wire to the 

existing factory harness with one small 

wire tie. Trim the wire tie. 

16. Verify all connections are secure as per 

the installation instructions. Turn the igni-

tion key to the ON position. Reconnect the 

negative battery cable. If the horn begins 

sounding, press the disarm/programming 

button with the ignition ON to disarm the 

system. Battery cable terminal torque spec: 

3.6 lb-f  +/- .7 lb-f  (5 Nm +/- 1 Nm) 

Start the vehicle with the key and 

verify that no Diagnostic Trouble Codes 

have been triggered. Any DTCs should be 

reset before proceeding to the next step. 

Turn the ignition key to the OFF/LOCK 

position. Reinstall all interior components 

(steps 1-7 of removal procedure) in the 

reverse order of removal. Check remote 

start function.  

12

13

14

15

16

Disarm/Programming

Button
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Power outage
Sliding door may need a new 
remote controller actuator 

You may come across a Sedona (VQ) that has a power 

sliding door (PSD) that won’t open when using the 

overhead console switch, B pillar switch or remote control 

button. If you do, the PSD Remote Controller Actuator may 

need to be replaced (on the af ected side only) with Part 

Number 81447 4D500. Note: Do not replace the Remote 

Controller Assembly for this issue. 

Disassembly procedure 
1. If it is determined that the power sliding door remote control-

ler motor is defective, follow the instructions provided in Kia’s 

Global Information System (KGIS) to remove the door trim and 

controller assembly before bench repairing the controller unit.  

Removed PSD remote controller is shown here along with the 

location of release motor drive assembly. 

   

2. Remove the seven screws holding the cover and drive 

assembly in place. 

Notice: T ere are four short screws and three long screws. 

T e longer screws attach the motor assembly to the controller. 

3. Carefully separate the cover from the drive assembly as shown. 

Be especially careful not to damage or misplace the seal. 

Notice: It is not necessary to remove the complete drive assembly 

from the remote controller. 

4. While holding the motor in place, use small needle-nose pliers 

to carefully disconnect the wiring from the motor. T e blade style 

connectors easily pull straight up and out. 

Notice: Note the wire’s color and position for reinstallation. If the 

wires are switched, the remote controller will not operate correctly. 

5. Remove the motor from the drive assembly.

Notice: Be careful not to misplace the motor’s white nylon end 

support bearing.

Part Name Part Number Figure

Remote Controller 
Motor

Part Number
81447 4D500

REQUIRED PARTS

Model Production Range

Sedona (VQ) with Power Sliding 
Door Options

 All MY 2006 -2010 Sedona (VQ) 

AFFECTED VEHICLE PRODUCTION RANGE

Body

Power Sliding Door Remote Controller Assembly 
P/N 81447 4D500 Actuator Motor Shown Externally

»TSBs may be updated from time to time. Please refer to TSB BOD 048 

at www.kiatechinfo.com for the latest procedures.

»All images are for illustration purposes only.
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Installation procedure
6. Reinstall the motor making certain that the small nylon sup-

port bearing is properly installed as indicated above. Reinstall the 

wiring observing proper polarity, otherwise the drive assembly 

will not work properly. 

Notice: While reinstalling the motor, make sure that the white 

nylon support bearing projections are facing out towards the 

cover. Failure to do this may result in noise and/or gear damage. 
  

7. Reinstall the cover making sure the seal is properly in place, 

and that the proper length screws are installed in the proper posi-

tions. Do not pinch the wiring between cover and housing.

Notice: T e shorter screws should be fully installed f rst, then 

the longer screws, as the longer screws both seal and attach the 

motor assembly to the remote controller assembly. 

8. Reinstall the remote controller and all door trim in the reverse 

order of removal. Erase any codes that were generated by the 

previous faulty motor assembly. Test the power sliding door for 

proper operation using the center overhead console switch, the B 

pillar switch, and the remote control button.  

1

4

3

42

Long Screw

Long Screw
Support Bearing

5

6

Support Bearing

Projections 

Face Out 

Towards Cover

7

Support Bearing Projections Face Out Towards Cover

Long Screw

Long Screw
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THE TIMING FOR SOME MAINTENANCE and repair items might be able to 

be stretched, but the replacement of a timing belt is not one of them.

Timing belts can last longer than their recommended service schedule; 

however, your customers run the risk of catastrophic engine failure if they wait 

too long to replace them. Most Kia vehicles have interference engines, which 

means if a timing belt fails the valves may hit the pistons. 

Because the process of replacing a timing belt offers access to other parts, 

you can recommend their replacement, if appropriate. First up are the timing 

belt tensioners and pulleys. From there, water pump replacement is possible. 

And depending on a number of other factors, your recommendations can range 

from replacing the serpentine belt to the spark plugs.  

And let’s not forget about those Kias with timing chains. Generally speaking, they 

last longer than timing belts as long as their engines are serviced regularly. This 

means using the correct oil and maintaining the correct oil level for suffi cient oil 

pressure for gears and tensioners.  In the event that you have customers with high 

mileage Kias that may have worn and noisy timing chains, they may also need new 

tensioners, guides, and other associated parts.

Please refer to factory recommended maintenance schedules in the Kia owner 

manuals for proper service for timing chains and belts.

Whatever your customers’ timing belt or timing chain needs are, Kia 

offers Genuine Kia Parts to keep their Kias running like Kias. Your 

service recommendation just may be perfect timing for them.

$POUBDU�ZPVS�MPDBM�,JB�EFBMFS�UPEBZ�GPS�

BTTJTUBODF�BOE�EFMJWFSZ�PG�ZPVS�QBSUT�
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