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A new line of parts. A new source of revenue.
Introducing Mercedes-Benz StarParts. 

Delivering more than just quality, accuracy, and fit, StarParts is an authentic parts line designed for 
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• Built for high functionality and fit

• Backed by a one-year warranty* that includes parts and labor

• Designed to enhance margins and help grow profits for your shop in the long run 

To order StarParts, contact your Mercedes-Benz dealership today.

*To learn more, visit mbwholesaleparts.com/StarParts.



6  JULY 2018  ABRN.COM

ABRN (USPS 437970) (Print ISSN: 2166-0751, Digital ISSN: 2166-2533) is published monthly, 12 times per year by UBM LLC 131 West 1st St., Duluth. MN 
55802-2065. Periodicals Postage paid at Duluth, MN 55806 and at additional mailing offices. Subscription prices: U.S. one year, $66; U.S. two year, $99; 
one year Canada, $74; two year Canada, $148; one year international, $104; two year international, $208. For information, call (888) 527-7008 or (218) 
723-9477. POSTMASTER: Send address changes to ABRN, P.O. Box 6018, Duluth, MN 55806-6018. Please address subscription mail to ABRN, P.O. Box 
6018, Duluth, MN 55806-6018. Canadian G.S.T. number: R-124213133RT001.  PUBLICATIONS MAIL AGREEMENT NO. 40612608. Return Undeliv-erable 
Canadian Addresses to: IMEX Global Solutions, P. O. Box 25542, London, ON N6C 6B2, CANADA. PRINTED IN U.S.A. 

©2018 UBM All rights reserved. No part of this publication may be reproduced or transmitted in any form or by any means, electronic or mechanical including 
by photocopy, recording, or information storage and retrieval without permission in writing from the publisher. Authorization to photocopy items for internal/
educational or personal use, or the internal/educational or personal use of specific clients is granted by UBM for libraries and other users registered with the 
Copyright Clearance Center, 222 Rosewood Dr. Danvers, MA 01923, 978-750-8400 fax 978-646-8700 or visit http://www.copyright.com online. For uses 
beyond those listed above, please direct your written request to Permission Dept. fax 732-647-1104 or email: Jillyn.Frommer@ubm.com.

UBM provides certain customer contact data (such as customers’ names, addresses, phone numbers, and e-mail addresses) to third parties who wish to 
promote relevant products, services, and other opportunities that may be of interest to you. If you do not want UBM to make your contact information available 
to third parties for marketing purposes, simply call toll-free 866-529-2922 between the hours of 7:30 a.m. and 5 p.m. CST and a customer service representative 
will assist you in removing your name from UBM’s lists. Outside the U.S., please phone 218-740-6477.  ABRN does not verify any claims or other information 
appearing in any of the advertisements contained in the publication, and cannot take responsibility for any losses or other damages incurred by readers in 
reliance of such content.  ABRN welcomes unsolicited articles manuscripts, photographs, illustrations and other materials but cannot be held responsible for 
their safekeeping or return.  To subscribe, call toll-free 888-527-7008. Outside the U.S. call 218-740-6477.

IN EVERY ISSUE

WEB EXCLUSIVES // ABRN.COM

WWW.ABRN.COM

Millennium Place East, 25115 Country Club Blvd. //  North Olmsted, OH 44070

Phone: (440) 243-8100  // Fax: (440) 891-2675

EDITORIAL

MICHAEL WILLINS

GROUP CONTENT DIRECTOR

michael.willins@ubm.com

(440) 891-2604

KRISTA MCNAMARA

CONTENT CHANNEL DIRECTOR

krista.mcnamara@ubm.com

(440) 891-2646

CHELSEA FREY

SENIOR ASSOCIATE EDITOR

 chelsea.frey@ubm.com

(440) 891-2645

STEPH JOHNSON-BENTZ

ART DIRECTOR

STALIN ANNADURAI

GRAPHIC DESIGNER

CONTRIBUTORS

BRIAN ALBRIGHT

b-albright@sbcglobal.net

JOHN ANELLO

atowscopeit@aol.com

STEVE FELTOVICH

sjfeltovich@gmail.com

JAMES E. GUYETTE

jimguyette2004@yahoo.com

WILL LATUFF

wlatuff@latuffbrothers.com

MARK OLSON

mark@vecoexperts.com

TIM SRAMCIK

tsramcik@yahoo.com

JOHN YOSWICK

info@crashnetwork.com

EDITORIAL ADVISORY BOARD

PAUL GAGE

PROCARE

JEFF POOLE

I-CAR

JAKE RODENROTH

COLLISION DIAGNOSTIC SERVICES

BUSINESS

JIM SAVAS

VICE PRESIDENT GENERAL MANAGER

TERRI MCMENAMIN

GROUP PUBLISHER

BALA VISHAL

DIRECTOR OF DIGITAL MARKETING

TSCHANEN BRANDYBERRY

SPECIAL PROJECTS EDITOR

JILLENE WILLIAMS

SALES COORDINATOR

DOMESTIC SALES

MIDWEST & WESTERN STATES/

CLASSIFIED SALES 

MICHAEL PARRA

michael.parra@ubm.com

(704) 919-1931

ILLINOIS, EASTERN & SOUTHERN STATES

PAUL ROPSKI

paul.ropski@ubm.com

(312) 566-9885 

Fax: (312) 566-9884

OHIO, MICHIGAN & CALIFORNIA

LISA MEND 

lisa.mend@ubm.com

(773) 866-1514

PRODUCTION & ADMINISTRATION

KAREN LENZEN

SENIOR PRODUCTION MANAGER

TRACY WHITE

CIRCULATION MANAGER

DAVID PASQUILL

COMMERCIAL FINANCE PARTNER

SOFIA RENTERIA

BUSINESS ANALYST

CUSTOMER SERVICE

SUBSCRIPTION INQUIRIES

(888) 527-7008

(218) 723-9477

REPRINTS

Licensing and Reuse of Content: 

Contact our official partner, Wright’s Media, 

about available usages, license fees, 

and award seal artwork at Advanstar@

wrightsmedia.com for more information. 

Please note that Wright’s Media is the only 

authorized company that we’ve partnered 

with for Advanstar UBM materials.

COLLISION  PROS

S
p

rin
g

 2
0
1
8

Dedicated to  
Promoting Quality  
Collision Repair of  

Toyota Vehicles

The Importance of  Pre- and Post-Scanning
Protect your customer and your shop by  conducting pre- and post-repair scansPAGE 6
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Toyota’s 2018 Great Summer 

Rebate is featured in the latest 

edition of Collision Pros and online 

at toyotapartsandservice.com

REGISTER NOW FOR NACE 
AUTOMECHANIKA 2018 IN ATLANTA

With features like hands-on demonstrations, expert-led 

training and new innovations, NACE Automechanika 2018 in 

Atlanta, Aug. 8-10 at the Georgia World Congress Center has 

all you need. 

NACE Automechanika 2018 features a host of co-located 

events, including the Advanced Technology & Diagnostic 

Repair Forum, I-CAR training, the Collision Industry 

Conference, Collision Repairers Education Foundation golf 

outing, and the popular MSO Symposium. The event will also 

feature a Rockin Rides Reception, and 100 percent of the 

proceeds will be donated to technical schools through the 

Collision Repair Education Foundation.
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TRENDING

BREAKING

NEWS

INDUSTRY NEWS

Dent Fix launched a new video-

based educational platform and 

event information center on their newly 

enhanced website: www.DentFix.com.

The goal of the initiative is to gather all 

the repair knowledge the company has 

acquired over the last 39 years and pro-

vide an online resource where customers 

can learn how to use Dent Fix repair tools 

properly for a better repair and have an 

easy way to register for upcoming regional 

educational seminars, events and trade 

shows. From proper panel preparation for 

aluminum panels to vintage Maxi videos, 

the new video section is both educational 

and fun.

“I am very proud of the work my team 

has done to accomplish the goal of pro-

viding our customers with the power to 

turn a problem into a solution,” said Erik 

Spitznagel, CEO of Dent Fix .

 The two pages available now for 

viewing are www.dentfix.com/videos 

and www.dentfix.com/events. 

PARTNERSHIP

ASA ANNOUNCES NEW 

2018 BOARD

The Automotive Service 
Association, at its Annual 
Business Meeting May 2-4 
in Orlando, Fla., announced 
changes to its Board of 
Directors. Chairman Roy 
Schnepper looks forward to 
working with the new team.  
ABRN.COM/ASA18

GFS EXPANDS 

AFTERMARKET SERVICE, 

SUPPORT

Global Finishing Solutions 
has developed a new 
business unit that will 
better align departments 
to support growing 
aftermarket service and 
support customer needs.
ABRN.COM/SUPPORT

WIN ELECTS 2018-2019 

BOARD LEADERSHIP

The Women’s Industry 
Network, at its Educational 
Conference in Indianapolis, 
Ind., elected the 2018-19 
Executive Committee. All 
members are volunteers 
and work to develop 
women in the industry.
ABRN.COM/WOMENELECT

FORD STEERS AWAY 

FROM SEDANS

Ford announced it plans to 
discontinue almost its entire 
North American line-up of 
cars — the Fusion, C-MAX, 
Taurus and Fiesta — by 
2020. The portfolio will 
largely encompass trucks, 
SUVs and crossovers.
ABRN.COM/FORDCHANGE

VALSPAR OFFERS 

SUMMER TRAINING 

COURSES

This summer Valspar will 
continue to offer refi nishers 
I-CAR certifi ed training at its 
centers in Dallas, Detroit and 
Sacramento. The training 
focuses on paint technology 
and color theory.
ABRN.COM/THEORY

>> CONTINUES ON PAGE 10

NABC PROGRAM 

EXPANDS WITH NEW 

PARTNERSHIPS 
The National Auto Body 

Council (NABC) announces 

its First Responder Emergency 

Extrication (F.R.E.E.™) program 

is ready to kick into high gear 

with the addition of rescue tool 

manufacturers Hurst Jaws of Life and 

Genesis Rescue Systems providing 

instructors for NABC member-hosted 

extrication events nationwide. 

NABC’s F.R.E.E. program is 

unique in that it provides fi rst 

responders with hands-on practice 

specifi cally on late model vehicles 

equipped with today’s new car tech-

nology, including lighter weight, high 

strength steels, sophisticated elec-

tronics and multiple airbag systems.

With the resources of Hurst Jaws 

of life and Genesis Rescue Systems, 

two of the largest manufacturers of 

rescue equipment in the U.S., NABC 

can now offer more opportunities 

for NABC members to host F.R.E.E. 

events and provide valuable extrication 

practice opportunities to hundreds 

more fi rst responders nationwide.

To support the increased demand 

VIRTUAL TRAINING

ABRN WIRE REPORTS // 

WEB-BASED VIDEO LEARNING, 

EVENTS CENTER LAUNCHED

PHOTO: DENT FIX
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>> CONTINUED FROM PAGE 8

for F.R.E.E. events, State Farm has 

committed to providing the majority of 

the salvage vehicles for the program 

with additional support from Allstate. 

Each event typically requires three 

to four vehicles for approximately 40 

participating fi rst responders to practice 

their cutting and extricating skills.

“Auto extrication presents 

increasingly complex rescue challenges 

to fi rst responders,” said Mike Canon, 

Director of Rescue Sales for Hurst. 

Jaws of Life. “These new challenges 

include stronger and stronger ultra-high 

strength steels, more pressurized airbag 

cylinders, and more hybrid and electric 

vehicles on the road. It’s critical that fi rst 

responders train on new model vehicles 

that are not always easy to acquire. 

NABC and the F.R.E.E. Program present 

an excellent opportunity to do just that.”

Shelby Howell, Administrator of Train-

ing, Genesis Rescue Systems, added: 

“Genesis Rescue Systems focuses on 

offering and participating in programs that 

help First Responders stay safe and save 

lives. With a strong focus on research and 

development along with engineering, we 

achieve a goal of producing an entire line 

of equipment that is ergonomically friendly, 

quick to deploy and easy for rescuers to 

do their job. Assisting the National Auto 

Body Council with their First Responder 

Emergency Extrication (F.R.E.E.) Program 

is a good fi t for Genesis and a win, win for 

all stakeholders, rescue personal but even 

more important, crash victims.”

NABC’s F.R.E.E. program is offered 

to fi rst responders at no charge as 

a community service and hosted at 

NABC repair shop facilities. The typical 

F.R.E.E. event consists of one-hour 

class instruction by rescue equipment 

experts, followed by three hours of 

hands-on extricating practice using the 

latest equipment on late-model vehicles 

staged to simulate crash scenes.

“Since the inception of NABC’s 

F.R.E.E. program, we have had high 

demand from our member shops eager 

to support their local fi rst responder com-

munities,” said George Avery, F.R.E.E. 

Program Manager. “The hands-on practice 

is invaluable to help prevent further injury 

to the victim or to the fi rst responders 

themselves. Knowing specifi cally where 

and how to effi ciently cut and extricate can 

make the difference in saving precious 

minutes and lives as well as the safety 

of the fi rst responders. We are thrilled to 

have Hurst and Genesis come on board to 

expand the reach of the F.R.E.E. program.”

For more information or to 

sign up to host a F.R.E.E. event, 

visit NationalAutoBodyCouncil.

org, or contact George Avery, 

Program Director at g.avery@

NationalAutoBodyCouncil.org. 
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LEGISLATIVE UPDATE

HOUSE HEARING TACKLES AVS, INSURANCE IMPACT 
ABRN WIRE REPORTS // 

Th e U.S. House of Representatives Commit-

tee on Financial Services’ Subcommittee on 

House and Insurance recently held a hear-

ing, “Th e Impact of Autonomous Vehicles 

on the Future of Insurance” on Capitol Hill. 

Witnesses included Ryan D. Gammelgard, 

State Farm; Sam Geraci, American Family 

Mutual Insurance Company; Ian Adams, R 

Street Institute; and Jack Gillis, Consumer 

Federation of America.

The hearing focused on the impact 

new vehicle technologies will have on the 

insurance industry. In particular, there was 

much discussion about data access and 

cybersecurity. In his testimony, Geraci said, 

“At American Family, we believe customers 

should have unrestricted access to their ve-

hicle’s operating data and the ability to share 

that data with third parties, such as their 

insurers. Vehicle operating data will play 

an essential role in developing rates and 

underwriting policies.”

Gammelgard also noted the importance 

of data access, “First, data access is a key 

issue for the insurance industry. Data access 

is essential to developing proper pricing and 

underwriting of vehicles, critical for liability 

determinations and, from the general pub-

lic’s perspective, important in determining 

the safety and reliability of technology.”

Gillis raised a related question during 

his testimony when he asked, “Who will 

own and who will have access to the tre-

mendous amount of pre-crash data that will 

be available in an autonomous vehicle?”

Although it is unlikely the Committee 

will address these issues in the 115th Con-

gress, autonomous vehicle legislation in the 

U.S. Senate does include some language 

that addresses data access. Senate Bill 1885, 

the AV START Act, has stalled in the Senate. 

U.S. Sen. James Inhofe, R-Okla., was success-

ful in attaching an amendment to SB 1885 

that requires a federal stakeholder commit-

tee, housed at the National Highway Traffic 

Safety Administration (NHTSA), to review 

data access and cybersecurity issues as they 

relate to autonomous vehicles.

The Federal Trade Commission is also 

included in this committee, along with 

stakeholders such as independent auto-

motive repair shops. If SB 1885 is approved, 

the HAV Data Access Advisory Committee 

will report back to Congress on these most 

important data access and cybersecurity is-

sues. ASA and other stakeholders support 

final AV legislation that includes the Inhofe 

data access amendment. 



Customers are at the heart of everything 

we do. Our Vision+ suite and best-in-

class training were developed to focus on 

the solutions of tomorrow.

Our Vision+ solutions create greater 

efficiency, productivity, profitability and 

sustainability for collision centers.

BASF Refinish Training answers the 

needs of every shop with adaptive 

learning provided by our industry-

expert trainers.

SOLUTIONS FOR TOMORROW

BASF AUTOMOTIVE REFINISH COATINGS

basfrefinish.com
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L
ooking for an idea to spark 

some improvement in some as-

pect of your business? Chances 

are, another shop owner some-

where in the country has implemented 

just the idea that will work for your shop 

as well. Here’s a collection of concepts 

that might inspire the solution you’re 

looking for. 

Interacting with potential 

customers

Lefler Collision, which operates four 

shops in Indiana and Kentucky, hosts 

“Ladies Night Out” at its shops, free 

events that promise to share “what ev-

ery woman should know about vehicle 

care, repair and maintenance.” The 

events include dinner and giveaways, 

and cover what to do if you’re in a crash 

and information on why vehicle main-

tenance is so important. 

The company also racks up some 

impressive social media interaction. A 

“cutest pet contest” on Facebook solic-

ited nearly 2,600 posts and comments 

(and 455 shares) in less than a week, 

with entrants vying for a $50 gas card. 

IDEAS 
WORTH 
SHARING 

Collision repairers share shop-tested ideas that 
have improved some aspect of their business 

JOHN YOSWICK // Contributing Editor

OPERATIONS // SHOP IMPROVEMENT 

LEFLER COLLISION’S LOGO for its 

“Ladies Night Out” events, which share what 

drivers should know about vehicle care, repair 

and maintenance.  

PHOTO: GETTYIMAGES / MIKE_KIEV



If it’s not in  
the right box,  
it’s not genuine.

*Genuine Kia replacement parts (except battery) sold by Authorized Kia Dealer under warranty are covered for the greater of (1) the 
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Giveaways of St. Louis Cardinal game 

tickets also result in hundreds of com-

ments and shares. 

Thinking big in a small town 

With a population of about 13,000, St. 

Marys, Pa., may be fairly small as far as 

markets go — not large enough even to 

break into the list of the Top 50 cities in 

the state. But that hasn’t kept Sandy Buerk 

and her team at St. Marys Auto Body from 

thinking big. Since 2010, the shop has 

brought big names in country music to 

town for concerts that have become both a 

marketing opportunity for the shop as well 

as a way to give back to the community. 

This year’s concert featured Joe Diffie, 

who has had five No. 1 songs on Billboard 

Hot Country charts, including “Pickup 

Man” and “Bigger Than the Beatles.” Head-

liners at previous concerts have included 

Merle Haggard, The Nitty Gritty Dirt Band, 

Sawyer Brown and Montgomery Gentry. 

The shop sells tickets through its web-

site, and the annual event regularly fills 

the 1,300-seat high school auditorium. 

Though costs generally exceed revenue, 

Buerk said it’s designed not as a money-

maker but a way to celebrate and bring 

the community together. A portion of the 

proceeds are always donated to a local 

cause, generally one connected with the 

local school district or senior citizens. 

Don’t get mired in the day 

to day  

Like other shop owners, Cris Kuhnhausen 

of Fix Auto Springfi eld in Oregon knows 

there’s value in developing and maintain-

ing relationships with local insurance 

agents in the shop’s market. That’s why 

he and his busi-

ness partner John 

Kimpton conduct 

regular continuing 

education classes 

for them. 

But Kuhnhau-

sen also knows 

how easy it is to 

get so involved in the day-to-day de-

mands at the shop that you put off mak-

ing regular visits to insurance agents. 

“The hardest thing to do is get yourself 

in the frame of mind to leave the shop,” 

he said. 

That’s why he now stops in to see 8-10 

agents each week right after another 

weekly morning meeting he attends 

away from the shop, before he ever gets 

to the shop that day. 

“You’re in a different frame of mind, 

before you get here and get involved with 

things here, so you can focus out there on 

working on the business, not just in the 

business,” Kuhnhausen said.

Post the reminders your 

team needs   

Tony Arbisi, vice president of Crash1 Col-

lision Center in Rockford, Ill., last year 

started taking the quarterly “Who Pays 

for What?” surveys conducted by Colli-

sion Advice and CRASH Network, and 

realized he needed to keep the informa-

tion from those surveys in front of his 

20-employee team. 

Each of the surveys ask about 25 

not-included labor operations or other 

estimate line items, asking shops how 

regularly they bill — and are paid by in-

surers — for those items when they are 

necessary as part of the repair. 

“We’ve been trying to develop ways to 

ensure we get paid for what we do,” Arbisi 

said. “I print out the results of the surveys, 

and I put them in a binder for my entire 

team to look at. And we continue to talk 

about it non-stop with the estimators and 

everybody else.” 

Arbisi had previously printed out the 

survey results to put in a binder to share 

with employees. But earlier this year after 

the results of the refinish-related survey 

came out, he framed a copy of the pages 

of the survey that list and define the paint-

related procedures the survey asks about. 

“It’s hung up in the alleyway to the 

paint department in our shop that ev-

erybody walks through every day,” Arbisi 

said. “It’s to remind them when they are 

working on a car to write down supple-

ment items on the folder for that job, 

whether it be tinting time or masking 

time or anything that’s on that list. We 

need to remind ourselves that we need 

to get paid when we do those things.” 

Arbisi said efforts like that are helping 

the shop improve its numbers. 

“We’re waiting for the body-related 

survey results to come out, and we’ll put 

those up, too,” he said. 

A unique benefi t?  

Looking for a new perk for employees or 

customers? What if you could fi ll their 

vehicles’ gas tanks without going to a gas 

station? Th at’s a service being off ered by 

a number of start-ups like Booster Fuels, 

Filld and InstaFuel; use a phone app to 

request a fi ll-up, and a fuel truck comes 

to your business with gasoline competi-

tively-priced in the market. 

One shop in the San Francisco Bay 

Area (where the new mobile fuel com-

panies all seem to be based and focused 

currently, although Booster Fuels serves 

the Dallas-Ft. Worth area as well) is top-

ping off tanks as a thank-you to some 

customers, and any shop employees 

can get their vehicles fueled up (cur-

rently on their own dime) without inter-

rupting their work simply by leaving their 

vehicles’ fuel door open in the shop lot 

on days when fuel delivery is scheduled. 

The shop owner (who didn’t want 

to be identified) said he remembered 

reading years ago about a Texas shop 

that also owned a nearby gas station and 

filled customers’ tanks as a courtesy to 

those referred by particular agents. But 

these new mobile services enable a shop 

to cost-effectively do something similar 

without owning a gas station or having 

to drive the vehicles to one. 

Offer something that others 

aren’t   

Tom Fleming looked around his mar-

ket in Oregon’s capitol city of Salem and 

SHOP IMPROVEMENT
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saw there weren’t 

m a n y  s h o p s 

equipped to repair 

larger vehicles like 

buses, RVs and 

Sprinter vans. So 

he added a 50-foot 

paint booth to his 

shop, Fleming’s 

Body & Paint, and is considering adding 

a large truck frame rack. 

“Nobody is really going that direction, 

and now if you want to survive, you can’t 

be just another guy waiting for the insur-

ance work to come through the door,” 

he said. “You’ve got to be different from 

everybody else.” 

Always on the look out for a good 

deal, Fleming said he found the booth 

for sale at an auction downstate. He paid 

just $5,000, a fraction of its cost when 

new, and his employees volunteered to 

spend a weekend helping him dismantle 

it and move it back to the shop. He said a 

2.5 million BTU heater can get the large 

booth up to 180 degrees to bake a bus or 

other vehicle in 40 minutes. Because few 

shops are equipped to handle that kind 

of work, he said, the shop can charge a 

premium rate.

Give back in a memorable way    

Nu-Look Collision, which operates 16 

shops in the Rochester and Syracuse, 

N.Y., areas, each year selects three fami-

lies in need to each receive a $100 gro-

cery store gift certifi cate each week for 

20 weeks starting just prior to Th anks-

giving. Over the last fi ve years, Nu-Look 

has donated $36,000 in gift certifi cates to 

18 families, and received a lot of positive 

publicity in the community. 

Take the right risks

Having opened his sixth location this 

year, just over four years since he ac-

quired his fi rst, Bret Bothwell of Central 

Auto Body in Portland, Ore., is clearly 

not afraid to take chances. One of his 

best decisions, he said, was converting a 

former tire shop into the company’s fl ag-

ship store given its location at one of the 

busiest intersections in the city. 

“It has the most signage. It’s the most 

recognizable,” Bothwell said of the South-

east Portland shop. “It put us on the map. 

If I had been scared and didn’t have the 

courage to proceed, we wouldn’t have 

this location. We’d be less known. We’d 

have fewer contracts.” 

One other idea Bothwell imple-

mented at the location: The shop’s screw-

drive compressor is located in a small 

separate area that houses the shop’s de-

tailing department. 

“That compressor generates a ton of 

heat, so we installed a fan in that room,” 

he said. “In the summer, the fan sends the 

heat out the roof. In winter, a fan in the 

door allows us to heat the detail area with 

heat from the compressor.”

Put a face on your business

Schaefer Autobody Centers each month 

posts to its website (www. schaeferauto-

body.com) and on social media a brief 

profi le of one of its customer-facing em-

ployees — estimators, managers, custom-

er service reps — at one of its 11 shops in 

Missouri and Illinois. Th e posts highlight 

each of the employees’ strengths, their 

career path at the company, and what 

customers or co-workers say about them. 

Each piece welcomes readers to contact 

the employee at their particular Schaefer 

Autobody location. 

Eliminate the start-and-

stopping 

Melanie King-Salgado said she went 

through “lean training” and transforma-

tion at a former employer in the industry, 

but she began implementing it at Auto 

Art Collision Specialists in Escondido, 

Calif., where she is now general manager, 

in recent months. 

“I was really excited to bring it to the 

table here and say, ‘You guys are doing so 

great, but this will be like gasoline to the 

fire,’” she said. “I’ve been talking about it 

with everybody, kind of warming them 

up to it for the past couple of years, but 

toward the begin-

ning of this year 

we really started 

implementing a 

lot more of the 

techniques.” 

The shop has 

worke d on the 

“5S” process of 

ensuring the shop 

is uncluttered and organized and that 

technicians have what they need close 

at hand. She has purchased parts carts 

to improve the accuracy and efficiency of 

parts handling. And she’s brought in a site 

consultant through the shop’s paint pro-

vider to help ensure they are using the 

company’s 7,500-square-foot production 

space efficiently. 

“That’s probably my biggest constraint 

here, the square footage,” she said. “You 

can only do so much with the square feet 

that you have. So I want to utilize it to its 

full potential. I had a few ideas of where 

I wanted to move and structure things, 

but I wanted to get that second opinion 

from someone who works on that on a 

daily basis.” 

King-Salgado said ultimately it’s the 

blueprinting process — completely tear-

ing down a vehicle to prepare a single 

comprehensive repair order before pro-

duction begins — that has shown techni-

cians what “lean” means for them.

“You really see the difference when 

they start working on the car only when 

they have everything they need.” she said. 

“That’s what really gets your technicians 

on board: When they can actually work 

on a vehicle and they don’t have to stop. 

Your efficiency, your cycle time, every-

one can see it improve right off the bat. 

They can see, ‘Wow, I only had to work 

on that vehicle for a day and a half and 

it’s in paint already.’” 
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W
e are all aware of the 

technician shortage 

in our industry. There 

are likely more shops 

out there looking for a tech than not. 

One thing we need to realize is the tech 

we are looking for is currently working 

for someone else. With the supply and 

demand situation what it is, if a tech is 

not currently working, that’s an elective 

choice. Do we really want to hire a tech 

who is not working right now? It would 

seem to me that individual would not be 

hungry, motivated or responsible. 

That being said, the tech we want is 

currently working for a competitor. So 

how do we attract them to come to us, 

and away from where they are? Let’s lis-

ten to veteran ATI coach Steve Privette 

explain how it is done. 

In many cases, if a tech is looking to 

leave his current job, it is usually for one 

or more of these five reasons: 

1. Money 

2. Time 

3. Convenience 

4. Environment 

5. Relocation 

In our search for a tech, we need to 

be focused on these five motivators. Your 

ads need to touch on all of these areas to 

give you the best chance of finding your 

next technician. Let’s look at each. 

Money

In many cases, the most popular reason 

a tech is searching for a new shop is for 

more money. Let’s face it, if we don’t pay 

them well, someone else surely will. In our 

search, we certainly do not want to use 

words like “competitive pay” in our post-

ings. Th e word “competitive” equates to 

average. Th ey can get average anywhere, 

and if a tech is searching based on more 

money, he or she will fly right by your 

posting with that description. How about 

this instead: “Industry top pay for the right 

individual.” Th at will pique the interest of a 

YOUR NEXT 
TECH IS 
WORKING 
FOR A 
COMPETITOR
Does your shop have what it 

takes to lure them away?

CHRIS “CHUBBY” FREDERICK // Contributing Editor
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tech searching for more money. Anoth-

er idea is to off er a hiring/signing bonus, 

which can be paid out over service time. 

Are you thinking you cannot aff ord to 

pay more? Realistically, you can’t aff ord 

not to. You may have to adjust your la-

bor rate to compensate for paying more, 

which is what every industry does. As 

costs go up in any business, this gets 

passed along to the consumer. If you 

view yourself as the best shop in town, 

you should be able to pay the best and 

charge the best. Are you the best shop 

in town?

As important as money is, many 

techs are not as motivated by money as 

we would think. There are many that are 

more motivated by the next reason. 

Time

Many of the techs you are looking for are 

currently working fi ve or more days per 

week, and some of those days include 

weekends. Th ese days it appears more 

and more employees value their time 

just as much — or more — than money. 

One of my members was getting very 

minimal response to his tech search, so 

we decided to modify the listing he was 

running to say “four- or fi ve-day work 

week, your choice.” His responses in-

creased a good bit, as he was getting in-

terest in the four-day work week option. 

We talked about this and decided that 

getting a good tech four days per week 

was better than currently zero days a 

week. Long story short, that shop owner 

ended up doing four-day work weeks for 

all of his techs, and just added another 

tech for full weekly coverage. He hasn’t 

experienced a work force issue since. 

Also, this helps with the convenience 

for the tech, as he would only need to 

commute to work four days per week 

as opposed to fi ve or more. A potential 

tech who is on the fence about coming 

to work for you due to distance might 

be swayed by commuting one less day 

weekly. Do not underestimate the value 

techs hold with respect to time.

Convenience

Th is one is the one we have the least con-

trol over. Some techs are searching for a 

change due to a long commute. We of 

course cannot move our shop to where 

the tech is, but we can off er to assist with 

the costs related to his/her commute by 

helping with fuel expense and/or even 

off ering a car to drive for the right indi-

vidual. Th ese can be worked into a pay 

plan. Also, as mentioned before, you can 

off er a four-day work week to help com-

pensate for the commute. 

Environment

Th ere’s nothing worse than spending the 

majority of your waking hours in a nega-

tive environment. It wears on you every 

day and can become very toxic. Th ere are 

techs out there who make good money, 

the hours are fi ne, and the shop is con-

venient, but the negative environment 

drives them out. When we are posting 

ads, let’s make sure we project the op-

posite. Th ings like, “Come be part of the 

family,” or “We BBQ/grill for lunch every 

week.” Is your shop an enjoyable environ-

ment to work in? Do you focus on recog-

nizing and rewarding your employees, 

knowing that only through them can you 

succeed as a business? Another environ-

ment category is a dirty shop with out-

dated and/or nonworking equipment. 

This, too, can drive a tech out. Is your 

shop clean and have updated working 

equipment? If so, let’s list that in our 

posting. Something like, “State-of-the-art 

equipment,” and/or “Clean, organized 

shop.” If not, let’s get it clean with updated 

equipment to attract techs. 

Relocation

When we are searching for a tech, let’s 

make sure we are using sources that will 

attract from all over the country and not 

just local sources. You never know when 

the perfect tech for you may be looking to 

relocate into your area. Consider a state-

ment like “Relocation assistance avail-

able for the right individual.” This can 

work similar to a hiring bonus where you 

would pay their moving expenses over 

time after they have been employed with 

you for a while. 

Finding technicians is getting harder 

every day as our seasoned techs are 

slowly retiring and the number of people 

entering our industry is dwindling. This 

problem is not going away and only 

promises to get worse. The shops that 

are willing to adapt to the needs of tech-

nicians are the ones that will have tech-

nicians. The shops that say they won’t 

pay the most, won’t offer four-day work 

weeks, won’t be convenient, or won’t cre-

ate a positive, clean environment also 

won’t have technicians. Which are you 

going to be? 

The Automotive Training Institute and 

many economists are predicting a slow-

down in the general economy starting in 

the third quarter of 2018 and into 2019. 

When this happens, your customers will 

slow down buying new cars and the auto-

motive repair business will grow quickly. 

Everyone will be looking for more techs, 

but the smart shop owners will have them 

on board before it happens.  

If you are like many shop owners and 

are unsure of what the best interview 

questions are that you need to ask, we 

have them for you. Simply go to www.

ationlinetraining.com/2018-04 for a limited 

time and we will give you the interview 

questions that can make the difference 

between hiring the next superstar or 

someone who just sounds like one! 
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H
ow often do you think cus-

tomers are rerouted to an-

other person in your busi-

ness? Is it always necessary? 

I was in a collision center lobby wait-

ing for the manager within earshot of the 

customer service representative (CSR). 

I listened to her answer the phone and 

within seconds she said, “Let me check.” 

She put the call on hold, summoned the 

needed person and transferred the call. 

After watching this routine four or five 

times I asked her what the inbound calls 

were about. She told me they were mostly 

customers wanting a status on their vehicle 

repairs. I glanced over to her computer and 

saw she had access to the shop’s manage-

ment system, so I asked if she knew how to 

look up status, to which she answered, “No.” 

About that time the manager was available, 

so I told her I would talk to her later. 

During my discussion with the man-

ager I asked why the CSR was only 

transferring calls and not really provid-

ing any customer service. He said they 

like to have one point of contact for the 

customers, and they have always had her 

transfer calls to the estimator handling 

the repair. He said he only hired her to 

answer the phone and wasn’t sure she 

could give good repair updates. 

While we were talking, we were inter-

rupted several times by the CSR asking 

questions about a phone call she had on 

hold. I looked at the manager and said, “If 

you empowered her to give repair updates 

EMPOWERING YOUR 
CUSTOMER SERVICE 
REPRESENTATIVE

Give them the knowledge and tools they need to 
truly provide a service to your clients

JOHN SHOEMAKER // 

Contributing Editor
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you might not get interrupted so much.” 

He looked at me and said, “She does call 

me an awful lot.” I suggested he make a 

note each time his CSR called identifying 

what it was about, what action he had to 

take and if he really needed to be involved. 

I also asked him to have all his office staff 

make the same notes for his review.

I guess I got his interest up. He called 

me a couple of days later to tell me their 

lists were getting awful long and asked 

how he could train his CSR to be the 

main point of contact. Most manage-

ment systems have tutorials online on 

how to review repairs in progress, how 

to determine a customer promise date 

and how to text or email customers. I ex-

plained that I-CAR has an Intro to Colli-

sion Repair program designed for front 

office staff. These online courses can 

train a CSR to become familiar with colli-

sion industry terms and help understand 

potential customer questions. 

I visited the shop about a month later 

and saw the CSR looking up a repair 

on the management system and giving 

a caller the customer promise date. I 

asked her when she started doing that, 

she replied, “about a week ago.” Then she 

added, “I feel like I have a job now.” She 

also was doing rental car updates as well 

as keeping insurer-driven communica-

tions updated. I just smiled and went in 

to talk with the manager. 

Throughout our 30-minute meeting, 

we were not interrupted once. After we 

finished I said, “Your CSR seems happy 

she is able to answer customers’ ques-

tions and provide a service to them.” He 

told me his days were not as chaotic 

and then he handed me a big stack of 

paper. “I saved these for you,” he said. 

“You would not believe the number of 

times my estimators, production man-

ager and I were interrupted by simple 

phone calls.” I looked over the notes 

and comments seeing most of them ad-

dressed simple questions that did not 

need higher level input. 

Most of the time, people we employ 

want to do more. As the CSR mentioned, 

she felt like she had a job now. This is 

a clear indication that empowering 

people also provides them job enrich-

ment. Nobody wants to feel helpless; 

they want to be involved and make a 

difference. Using only online training, 

webinars and tutorials, this shop’s front 

office CSR position changed drastically, 

their CSI increased and the estimators 

felt they were more productive. 

Would this work in your shop? 
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A simple technique can 

improve your scheduling
Use historical data to help craft your process going forward

I
mproving scheduling at your shop starts with 

something you should have at your finger-

prints: historical data. Unless you’ve radically 

overhauled your production system in some 

way, data from your last year or two will show you 

the amount of work your shop actually produces, 

rather than what you just THINK it produces. 

For each month of your historical data, add 

up how many jobs (or “units”) you actually com-

pleted. Divide this number by the number of work 

days in that particular month. Run these numbers 

for at least the last 12 months, and to get a good 

basic average of how many units you actually pro-

duce, run them per day, per week and per month. 

Another number you should pull from your his-

torical data: How many of those jobs on average each month 

were unexpected tow-ins or drop-offs?  

Running these numbers for more than one year can also 

help you spot seasonal differences. If you’re in the Northeast, 

for example, you know you’re likely going to have more tow-ins 

in December than you do in August.  

That’s really all you need to get started. Now take out a calen-

dar page for next month. You know how many jobs on average 

your shop can produce for each week of that month, so that’s 

how many jobs you should schedule in for each week. 

But you also know how many tow-ins or drop-offs to expect, 

on average. Will this vary a bit, week by week? Of course. But to 

not allow space on the schedule for those, when you have histori-

cal evidence of how many to expect, is just foolish. If you’ve typi-

cally seen an average of eight such jobs a month in the past, put 

two a week on your calendar, and schedule your drivable vehicles 

in around those. If those tow-ins show up, they won’t create chaos 

and missed deadlines. If they don’t show up, you can always call a 

customer scheduled for later to see if they want to bring their car 

in early. Few customers would ever complain about that. 

I’m sometimes asked if looking at just average “units per 

month” is sufficient for good scheduling, or if shops should look 

at the number of labor hours on those vehicles, or the type of hit 

(light, medium or heavy). I’m a believer in just sticking with car 

count. Unless a vehicle has been fully blueprinted, the number 

of labor hours on a preliminary estimate isn’t likely 

accurate enough to help with scheduling. An aver-

age number of units per month, if derived over a 

year or more, will include a mix of light, medium 

and heavy hits. It’s a simple system that likely will 

get you a lot closer to efficient scheduling than most 

shops currently are. 

But here’s the other important aspect of better 

scheduling: Stop bringing everything in on Mon-

day morning. Think about the stress that puts on 

your administrative staff, having all those cars ar-

rive at nearly the same time. Meanwhile, your paint 

department may be staring at the four walls of an 

empty paint booth — until later in the week when 

that whole glut of vehicles is ready for paint. 

Instead, use the historical average daily number of units your 

shop produces, and work to schedule in a consistent number of 

those each day of the week. I know what you’re thinking: Insur-

ance companies won’t let us schedule work in on a Thursday 

or Friday. That’s just not true. Some cars are going to carry over 

a weekend regardless of when you bring them in. I can assure 

you some shops are scheduling work in later in the week. Not 

with every car and every insurer, but enough to help improve 

scheduling and flow.

It also may help to get some professional sales training to 

help your frontline staff have effective conversations that enable 

them to determine if you risk losing a customer by scheduling 

them further in the future, or if a particular customer would be 

fine dropping off on a Thursday or Friday. 

The beauty of all this is you are bringing into the shop the 

right amount of work for what your system can handle rather 

than bringing in vehicles that just sit. Once you have this dialed 

in, you and your employees can then focus on making other 

improvements to your processes that will allow you to schedule 

in and produce even more jobs per week and month. 

STOP BRINGING 

EVERYTHING 

IN ON MONDAY 

MORNING.

STEVE FELTOVICH of SJF Business Consulting LLC, works 

with dealers, MSOs and independent collision repair businesses to 

make lasting improvements and achieve performance goals, based 

on his more than three decades of automotive industry experience. 

sjfeltovich@gmail.com

THE COLLISION EXECUTIVE
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O
ne of the most important ques-

tions that I think every shop 

owner should be asking them-

selves about each job in their 

shop right now is: Do I have a bulletproof file 

on that job? 

In other words, if a year from now there 

was a question about that job, could you eas-

ily turn over your file to someone like me or 

Mike Anderson or another auditor and have 

any one of us know exactly what transpired 

on that job? Would we be able to look through 

that file and understand what happened, from 

the repairs to your communications with all 

the parties involved, all without ever needing 

to ask you a question? 

Why is this necessary? As the $42 mil-

lion judgment against a Texas shop demon-

strates, anyone in this industry could face 

an oncoming bullet. That lawsuit wasn’t 

based on a complicated repair. It was hail damage. And 

the lawsuit didn’t involve the owners of the vehicle when it 

was repaired; it came after the car had been resold. So how 

many of the vehicles you’ve repaired are still out there on 

the road? Are your files on those jobs bulletproof? Could 

you withstand a shot? 

You may think you are. But have you considered these types 

of scenarios: 

• Chances are good that you are uploading all of your 

estimates and photo documentation and file notes to one of 

the big three estimating system providers (ALLDATA, CCC 

or Mitchell) that stores that data in the cloud. But have you 

asked them how long that data is maintained? If you needed 

a particular file five years from now, could you access it?

• What if you are using Brand A estimating system for 

10 years, and you decide to switch to Brand B estimating 

system. Would you still have access to your data uploaded 

to Brand A?

• Do you think that after you sell your shop and retire 

into the sunset that all your working career 

hassles are behind you? Not so fast. Most 

business sales involve assets only; the buyer 

isn’t taking on any of your liabilities. If a re-

pair you did three years before you retired 

becomes a legal issue, would you have access 

to the complete documentation of what you 

need to defend yourself?

These aren’t just abstract doomsday sce-

narios. They’ve actually been experienced by 

shops in the industry. I know an East Coast 

shop owner who has struggled for years to get 

access to his data from an estimating system 

provider he stopped doing business with. 

Another former shop owner who is well-

known in the industry faced a multi-million 

dollar lawsuit over a repair that eventually led 

to his decision to sell his business. But if that 

lawsuit occurred after he’d sold, much of his 

job file data may have been inaccessible. 

And a friend who had sold his multiple shops recently 

called me asking for help with a dispute that subsequently 

arose from one of the cars his company had repaired. It 

turned out that the vehicle itself was the only evidence he 

could produce of what his shop had done on that job. 

The sad fact is that any car could put you out of business. 

But if I told you a certain job in your shop was likely to lead 

to a lawsuit, what would you do? You’d document everything 

like crazy, right? But you don’t know which car in your shop 

could result in you taking a shot. So you need to treat every 

job as if it could. 

The good news is that you can build what I call the bullet-

proof file. My next column will explain how. (If you don’t want 

to wait and are attending NACE Automechanika in Atlanta, 

Aug. 8-10, I’ll be leading a session on the topic there.) 

Building a bulletproof file for 

every shop repair
Just doing repairs correctly is no longer enough; you also need full documentation

MARK OLSON is the founder of Vehicle Collision Experts, LLC 

(VECO Experts), a consulting firm that takes a holistic approach 

to working with shops on repair quality and business performance. 

mark@vecoexperts.com

FINDING A FIX

YOU DON’T KNOW 

WHICH CAR IN YOUR 

SHOP COULD RESULT 

IN YOUR TAKING A 

SHOT. SO YOU NEED TO 

TREAT EVERY JOB AS 

IF IT COULD.
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BACK IN BLACK
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JOIN AT

ASAshop.org/join

Data access is the new 

information availability

W
hy should repairers be inter-

ested in what’s going on with 

autonomous vehicle policy, 

data access and cybersecu-

rity? Because having the right tools and informa-

tion to repair vehicles is critical to the longevity 

of a successful automotive repair business.  

This applies to both mechanical and collision 

repairers. Without access to important data, repair-

ers will struggle to provide consumers the level of 

service necessary to sustain their businesses. 

At the center of the 1990 Clean Air Act 

Amendments (CAAA) legislative debate was the 

issue of service information, or better known as 

“information availability.” The Automotive Ser-

vice Association (ASA) worked diligently to get 

language into the CAAA that required “manu-

facturers to provide promptly to any person 

engaged in the repairing or servicing of motor 

vehicles or motor vehicle engines…with any 

and all information needed to make use of the 

emission control diagnostics system … includ-

ing instructions for making emission related 

diagnosis and repairs. No such information 

may be withheld…if that information is provided (directly or 

indirectly) by the manufacturer to franchised dealers or other 

persons engaged in the repair, diagnosing, or servicing of motor 

vehicles or motor vehicle engines.”  

It took several attempts by the U.S. Environmental Protection 

Agency to get a workable information availability regulation and 

an industry agreement to assure new OEM websites included 

nonemissions information. Most agree that the current process 

works for the independent repair industry. 

With new vehicle technologies and much public policy focus 

on autonomous vehicles (AV), repairers are again at a critical 

juncture for the future. The term in the early 1990s was “informa-

tion availability,” but today’s terminology is “data access.” ASA is 

an active member of multiple coalitions addressing new vehicle 

technologies, data access and cybersecurity, including Ad Hoc 

HAV Data Access Coalition, Aftermarket Telematics Task Force, 

Coalition for Future Mobility, and Global Alli-

ance for Vehicle Data Access. 

Several states have moved quickly to ad-

dress research and deployment policy for AVs. 

Although the National Highway Traffic Safety 

Administration (NHTSA) has issued guidelines 

for states and the industry, Congress has yet to 

finalize any legislation in these same policy areas. 

The House unanimously passed House Resolu-

tion (H.R.) 3388, the SELF DRIVE Act, which clar-

ified state and federal roles in the AV policy arena. 

However, the SELF DRIVE Act did not address 

the data access issue for independent repairers. 

The Senate Commerce Committee did address 

data access in its AV START Act, S. 1885.  Sen. James 

Inhofe, R-Okla., offered an amendment, which was 

agreed to. The Inhofe Amendment establishes an 

HAV Data Access Advisory Committee at NHTSA. 

The Federal Trade Commission (FTC), which has 

shown much interest in the vehicle cybersecu-

rity policy area, was also included in the advisory 

committee at NHTSA. This stakeholder committee 

provides for automotive industry participation, in-

cluding “independent vehicle repairers.” 

The Senate bill has not been considered on the floor to date. 

It is important for independent repairers that the Inhofe Amend-

ment be included in the final AV legislation sent to the President. 

If the Senate does not approve S. 1885 by the August break, it 

will be increasingly difficult for final passage before Congress 

adjourns for the year. 

As important as information availability was to the repair 

industry, data access is taking an even larger public-policy role. 

This issue does not have to be contentious and hopefully will 

be resolved by the automotive industry. ASA will continue to be 

part of this conversation. 

Article reprinted from July/August 2018 issue of AutoInc. magazine.

THE AUTOMOTIVE 

SERVICE ASSOCIATION 

IS THE LEADING 

TRADE ASSOCIATION 

FOR INDEPENDENT 

AUTOMOTIVE SERVICE 

PROFESSIONALS.

ASA encourages data access for repairers  

ROBERT REDDING is the Automotive Service Association’s 

Washington, D.C. representative. He has served as a member 

of several federal and state advisory committees involved in the 

automotive industry. rlredding@reddingfirm.com
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Shop develops award-winning customs with big-picture focus on the 
latest technologies

You’ve seen the Gerber Family’s work — their eye-catch-

ing customs, period-accurate restorations and heart-

pounding performance vehicles — in action at race tracks, on 

display at car shows, profi led in glossy magazine layouts or tool-

ing down the road wherever you may happen to be.

“Form and function can coexist,” says Josh Henning, director 

of business development at the Roadster Shop. “We do not sacri-

fice quality or drivability no matter the budget. The money spent 

on customizing a car is wasted if it can’t be used and driven like 

it was intended to.”

Based in Mundelein, Ill. and established by Bill O’Rourke in the 

1980s, in 2004 the business was purchased by Neal Gerber and his 

sons Phil and Jeremy, who were intent on carrying on and enhanc-

ing O’Rourke’s legacy of constructing highly valued vehicle builds.

Originally situated in a 7,000-sq. ft. structure in Elgin, Ill., where 

O’Rourke specialized in modifying pre-World War II Fords, the 

Gerbers subsequently relocated to a 30,000-sq ft. building in Mun-

delein, later adding a 20,000-sq. ft. expansion to accommodate 

their growing chassis manufacturing operations.

“Through much dedication and hard work, the Roadster Shop 

quickly became a given — or staple, if you will,” says Josh, “for any 

muscle car, hot rod, truck or cruiser build in any top shop or at-

home builder’s list of modifications. The Roadster Shop’s mantra 

was and has continued to be, ‘why just build ANOTHER...when 

we can build the BEST.’”

Pressing onward with their technologically advanced and exqui-

sitely styled projects, a coinciding focus of the Gerbers has been on 

“revolutionizing the performance muscle car and truck aftermar-

ket with new suspension designs and offerings. The Roadster Shop 

does not specialize in one specific style of car as the name might 

suggest. Rather, we have the expertise, knowledge and design savvy 

to build top award-winning cars across a broad range of genres.”

Elaborating further, Josh reports that “we design and manu-

facture our own line of suspension and complete chassis in-

house, in addition to doing complete full builds. We feel that we 

build better chassis because we build cars, and we build better 

cars because we build chassis.”

Employing 64 people within a 55,000-sq. ft. facility, before a po-

tential patron sees a single ball peen hammer or spray gun, he or she 

is greeted in an upscale 5,000-sq. ft. retail showroom that showcases 

a collection of customer vehicles along with an assortment of prod-

uct offerings, branded apparel and other merchandise.

Also in the showroom are offices housing design, engineer-

ing and sales consultants providing “an ideal environment” for 

customers to collaborate with a staff of experts as they plan their 

project vehicles.

The company “is an industry leader,” says Josh, “by the technol-

ogy we implement on a daily basis and how we approach the build 

from the beginning. Having a full in-house design and engineering 

capability is essential to delivering not only what the customer 

wishes to see, but allows us to advance our own ideas and push 

forward independently with our own parts development and 

vehicle concepts.

“It gives us a unique ability to establish ourselves as a leader 

Phil and 
Jeremy Gerber
Owners

1
No. of shops

30+
Years in business

64
No. of employees

55,000
Total square footage 

of shops

5
No. of bays

45
Average weekly vehicle count

BASF/Glasurit
Paint supplier

ROADSTER SHOP

Mundelein, Ill. // www.roadstershop.com

Balancing form and function

JAMES E. GUYETTE // Contributing Editor

PHOTOS: ROADSTER SHOP
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in design and performance, creating 

industry trends instead of following or 

reacting to them — showing restraint 

where necessary yet fully able to push 

the limits of a concept.”

Key strengths include “our engineer-

ing and design capabilities combined 

with our overwhelming library of data 

from previous designs, builds and manu-

facturing experience,” he points out.

As a producer of customs, tracking cycle 

times and dealing with insurance compa-

nies are non-issues, and maintaining posi-

tive relationships with suppliers is a given 

because “we with treat them with the same 

respect, communication and timely, early 

payment that we expect to be treated with. 

Being friendly while communicating each 

other’s needs and expectations is unfortu-

nately becoming a lost art by many in our 

industry,” Josh asserts.

Forward-thinking capabilities

Full mechanical capabilities are accom-

panied by fi ve body work and prep stalls 

along with a large staging area for parts. 

BASF Glasurit finishes are applied in 

a newer downdraft paint booth that is 

10 feet longer than a typical production 

booth, “which provides the ability to paint 

each car completely disassembled for a 

fl awless fi nish.”

“The Roadster Shop is a brilliant, high-

quality operation,” says BASF marketing 

director Dan Bihlmeyer. “As part of our 

talented group of Glasurit and R-M am-

bassadors, they are a great partner to 

showcase our premium Glasurit prod-

ucts on their premium builds.”

Josh additionally emphasizes the shop’s 

Survivor Series line of “resto-mod” daily 

drivers that involves outfitting original low-

mileage vintage vehicles with modern-day 

chassis and updated drivetrains suitable 

for long-distance cruising while visually 

displaying the character of well-preserved 

paint and trim.

In the design and fabrication depart-

ments, the company employs 2D graphics, 

sketching, “ideation” and full 3D computer 

modeling of parts, concepts and vehicle 

rendering: “Put simply, we can take an idea 

and make it a reality. We are able to take 

an idea from sketch and turn it into a fully 

functional part.”

With a HAAS VF4 CNC mill featured 

in the assembly room, “we are able to ma-

chine any component or part of a vehicle 

build as needed,” he notes, “from one-off 

parts creation on high-end vehicle builds 

to suspension prototyping and parts de-

velopment. The CNC mill allows in-house 

manufacturing and development of the 

highest standard.”

New customers are always arriving 

through a constant pattern of marketing 

initiatives that include an ongoing large 

social media presence, magazine adver-

tisements and placement of magazine ar-

ticles depicting satisfied patrons with their 

treasured project vehicles. An ambitious 

schedule of participating in about 20 trade 

expositions and consumer car shows is 

maintained on an annual basis.

“The Roadster Shop team learned to 

take a comprehensive, big-picture ap-

proach to its builds early on,” according 

to Editor Daman Lee at the Goodguys 

Gazette, a publication of the Goodguys 

Rod & Custom Association.

“After consulting with customers on 

the goal for a vehicle, an in-house design 

department conceptualizes the finished 

product before the shop starts any work. 

Today, that process might also involve 

a 3D scan of the vehicle, which allows a 

digital rendering to be developed on the 

computer. This scan can then be ma-

nipulated to visualize changes, design 

custom components and virtually model 

parts — everything from a one-off frame, 

to custom brackets, body panels, interior 

components and other details,” says Lee.

“These forward-thinking approaches 

and capabilities have set Roadster Shop 

builds apart from others and have estab-

lished the shop as a leader in performance 

and design,” he adds.

The company continues to collect 

accolades, such as Business of the Year 

honors from the Hot Rod Industry Alli-

ance (HRIA) bestowed at the 2016 Spe-

cialty Equipment Market Association 

(SEMA) Show in Las Vegas.

In 2017 the Roadster Shop’s AXIS Ca-

maro build was declared the “Peoples 

Choice” winner at General Motors’ Chev-

rolet Design Awards competition. 

JAMES E. GUYETTE 

is a long-time contributing 

editor to ABRN, Aftermarket 

Business World and 

Motor Age magazines. 

JimGuyette2004@yahoo.com
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W
e need to talk about cre-

ating lifelong mentors in 

our industry. In the past 

when new technology 

became available, we learned on the job 

or went to a class and then tried new skills 

out on a customer’s car. The technology 

was simple enough that we got away with 

it. But what about today? Can we afford to 

practice on a customer’s car? Can we risk 

our credibility by not fully understanding 

these new systems, causing return visits 

and eroded confidence with both our cus-

tomers and our team? Of course we can’t.  

Instead we must create a structured 

learning environment in our businesses 

that enables the growth of each position. 

This must be done in a way that does not 

create a burden on your production and 

your customers’ time, but in a way that 

provides a clear and efficient path of learn-

ing from the time someone joins your or-

ganization to the time they move on.  

Mentorship is a relationship where 

a more experienced or knowledgeable 

person helps guide a less experienced 

or knowledgeable person. The ideal 

mentor is someone who first wants to 

pay it forward. This is usually someone 

currently in the role that the apprentice 

or mentee is working towards. So, look 

at your entire staff as a potential mentor. 

Guiding another person to perfect a craft 

you respect is a heavy burden, lightened 

only by being prepared to share the truth. 

This isn’t always demonstrated by know-

ing everything, but is more often seen by 

your demonstration of how you learn 

and how you solve problems. It also in-

volves honesty without sugar coating and 

the ability to encourage and give positive 

yet constructive feedback to the mentee. 

It means becoming an advocate for the 

mentee by investing in their career.  

Let’s look at how the business side of 

a mentorship program might look. First, 

keep it simple. Establish that everyone in 

the company will always be in a position 

of apprenticeship where they are work-

ing with a mentor, and everyone in the 

company will always be a mentor where 

they are sponsoring the growth of an-

other. It is a cycle of learning that creates 

the greatest benefit for all.

The simplest model provides the men-

tee with a living wage. It should not be 

based on productivity to start but should 

be enough that they can support them-

selves. In most cases, the cost of this wage is 

shared by the business and the mentor. In a 

shop that still pays via flat rate, the mentor 

should flag all the work produced by the 

mentee. Next, the mentor/mentee team 

needs enough space to be productive. You 

need space to learn, produce and advance. 

A successful program should not cost you 

anything in the way of lost production, and 

if implemented properly, will increase ef-

ficiencies and production over time.  

The duration of a program depends 

on its maturity. If you are just starting out 

and are growing a recent graduate of a 

two-year post-secondary program, then 

two years is recommended. Merit in-

creases for the mentee must be defined 

and communicated, along with produc-

tion incentives for both. Most importantly, 

you must have a plan that is created as a 

team and communicated consistently 

from the very beginning. As your program 

grows, you’ll find that creating mentors for 

life will allow you to build mentorship into 

your business model without any special 

pay plans or incentives. It simply becomes 

your business model that supports the 

continued growth of the company.

Installing a mentorship model 

that works in your business 
TODAY’S TECHNOLOGY DOES NOT ALLOW US TO LEARN ON THE FLY AS WE ONCE COULD. WE 

HAVE TO MAKE OTHER PLANS TO ENSURE OUR TECHNICIANS ARE UP TO SPEED 

CHRIS CHESNEY // Contributing Editor

CHRIS CHESNEY is the Senior 

Director of Customer Training for 

Carquest Technical Institute (CTI) 

and Advance Professional.  

chris.chesney@carquest.com

SUPPORTERS



SEARCHAUTOPARTS.COM  VOL .57.07  37  

TRAINING EVENTS

WATCH + LEARN

SERVICE REPAIR PROBLEMS AND 

SOLUTIONS THAT JUST MIGHT 

BENEFIT YOUR SHOP TECHNICIANS

MECHANICAL 

MOMENT

COUNTDOWN TO  

ATLANTA

WEEKSMONTHS

10 0 1

The impact of new 

materials

Two-second improvement: 

Frame machines

Marketing vs. advertising: 

Know the difference

The importance of core 

fundamental learning

ABRN.COM/Material ABRN.COM/FrameImprove ABRN.COM/Marketing101 ABRN.COM/CoreLearning

JULY 10

Adhesive Bonding

Washburn Institute of Technology
Topeka, Kansas

JULY 18-19

PPG Color — Solventborne Systems

Atlanta BDC
Smyrna, Georgia

JULY 27

I-CAR: Corrosion Protection

Phil Long Collision Repair Center
Colorado Springs, Colorado

AUGUST 7

SCRS Board of Directors meeting

Georgia World Congress Center
Atlanta, Georgia

AUGUST 7-8

Collision Industry Conference

Georgia World Congress Center
Atlanta, Georgia

AUGUST 8-10

NACE Automechanika 2018

Georgia World Congress Center
Atlanta, Georgia

OCTOBER 30

Collision Industry Conference

Renaissance Hotel
Las Vegas, Nevada

OCTOBER 30-NOVEMBER 2

SEMA 2018

Las Vegas Convention Center
Las Vegas, Nevada

MAXIMA HAS NUMEROUS NETWORK DTCS — 

LOOSE CHANGE THE CAUSE

VEHICLE: 2005 Nissan Maxima, V6-3.5L, 

Automatic Transmission

MILEAGE: 172,098

PROBLEM: This vehicle had erratic gauge 

and warning light operation and the HVAC 

controls only worked intermittently. The 

Malfunction Indicator Light (MIL) was 

on as well as the ABS, TCS and Security 

lights. Additionally, the fuel level gauge 

was inoperative.

DETAILS: The tech found multiple DTCs: 

U1000, U1001, U1610, P1574, P0462, 

P0463 and P1212. The symptoms all 

were in line with the DTCs found. The 

technician researched each of the DTCs 

and found them to be related through 

the same network. At this point, he called 

ALLDATA Tech-Assist for some guidance.

CONFIRMED REPAIR: Based on previous 

experience with Nissan Maxima vehicles, 

the ALLDATA Tech-Assist consultant 

advised the tech to remove the A/C 

amplifi er for inspection. After removing the 

cover, the technician discovered two coins 

inside. Upon further inspection, he found 

a burned area on the circuit board where 

the coins had shorted out and burned a 

circuit board component.

He replaced the A/C amplifi er, cleared the 

DTCs and went on a test drive. Fixed!

This tech tip and others come from 

ALLDATA Tech-Assist, a diagnostic 

hotline of ASE-Certifi ed Master 

Technicians. Whatever technicians 

need — from creating alternative 

diagnostic strategies to providing 

step-by-step repair assistance — the 

Tech-Assist Team can deliver. 

Learn more at ALLDATA.com.
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UNDERSTANDING THE HURDLES TO OVERCOME TO ENSURE A PROPER REPAIR 

HAS BEEN COMPLETED

HOW TO ADDRESS 
COMMON SCANNING 
PROBLEMS

T
he scanning explosion began roughly two years ago. 

A couple vehicle manufacturers published position 

statements to further emphasize the need for scan-

ning their vehicles. Th ese manufacturers, as well as 

nearly all others, had stated the need in their repair procedures, 

but the industry wasn’t adapting to it. With the publishing of the 

position statements, the industry woke up to the need! As other 

manufacturers saw the need to follow suit, many more state-

ments were published. Today we have position statements for 

approximately 65 percent of vehicles on the road and an even 

greater percentage have the requirements in their repair proce-

dures. With collision repair centers and insurance companies 

alike now knowing that there is a need, there are many hurdles 

to overcome. 

The first hurdle is simply performing the scan. Scanning is 

time consuming, labor intensive and generates costs that must 

be properly compensated for. Planning for the scan starts with 

the tools and personnel to do it.  

You can use either OEM or aftermarket scan tools, and based 

on your client base and shop focus, it is very likely that you will 

need multiple tool options to cover all of your scanning needs. 

Extensive research is highly recommended.  

Once the equipment is purchased, the next hurdle is de-

ciding who is going to utilize the equipment. There is a new 

technician need in our industry and most shops may not have 

that person employed yet. Shop owners need to find someone 

who understands computers, is very good at researching and 

learning, is not intimidated by wiring, is technically oriented 

and very attentive to details. The first instinct may be to use a 

TECHNICAL // TRAINING

SEAN GUTHRIE // Contributing Editor

THE REQUIREMENT FOR EXTENSIVE RESEARCHING is the 

largest challenge for this new line of technicians. It may require your 

staff to implement new workfl ows into the repair process to ensure 

there is enough time to thoroughly research the requirements needed 

to properly scan each make and model.

PHOTOS: SEAN GUTHRIE
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technician already on staff. This will work 

if the person has an understanding of 

electrical equipment and has the ability 

to research and learn.  

The employee hurdle is the biggest, 

most challenging item. Scanning a car 

doesn’t mean plugging into the OBD 

port, reading codes, clearing codes, test 

driving and ensuring no codes return. 

Vehicles today have hundreds of codes 

that do not illuminate an MIL; they also 

can have a multitude of issues that do not 

set a malfunction code. Sensors — those 

as simple as the occupant weight sensor 

or as advanced as a camera that enables 

a vehicle to drive itself — do not know 

when they are calibrated incorrectly. The 

employee who is tackling the scans must 

know how to read live data and ensure 

that all streaming information is within 

guidelines — guidelines they only know 

after research. They must know what 

calibration process needs to take place 

after disconnecting a battery, removing 

and installing, or removing and replacing 

any component on the vehicle.

The requirement for extensive re-

searching is the largest challenge for this 

new line of technicians. It may require 

your staff to implement new processes 

and workflows into the repair process 

to ensure there is enough time to thor-

oughly research, learn and understand 

the complexities and specific require-

ments needed to properly scan each 

make and model. This will require train-

ing to ensure your technicians have ac-

cess to all the tools and options available 

to them in the research and education 

process and understand the functional-

ities of each. 

Shops can also utilize a sublet ven-

dor that may have better knowledge of 

the scanning and research protocols re-

quired, but there is still an opportunity 

for a knowledge void. An extensive check 

of the vehicle is required no matter if the 

work is performed in-house with a trained 

employee or sublet to another vendor.  

That check is the next hurdle. That 

check must include an extensive test 

drive by a shop employee who has fully 

researched and understands all systems 

on the vehicle. They must drive the car in 

such a way that all systems activate and 

perform their tasks. This is very difficult 

to do, as there isn’t a book that contains 

every car’s systems, much less how those 

systems are supposed to react. A great 

place to go is mycardoeswhat.org. That 

site is a great tool to start research on all 

available systems and how they work. 

The vehicle manufacturers’ websites 

are another place to go. The systems in 

vehicles must be sold to the public and 

therefore must be marketed. The vehicle 

owner’s manual can also provide system 

insight. These three choices will outline 

all systems available to that model for 

that year. 

It is very possible that the vehicle does 

not have all the systems. Once all pos-

sible systems are known, verifying what 

systems are actually on the vehicle is the 

next step. Armed with the knowledge of 

the systems that are on the vehicle and 

how they are supposed to work, a proper 

test drive can then take place. 

Once you have the 

equipment and the staff 

member with the knowl-

edge and understanding 

of how to check the sys-

tems, you must be able 

to correct any issues dis-

covered. The issues may 

or may not be directly 

related to the impact. 

Cars today resemble a 

nervous system with 

miles of wiring and a 

multitude of modules. 

Each must talk to each 

other and an issue in one 

can create downstream 

issues. For example, dis-

connecting a door on a 

new performance Ford 

will cause the exhaust 

system valves to mal-

function. The vehicle 

looks for the door to 

TRAIN ING

SCANNING A CAR DOESN’T MEAN PLUG-

GING INTO THE OBD PORT, reading codes, 

clearing codes, test driving and ensuring no codes 

return. Vehicles today have hundreds of codes that do 

not illuminate an MIL.

TODAY WE HAVE POSITION STATEMENTS for 

approximately 65 percent of vehicles on the road and an 

even greater percentage have the requirements in their 

repair procedures. 
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open and close to initiate a self-test on the exhaust valve. If the 

vehicle is driven and the self-test doesn’t occur, a code is stored. 

The exhaust valve will not work until that code is cleared. The 

most challenging malfunctions are the issues that do not pres-

ent a malfunction code. These issues can only be discovered 

on the test drive. One example is if the lane keep fails to keep 

the car between the lines or if the blind spot monitor fails to see 

the vehicle driving next to the car. The resolution is then not as 

simple as clearing a code.

This is when that same trained and talented employee must 

research the calibration process. This process may require spe-

cial tools, a large stall, a thrust angle alignment or any and all 

combined. The calibration step seems like the biggest hurdle 

and it is definitely intimidating. Ultimately calibrations are no 

different than any other repair procedure. When executed step 

by step, they are not difficult to accomplish. The part that is 

the most difficult goes back to the right employee being able 

to perform the extensive research to find the steps to properly 

accomplish the calibration, then verifying that the calibration 

was done correctly with an extensive test drive. The verification 

process HAS TO BE DONE even if you sublet the operation. This 

means researching and understanding the systems is required 

whether you perform the calibration or not. 

Once the scan is complete, all modules check out and all sys-

tems are verified, the final hurdle is receiving compensation. How 

much to ask for is a shop decision, but how to ask is important. 

Mike Anderson says for any operation requiring compensation 

to ask a few simple questions: “Is it required to bring the car to 

pre-loss condition?” Yes, this can be proven by the position state-

ment, repair procedure, the trouble codes and/or the systems that 

do not function correctly. “Is it included in any other operation?” 

No, as published by all three information providers. “Is there a 

predetermined time?” In most cases there is not a predetermined 

compensation rate, as there is a multitude of processes that may 

be required to accomplish the work. The last question Anderson 

asks is “What is it worth?” In this case, even when utilizing the 

same equipment every time, each vehicle will require a unique 

time commitment. Items to consider include how long it takes 

to procure the equipment, setup battery support, research the 

systems, complete the repairs and calibrations, obtain subscrip-

tions that may need to be purchased to perform the research or 

calibrations, test drive time, and the list goes on. 

Armed with the responses to those four questions, a booklet 

of information can be prepared. Educating the payer, no matter 

who it is, is the key to proper compensation. “Because I said so” 

didn’t work for children and definitely doesn’t work for adults. As 

you answer the four questions, print out documents, take photos 

and build a portfolio of the work that was done. Present the full 

package to the payer. You aren’t guaranteed full compensation 

or even some compensation, but you significantly increase your 

chances. You also build your case if you must escalate the non-

payment further. In the case of insurance companies, going up 

the corporate ladder with the documentation is the first step. 

All insurance companies have paid, at one point or another, for 

scans, calibrations and research time. Talking to the right person 

may be all that is required to break down the “NO” barrier. The 

last resort is your insurance commissioner and ultimately a suit. 

This step is very aggressive and will create a huge division that 

will make anything else in the future much more difficult.  

The industry is changing, and it’s changing whether we want 

it to or not. You cannot slow down the change, you cannot per-

suade the change; what you can do is embrace the change and 

become more successful than your competitor. Anything new 

brings about new hurdles, and hurdles create opportunity, 

both for failure and success. Make sure that you understand 

the hurdles so you can overcome them and allow them to be 

an opportunity for success! 
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L
et’s bring attention to when diagnostic, scanning and 

calibration services are needed and the state of repair 

the vehicle needs to be in to accurately perform testing, 

scanning or calibrations. To do this, I’m going to break 

it down into four parts: diagnostics, pre-repair scans, post-repair 

scans and calibrations. It is through technical knowledge and 

hands-on experience that I draw on to try to give some insight 

to help the repair process proceed more smoothly. 

A large portion of the work done at my company, Mobile 

Auto Solutions (MAS), is diagnosing malfunctions. One such 

case was a Toyota Sienna that had a sliding door that did not 

work with the key fob. When I arrived at the shop, they showed 

me the car (Figure 1). While I understand the shop wants to 

ensure everything is working before assembly, I told the shop 

I would not even scan the vehicle. I knew that having the front 

door off would cause issues with the other doors and locks 

working correctly. This comes from experience and knowing 

that the vehicle will have issues caused by the disassembly. I 

READY, OR NOT?
UNDERSTANDING THE ORDER OF DIAGNOSTICS, SCANNING AND CALIBRATION SERVICES 

CAN HELP ENSURE A SMOOTH REPAIR PROCESS

BOB HEIPP // Contributing Editor
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can only imagine the pain a remote company would have had 

— an individual sitting in Texas not knowing the state of dis-

assembly looking at scan data and chasing his/her tail. The 

point is that many systems will not work when a vehicle is in 

the repair process. Having a check-in process that includes a 

pre-repair scan is the best way to enter into the repair. 

I recently read an article explaining how scans could indicate 

if issues were loss-related by using freeze frame data. I had mixed 

feeling about the information; I was worried shops and insurance 

companies would think that this data is available on all vehicles 

and for all modules. The data described was data that is help-

ful when diagnosing an emission- or engine-running problem. 

It is not very often that this data will be helpful in determining if 

the code is loss-related. So, for the shop considering whether or 

not to have pre-repair scans performed, please allow me to share 

some insights. MAS services more than 1,300 shops in the Chi-

cago, Northwest Indiana, Milwaukee and Grand Rapids areas. We 

get to experience many different ideas of what a pre-repair scan 

is. Some shops just want to know about deployed items or other 

warning light issues. Other shops use pre-repair scans as a way of 

making sure the vehicle is repaired correctly while protecting the 

shop and the insurance company from unrelated costs. Regard-

less of which of these your shop is considering, the scan needs to 

be performed before any form of repair has begun. If the vehicle 

is in a disassembled state like the Honda in Figure 2, it’s nearly 

impossible to know if some codes are loss-related. 

SCANN ING

WHY YOU NEED A DIAGNOSTIC AND VEHICLE ELECTRONIC 

REPAIR PROCESS IN PLACE 

By ASTECH 

In the business of collision repair, there are a couple 

things you’re guaranteed: hard work and change.  

Accuracy and effi ciency play important roles in running 

a quality-driven and profi tably run collision repair center. 

That’s why highly skilled repair technicians get a sinking 

feeling when they run into an unexpected malfunction 

indicator lamp or a diffi cult diagnostic/vehicle electronic 

issue during the repair process. 

Shop owners and technicians can reduce a signifi cant 

amount of the “unexpected” issues they confront on a 

daily basis by putting a diagnostic and vehicle electronic 

repair process in place. 

A pre- and post-scan process will turn the frustrating 

task of diagnosis into an outsourced repair solution that 

drives peace of mind.

Pre-scan process

Step 1: Consult the customer and get a signed pre-

authorization. Let the customer know the necessary steps 

you’ll be taking to get their vehicle back on the road, 

including the diagnostic scans. Tell them it’s your intention 

to present the invoice to their insurance company for 

payment. Be sure to share the cost of the scanning 

process with them in case their insurer refuses to cover 

this important repair cost. You’ll fi nd most customers 

appreciate the heads up. Educated customers can 

become scanning advocates for your repair facility with 

their insurance company. 

Step 2: Check for MILS and ADAS. Perform a 

visual inspection for MILs prior to the repair. Record 

their presence with photos if at all possible for proof. 

Understand the trim level of every vehicle. Look for 

the presence of ADAS systems. Some of these critical 

safety and frequency reducing safety systems include: 

adaptive cruise control, lane keep assist, collision 

warning, blind spot monitors, autonomous emergency 

braking. Specifi cally, check for damage done to front 

and or rear camera systems and document the damage 

in the repair order.

Step 3: Perform pre-scan. Perform a vehicle scan 

before starting disassembly or repairs. It’s always 

important to scan “whole” cars. Perform the scan before 

repair or any disassembly begins. 

Step 4: Post-repair calibration and post-scan 

processes. Once all repairs are completed, performing 

a post-repair scan before returning the vehicle to the 

customer is one of the fi nal and most important steps in 

today’s complex collision repair process. The completion 

scan ensures all related DTCs have been corrected, 

various calibrations were completed successfully and the 

vehicle is ready for delivery. To make sure codes don’t 

return, a test drive is a great idea. It’s an often-missed 

detail that should be included in your post-repair process.

A clearly defi ned pre- and post-scan process will 

help customers and insurers understand the repair 

needs as well as the associated diagnostic costs. It also 

enhances the customer experience and ensures everyone 

understands their fi nancial responsibility.

You’ve identifi ed and estimated the necessary 

calibrations, initializations and aiming procedures already. 

After the vehicle is reassembled, perform these steps 

according to OEM specifi cations. Then, clear the DTCs.
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MAS also performs many post-repair scans every day. Like 

the pre-scans, different shops use the scans for different rea-

sons. Some shops only perform scans if a warning light or mes-

sage is displayed. Others perform them because OEM service 

information and position statements require that trouble codes 

be cleared after repairs have been completed. Having the post-

scan performed also means that the repair has been completed 

to the best of the shop’s ability. In the case of our customers, it 

also means they have documentation they can go back to if the 

vehicle returns due to a warning light or some other complaint. 

What is needed for a post-scan? Well, the repair needs to be 

completed. This includes the vehicle being fully assembled, 

aligned if needed and test driven. Additionally, the vehicle 

should have been quality control (QC) checked. Some may 

question the part about the vehicle being QC inspected. Allow 

me to give some clarity.  

Recently we had a shop call us out on a Mazda that had mul-

tiple warning lights turn on when the vehicle was driven. All the 

lights would turn off when the vehicle was stopped. Had the 

shop called and asked for a post-scan and not mentioned this, 

codes would have been cleared and a problem would have still 

SCANN ING
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existed. In this case, a test drive was needed to develop a diag-

nostic path. Once the path was developed, the codes had mean-

ing, and it was easy to come to a clear solution. In this case, the 

problem was an excessive voltage drop on a ground connection. 

This is again where an online scan would not be able to bring 

resolution to an issue and the vehicle would have been sent to 

the dealer, adding to the cycle time. Another example of needing 

a proper QC is a Subaru for which we were called in to perform 

an Eyesight calibration. The Subaru system uses two cameras 

for their ADAS system, which are located on either side on the 

inside rear-view mirror (Figure 3). As seen from the outside, the 

wrong windshield was installed, and the cameras are blocked 

(Figure 4). The installer should have noticed this and halted the 

installation. The person in charge of QC also should have caught 

this prior to scheduling a calibration. 

ADAS calibration challenges

Now that I’ve touched on ADAS, let’s discuss some of the chal-

lenges to ADAS calibrations that shops need to be prepared for. 

Having performed a few hundred ADAS calibrations, MAS has 

had some calibrations that took a little more work and others 

that were much smoother. Th e most challenging factor is the 

environment in which the calibration is done. An example of this 

is a Jeep that MAS was called out on for an ACC (adaptive cruise 

control) calibration. Th e fi rst step is to level the sensor. When we 

went to perform the leveling, we found that the sensor was not 

centered in the bumper trim (Figure 5). In this case, the problem 

was that an aftermarket front-impact bar had been installed. Th e 

mounting area for the sensor bracket was not in the correct area 

of the bar. After an OEM impact bar was installed, the sensor was 

no longer blocked by the bumper trim (Figure 6).  

Another example of environment is a Toyota Highlander 

that needed a BSM (blind spot monitor) calibration (Figure 7). 

While looking at the photos sent from the repair shop to MAS, 

the area appears to be free of objects that would interfere with 

the calibration, but this was not the case. Tires and boxes on 

the right side were rear of the B pillar and interfered with the 

completion of the calibration.  

One more example is a 2018 Mercedes-Benz S450 that 

needed a forward-facing camera calibration after a windshield 

installation. Scanning the vehicle with the MB Xentry scan tool 

revealed no codes. When performing the calibration, it failed. 

While investigating what caused the failure, our tech found that 

the system has an option of mono or stereo cameras. In this case, 

the vehicle had a stereo camera system, but one of the cameras 

was being blocked by a piece of plastic. Once removed, the cali-

bration was able to be performed. 

I hope that this information gives you reason to add pre-re-

pair scans to the start of your repair process. A quality control 

inspection, including a post-repair scan, completes the process. 

When needing to perform an ADAS calibration, understand that 

space, a level surface and lighting play an essential role in the 

accuracy of the procedure. Working with your in-house techni-

cian or mobile service will aid in a smooth repair process. 

SCANN ING

BOB HEIPP is the Chicago Area Technician 

Manager for Mobile Auto Service, which services 

nearly 1,295 shops in Illinois, Indiana, Michigan 

and Wisconsin. He is also an industry trainer and 

contributor to the Remarkable Results podcast. 

bob.heipp@gmail.com

7

8 0 0 . 2 2 7 . 2 8 2 2    motorg uard . com

The Ultimate Final Filter for Automotive Finishing
Add a final-stage filter to remove oil vapor and ensure defect-free 
finishes. Shops are learning, the new waterborne automotive finishes 
require new air treatment tools. Waterborne finishes require air that is 
free of oil vapor. Standard oil removing filters absorb oil mist and fine 
droplets while vaporized oil passes right through where it causes 
finishing flaws.

Motor Guard Carbon-Max® Cartridge Features:

• Removes Oil Vapor from Compressed Air

• Contains Activated Carbon Media That Traps Oil Vapor

• Removes Silicone Vapor, Desiccant Dust and Volatile Organic Compounds

• Final Stage in a New or Existing Air Management System

• Made in the U.S.A.

Body Shop Requirements
FROM PULLING TO PAINTING

Activated
Carbon
Compressed
Air Filter

M-C100





52  JULY 2018  ABRN.COM

I
f you’re old enough, you probably 

remember a time when buying an 

inexpensive, small car meant being 

banished to some kind of automo-

tive purgatory. Buyers almost invariably 

ended up with a four-wheel something 

sporting cheap materials, a thin metal 

skin and whiney engine — maybe air 

conditioning was included. Also includ-

ed was bland, boxy styling that, at best, 

helped one blend in with a sea of similar 

automotive outcasts. You wanted a cheap 

car, and that’s exactly what you got. 

How things have changed. Today’s 

small cars offer power, performance, 

safety, punchy looks and a host of techno-

gadgets designed to convince millennials 

and first-time buyers to hop in the driver’s 

seat while saving some money. However, 

they still come with a few issues — for re-

pairers, that is. Their size can force shops 

to throw in a few wrinkles with typical re-

pairs. Use the following tips and steps to 

iron out any complications and smooth 

the way for a great job. 

Considerations

What’s so diffi  cult about repairing sub-

compacts? Their compact sizes con-

dense standard repair issues into much 

tighter spaces. Alternative and mixed ma-

terial parts are packed closer together, as 

are highly sensitive electronic systems. 

Sectioning will remain an issue, and so 

will using the right joining techniques in 

smaller areas. Tighter spaces also make 

electronic systems even more vulnerable 

to collision damage. 

Then there’s the matter of less vehicle 

volume available to absorb and transmit 

collision energy away from an accident 

area. This can translate into more severe 

and hidden damage, making accurate 

damage analysis and pre- and post-repair 

scans even more critical.  

This fact is further complicated by the 

sheer level of technology packed away in 

these mighty mites. Subcompacts offer 

many of the same options as larger ve-

hicles, including backup cameras and 

lane watch and lane departure warnings. 

They don’t come up short in passenger 

protection. The 2017 Chevrolet Sonic ar-

rives with 10 standard airbags — including 

side-curtain airbags, pelvic/thorax side-

impact airbags (front and rear) and front 

knee airbags. 

These factors can add up to a greater 

likelihood that repair costs might exceed 

totaling thresholds, especially consider-

ing the modest value of these vehicles. 

You could end up helping owners find 

ways to reduce costs to ensure they can 

hold on to their cars. 

Sonic booms

Th e 2017 (and earlier model year) Chev-

rolet Sonic provides many of these chal-

lenges (as do vehicles like the Ford Fiesta 

SUBCOMPACT 
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and Honda Fit. Th e steps listed here (courtesy of GM) for three 

repairs take into account a number of material and electronic 

issues. Note how the steps are quite similar to those performed 

on larger vehicles. You’ll want to put extra attention on places 

where you need to inspect for or repair related damage since it 

may be more diffi  cult to spot. Also, note the need to locate any 

and all factory welds in an accident area. 

Body Side Frame Rocker Reinforcement 

Replacement 

Removal Procedure 

Before beginning, refer to the Approved Equipment for Col-

lision Repair Warning Glass and Sheet Metal Handling Warning 

documentation. 

Note: The body side frame rocker reinforcement is made of 

Ultra High Strength Dual Phase Steel and should be replaced 

only at factory joints. 

Repairing or sectioning of this part is not recommended. 

Refer to Ultra High Strength Dual Phase Steel. 

1.  Disable the SIR system. Refer to SIR Disabling and Enabling 

document. 

2.  Disconnect the negative battery cable. Refer to Battery 

Negative Cable Disconnection and Connection document. 

3.  Remove all related panels and components. 

4.  Repair as much of the damage as possible to factory specifi-

cations. Refer to Dimensions — Body (4NB) or Dimensions 

— Body (5HB) documents, according to vehicle body type. 

5.  Remove the sealers and anti-corrosion materials from the 

repair area, as necessary. Refer to Anti-Corrosion Treatment 

and Repair (Base). 

6.  Locate and mark all the necessary factory welds of the body 

side frame rocker reinforcement. 

7.  Drill all factory welds. Note the number and location of 

welds for installation of the service assembly. 

8.  Remove the damaged body side frame rocker reinforcement.

Installation Procedure 

1.  Align the body side frame rocker reinforcement. 

2.  Drill 8 mm (5/16 in) holes for plug welding along the edges 

of the quarter outer panel from the original panel. 

3.  Clean and prepare the attaching surfaces for welding. 

4.  Position the body side frame rocker reinforcement on the 

vehicle. 

5.  Verify the fit of the body side frame rocker reinforcement. 

6.  Clamp the body side frame rocker reinforcement into 

position. 

7. Plug the weld. 

8.  Apply the sealers and anti-corrosion materials to the repair 

area, as necessary. Refer to Anti-Corrosion Treatment and 

Repair (Base) document. 

9.   Paint the repaired area. Refer to Basecoat/Clearcoat Paint 

Systems document. 

10.  Install all related panels and components. 

11.  Connect the negative battery cable. Refer to Battery Nega-

tive Cable Disconnection and Connection document. 

12.  Enable the SIR system. Refer to SIR Disabling and 

Enabling document.

Front Side Door Outer Panel Replacement 

Removal Procedure 

Note: According to different corrosion warranties, only the 

regional mandatory joining methods are allowed. 

1.  Disable the SIR System. Refer to SIR Disabling and Enabling 

document. 

2.  Disconnect the negative battery cable. Refer to Battery 

Negative Cable Disconnection and Connection document. 

3.  Remove the front side door. Refer to Front Side Door 

Replacement document. 

4.  Remove the front side door outside handle. Refer to Front 

Side Door Outside Handle Replacement document. 

5.  Remove the outside rearview mirror. Refer either to Outside 

Rearview Mirror Replacement (Power) or Outside Rearview 

Mirror Replacement (Manual) document. 

SMALL CAR REPAIRS

THE SONIC AND FIT COME WITH MULTIPLE AIRBAGS, providing 

passengers with plenty of protection that cab also drive up repair costs.
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6.  Remove the sealers and anti-corrosion materials from the 

repair area, as necessary. Refer to Anti-Corrosion Treatment 

and Repair (Base). 

7.  Grind the edges of the front side door outer panel to sepa-

rate the outer door panel from the door shell.

Warning: Inspect the door guard beam for damage before re-

placement of the door outer panel. If damage to the door guard 

beam is found the door must be replaced. Failure to do so may 

compromise the structural integrity of the vehicle and may 

cause personal injury if the vehicle is involved in a collision. 

8.  Remove the front side door outer door panel. 

9.  Remove the sealers and anti-corrosion materials from the 

repair area, as necessary. Refer to Anti-Corrosion Treatment 

and Repair (Base) document. 

10.  Straighten the edges of the door shell. 

Installation Procedure 

1. Align the front side door outer panel. 

2.  Verify the fit of the front side door outer panel. 

3.  Clamp the front side door outer panel into position. 

4.  Continue to hammer in stages along the hem flanges. 

5.  Apply the sealers and anti-corrosion materials to the repair 

area, as necessary. Refer to Anti-Corrosion Treatment and 

Repair (Base) document. 

6.  Install the outside rearview mirror. Refer to Outside Rear-

view Mirror Replacement (Power)Outside Rearview Mirror 

Replacement (Manual) document. 

7.  Install the front side door outside handle. Refer to Front Side 

Door Outside Handle Replacement document.

8.  Install the front side door. Refer to Front Side Door Replace-

ment document. 

9.  Paint the repaired area. Refer to Basecoat/Clearcoat Paint 

Systems document. 

10.  Install all related panels and components. 

11.  Connect the negative battery cable. Refer to Battery 

Negative Cable Disconnection and Connection document. 

12.  Enable the SIR system. Refer to SIR Disabling and Enabling 

document. 

Quarter Inner Panel Sectioning (Hatchback model)

Removal Procedure 

Before beginning, refer to the following three documents: 

•  Approved Equipment for Collision Repair Warning. 

• Collision Sectioning Warning. 

•  Glass and Sheet Metal Handling Warning. 

1.  Disable the SIR System. Refer to SIR Disabling and Enabling 

document. 

2.  Disconnect the negative battery cable. Refer to Battery 

Negative Cable Disconnection and Connection document. 

3.  Remove all related panels and components. 

4.  Visually inspect the damage. Repair as much of the damage 

as possible.  

5.  Remove the sealers and anti-corrosion materials from the 

repair area, as necessary. Refer to Anti-Corrosion Treatment 

and Repair (Base) document. 

6.  Create cut lines on the body lock pillar inner reinforcement. 

Note: Do not damage any inner panels or reinforcements. 

7.  Cut the panel where sectioning is to be performed. 

8.  Locate and mark all the necessary factory welds of the body 

lock pillar inner reinforcement. 

9.  Drill all factory welds. Note the number and location of 

welds for installation of the service assembly. 

10.  Remove the damaged body lock pillar inner reinforcement. 

11.  Locate and mark all the necessary factory welds of the rear 

wheelhouse outer panel. 

12.  Drill all factory welds. Note the number and location of 

welds for installation of the service assembly. 

13.  Remove the damaged rear wheelhouse outer panel. 

Installation Procedure 

1.  Drill 8 mm (5/16 in) holes for plug welding along the edges 

of the rear wheelhouse outer panel as noted from the origi-

nal panel.

2.  Clean and prepare the attaching surfaces for welding. 

3.  Position the rear wheelhouse outer panel. 

4. Verify the fit of the panel. 

5.  Clamp the rear wheelhouse outer panel into position. 

SMALL CAR REPAIRS

SUBCOMPACTS INCORPORATE signifi cant amounts of alternative 

materials that must be taken into account during repairs.

THE HONDA FIT AND OTHER SUBCOMPACTS offer technology, 

such as lane watch units, that will need attention during pre- and post-

repair scans.
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TYC’s premium line of rear view mirrors comply to applicable safety 

standards (FMVSS 111) and provide the durability and functionality 

required for safe driving. Give yourself and your customers peace of 

mind by choosing TYC rear view mirrors. 

Eyes For The Back Of Your Head

For more information about TYCTM replacement automotive parts, consult your 

TYCTM representative or look up parts online at www.TYCUSA.com
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6.  Plug weld accordingly. 

7.  Cut the body lock pillar inner rein-

forcement in corresponding loca-

tions to fit the remaining original 

panel. The sectioning joint should be 

trimmed to allow a gap of one-and-

one-half-times the metal thickness 

at the sectioning joint. 

8.  Create a 50 mm (2 in) backing plate 

from the unused portion of the ser-

vice part. 

9.  Drill 8 mm (5/16 in) along the sec-

tioning cut on the remaining origi-

nal part. Locate these holes 13 mm 

(1/2 in) from the edge of part and 

spaced 40 mm (1 1/2 in) apart. 

10.  Prepare all mating surfaces as 

necessary. 

11.  Fit the backing plates halfway into 

the sectioning joints, clamp in place 

and plug weld to the vehicle. 

12.  Align the body lock pillar inner re-

inforcement. 

13.  Drill 8 mm (5/16 in) holes for plug 

welding along the edges of the body 

lock pillar inner reinforcement as 

noted from the original panel. 

14.  Clean and prepare the attaching sur-

faces for welding. 

15.  Position the body lock pillar inner 

reinforcement. 

16.  Verify the fit of the panel.

17.  Clamp the body lock pillar inner re-

inforcement into position. 

18.  Plug weld accordingly. 

19.  Apply the sealers and anti-corrosion 

materials to the repair area, as neces-

sary. Refer to Anti-Corrosion Treat-

ment and Repair (Base). 

20.  Paint the repaired area. Refer to 

Basecoat/Clearcoat Paint Systems. 

21.  Install  al l  related panels and 

components. 

22.  Connect the negative battery cable. 

Refer to Battery Negative Cable 

Disconnection and Connection 

document. 

23.  Enable the SIR system. Refer to SIR 

Disabling and Enabling document.

Putting a bow on it

Obviously, these repairs are very much 

like those you would perform on larger 

vehicles. That’s one of the points here. 

The work is very much the same, but 

don’t let that fact cloud the need to ad-

dress the added attention that comes 

with subcompacts. 

That level of care continues through-

out the repair process. These vehicles 

might be small, but they hold a signifi-

cant place in the eyes of their owners. 

Don’t underestimate their ability to 

challenge both the repair industry and 

the conception of just what a small car 

can offer.  

SMALL CAR REPAIRS

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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BOB MOORE KIA NORTHWEST Victoria Knight

HENDRICK KIA OF CONCORD Steve Anderson

ORLANDO KIA WEST Armando Padin

JOHN L. SULLIVAN'S ROSEVILLE KIA Anthony Santos

VANDEVERE KIA Matthew Pace

CITY KIA OF GREATER ORLANDO Sam Ruiz

VALLEY-HI KIA Stuart Meyer

COURTESY KIA OF BRANDON Rodney Zeller

MENTOR KIA Scott Williams

CLASSIC KIA OF CARROLLTON Carlos Escalante

EARNHARDT KIA George German

KINGS KIA Mike Burkart

PATTERSON KIA OF ARLINGTON Stephen Gunsolus

KIA OF DES MOINES Brett Obraza

REGAL KIA Steve Chilton

MORITZ KIA OF HURST Adam Lammey

SANDS KIA Kevin Sanders

PARKWAY FAMILY KIA Richard Olinger

ALOHA KIA LEEWARD Anthony Obrien

BEV SMITH KIA Branden Brewer

FAIRFAX KIA Michael Munn

RAY BRANDT KIA Nelson Ochoa

PHIL LONG KIA OF COLORADO SPRINGS Ken Klaassen

MURRAY KIA Alan Bannick

SMAIL KIA Shawn Sikora

CAR PROS KIA HUNTINGTON BEACH Jason Rodriquez

JIM SHORKEY KIA Kenneth Swauger

FIRST KIA Wayne Dawson

FREEDOM KIA Kirk Turner

TYNAN'S KIA Ryan Koenig

KING KIA Dennis Whitaker

BAYSIDE KIA OF WALDORF Steve Barron

GEORGE GEE KIA Connie Burger

CARRIAGE KIA OF WOODSTOCK Zach Autry

DENNIS DILLON KIA Kelly Brown

SHOTTENKIRK KIA Randy Wright

MIKE KELLY KIA Ryan Rhodes

BRIGGS KIA John Malone

COLUMBIA KIA Joseph Brochu

KIA OF ABILENE Scott Blubaugh

MOMENTUM KIA Sarah Vesper

CHANTZ SCOTT KIA James Mcelyea

SAN LUIS BAY MOTORS KIA Tina Kohler

VAN GRIFFITH KIA Derek Cowley

MIKE MILLER KIA Joy Thannert

KIA OF PUYALLUP Donald Breen

KIA OF CERRITOS Gene Schilder

UNIVERSAL KIA Brandon Ottow

LUPIENT KIA Marty Van Reese

ARCHER KIA Steve Benoit

SOUTHWEST KIA AU Cody Webster

CAR PROS KIA GLENDALE Duncan Pereira

ED VOYLES KIA Glenn Hammonds

GALEANA KIA Mary Delgado

JTS KIA Jason Carletti

HUFFINES KIA DENTON Errol Youngblood

GALEANA KIA Sonya Jennings

RICART KIA Larry Mills

FUCCILLO KIA OF WESLEY CHAPEL Neil Hosford

FUCCILLO KIA OF CAPE CORAL Dave Garabedian

HUFFINES KIA MCKINNEY Roy Allen

KIA OF GREENVILLE Anita Burgos

RALLY KIA Charles Sweet

GARDEN GROVE KIA Paul Elledge

FINDLAY KIA Scott Crockett

ROSEN KIA Ray Christiansen

FOLSOM LAKE KIA Joshua Boody

LEE JOHNSON KIA Tyson Thompson

HEALEY KIA Daniel Langdon

FERGUSON KIA James Easton

DORSCHEL KIA Jeffrey Stanley

MCGRATH KIA OF PALATINE Branden Scharringhausen

DOUG SMITH KIA Dan Lowder

RUSS DARROW KIA WAUKESHA Jeffery Krueger

BYERS KIA Jason Hollingsworth

MEDVED KIA Robb Robinson

FUTURE KIA Kevin Messa

KIA COUNTRY OF SAVANNAH Brian Sheppard

HENDRICK KIA CHARLOTTE Patrick Dougherty

EVANS KIA Jason Bowles

CRAIN KIA OF FORT SMITH Karl Wickboldt

KIA COUNTRY Neil Holcomb

PRICE KIA Danny Meadows

KIA OF MARIN Todd Schneider

CONCORD KIA Fernando Belanger

MATTHEWS KIA Gary Brundage

CASEY KIA Julie Macaulay

CRAIN KIA OF CONWAY Garry Shelby

MICHAEL STEAD'S HILLTOP KIA Jarrod Hallam

HOMETOWN KIA Tim Farley

SILVER

PLATINUM

CROWN KIA Rhonda Orsborn
CAR PROS KIA Elder Acevedo

ORLANDO KIA EAST Casey Armstrong
HAWKINSON KIA Jeremy Mihas

SCOTT KIA OF SPRINGFIELD James Johnson
THE KIA STORE William Thurman

PERFORMANCE KIA Garrett Svendsen
PEORIA KIA Erica Fine
FREDY KIA Mike Solis

ANCIRA KIA Terrance Stewart
SOUTHWEST KIA Lamar Johnson

RIVERSIDE KIA Adam Carruthers
SUSSMAN KIA Matt Jackson

PEAK KIA Alex Gross
SOUTHWEST KIA-NW Mark Budenhagen

JACK MILLER KIA Dennis Faltermeier
KEARNY PEARSON KIA Douglas Herold

MORITZ KIA Leo Salgado
TEMPE KIA Daniel Lanious

DELAND KIA David Booth
RON TONKIN KIA Gene Nevett

CARRIAGE KIA Dennis Jackson
QUIRK KIA Eliezer Vazquez

YOUNG KIA Daniel Evans
RUSTY WALLACE KIA Gregory Wampler

HAGERSTOWN KIA Richard Fraley
BALD HILL KIA Matthew Jarvis

JERRY SEINER KIA SALT LAKE Larry Greenhalgh
GOSSETT KIA Michael Richards

JTS KIA OF ROCK HILL Thomas Hakim

KIA OF GREER Joseph Whiteside
KIA OF LANSING Mathew Rue

LOU FUSZ KIA Joshua Rosenthal
ELK GROVE KIA Christopher Winslow

CRAIN KIA Timothy Hill
LAFONTAINE KIA Patrick Avery

WINN KIA Aaron Ewing
LEV KIA OF FRAMINGHAM Joseph Pereira

LAUREL KIA Peter Gray
MIKE SMITH KIA William Proctor

RUSS DARROW MADISON KIA Michael Miling
VAN SYCKLE KIA Ryan York
EAGLE AUTO KIA Robert Portelli

YONKERS KIA Alex Zapata
KOONS KIA James Woodland, Sr.

GOLD



60  JULY 2018  ABRN.COM

I
magine driving along and your refrigerator sends a mes-

sage to your connected car letting you know that you are 

out of milk. Th e car’s onboard GPS automatically directs 

you to the nearest grocery store. But cyber criminals, 

parked across the street from your house have hacked your 

home WiFi network and now have access to your car’s comput-

er. You receive a message on the car’s display telling you, “Looks 

like you’re on your way to get some milk. I will shut the engine 

off  unless you pay a ransom — follow the prompts to pay now.” 

Sound too creepy to be true? As disturbing as this scenario is, 

SECURING THE 
CONNECTED CAR
CONNECTED CARS ARE AN INTEGRAL PART OF OUR DIGITAL LIFESTYLE, BUT IS 

THE DATA THEY GENERATE SECURE?

TRACY MARTIN // Contributing Editor

TECHNICAL // CONNECTED CAR

GENERAL MOTORS PRODUCED THE FIRST CONNECTED CARS IN 1996 with OnStar for Cadillac DeVille, Seville and Eldorado models. 

Today connected vehicles are common, and the sheer number of things they connect to is increasing at a rapid rate.

PHOTOS: TRACY MARTIN 
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it could actually happen. As more 

vehicles become digitally con-

nected, securing networks and ve-

hicle cybersecurity is not an issue 

for the future — it’s a problem now 

that affects independent repair 

shops. The telematics technology 

component of a typical shop’s daily 

workload will continue to increase, 

and they must be aware of, and 

adapt to, this constantly changing 

cyber environment by securing 

their networks to protect them-

selves and their customers from 

cyber hacking. 

Vehicle telematics affects 

many components. For example, 

a simple windshield repair that 

normally would take an hour is 

further complicated by the pres-

ence of a vehicle’s Advanced Driver 

Assistance System (ADAS). The ADAS 

windshield, equipped with sensors and a 

system camera, may take another hour to 

calibrate and could require access to the 

onboard computer or OEM’s computer 

network. In addition, pre- and post-repair 

scan procedures may be required to 

perform the repair. ADAS systems from 

Audi/VW, Fiat Chrysler, Ford, Nissan and 

others require a programming reset after 

replacement of windshields, wheel align-

ment adjustments and repair of other 

components. Knowing how to calibrate a 

vehicle’s ADAS isn’t just a safety concern, 

but a cyber safety concern. If a shop’s net-

work isn’t secure, it could lead to a cy-

bersecurity breach impacting customers.  

 In addition to the growing presence 

of ADAS, another major concern is the 

diagnostic reports generated from after-

market OBD-II interface adapters. This 

market is becoming a rapidly growing 

player in the telematics industry, and 

OBD-II connections between repair 

shops and customers’ vehicles are an-

other avenue for cyber attacks to occur. 

In the near future, the issue of automotive 

cybersecurity will become paramount as 

connected, self-driving vehicles will offer 

consumers unprecedented new options 

related to personal transportation. Risks 

range from access to the vehicle owner, 

driver or passenger’s personal and finan-

cial information to loss of physical con-

trol of the vehicle.  

Is your network secure?

In the future, independent repair facili-

ties that plan to perform extensive diag-

nostic work or vehicle reprogramming 

will have to address network concerns 

and partner with OEM and third par-

ties to provide cybersecurity. Shops will 

have to engage with cybersecurity ex-

perts and consultants to evaluate their 

networks, ensuring that they and their 

customers are protected. Cybersecurity 

could include customer-accessed WiFi 

in the waiting room, separate WiFi in 

the shop work area, servers, worldwide 

internet connections and data stored in 

the cloud. Some owners of small repair 

shops are of the mindset that cybersecu-

rity only applies to large repair chains or 

OEM dealerships, but the possibility of a 

cyberattack aff ects everyone. 

The Automotive Service Associa-

tion is actively exploring how to “lock 

down” aftermarket service and repair 

facilities from potential cyberattacks 

that can originate from digital resources 

the shop connects to including: online 

diagnostic services, customer vehicles 

via connections to shop diagnostics 

tools, customers using WiFi in waiting 

rooms, employee smartphones and oth-

ers. Repair shops cannot afford to be the 

weakest link in the chain that makes up 

automotive cybersecurity. 

Automotive cybersecurity is an on-

going war against criminals who have 

access to data and new tools over the 

life of any vehicle. Unfortunately, there 

are many examples of digital breaches, 

including radio amplification of keyless 

vehicle entry systems, remotely control-

ling key encryption and using pirated 

software to exploit vulnerabilities in secu-

rity systems. Motivations for criminals to 

hack automotive systems are numerous. 

Lifting personal information from pay-

ment systems, taking control over vehicle 

functions, accessing data from onboard 

sensors and using a vehicle as a gateway 

to access other connected systems are 

but a few of these temptations. 

In May 2017, the ransomware crypto-

CONNECTED CAR

ADVANCED DRIVER ASSISTS SYSTEMS from Audi/VW Fiat Chrysler, Ford, Nissan and others require 

a programming reset after replacement of windshields and other components. When performing a reset, 

repair shops that are not cybersecurity aware can unwittingly provide criminals access to networks and data. 
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worm WannaCry was launched against 

several versions of Microsoft Windows 

operating systems. Ransomware crimi-

nals compromise a computer’s data and 

demand ransom payments to release the 

data back to the user. During the attack, 

automakers Honda, Renault and Nissan 

had to temporarily shut down vehicle pro-

ductions lines at plants in Britain, France, 

Japan and India. Think that this type of 

attack can’t affect a small shop? Think 

again. Imagine a customer driving a con-

nected car receiving a pop-up message 

that states, “Pay me $600 or you won’t be 

using your car for a while.” Or, a scan tool 

in a shop displaying a similar message 

—“Trying to connect with this Ford F-150? 

Pay up or it’s not going to happen.” 

Here is a quote from Olivier Rabiller, 

Honeywell Transportation Systems 

president and CEO, which illustrates 

the urgency of becoming cybersecurity 

aware: “There are more than a dozen 

clearly defined attack surfaces that can 

provide points of entry for hacking into 

a passenger vehicle, and the number 

is growing fast. We are supporting our 

OEM customers with our differentiated 

software platform to address the cyber-

security challenge inherent to connected 

and autonomous vehicle development.”

Automotive cybersecurity 

standards

Performing vehicle diagnostics is essen-

tial for nearly every service and repair, 

and the independent repair industry 

has relied on aftermarket scan tool man-

ufacturers to provide them the means 

to accomplish these tasks. In fact, scan 

tool companies often create some of the 

best diagnostic software — sometimes 

more functional than OEM software and 

hardware. Aftermarket companies that 

develop scan tools, and their diagnostic 

capabilities, have in many cases used re-

verse engineering of OEM vehicle com-

puter systems and software to produce 

the computer code for their diagnostic 

software. With OEMs becoming more cy-

bersecurity aware, the ability to use this 

practice will become more diffi  cult, if not 

impossible in the future. Th e importance 

of receiving complete and accurate data 

and diagnostic routines from OEMs to 

create this software is a benefi t to both 

the OEM and the aftermarket and will be 

an important part of future cybersecurity. 

If you’re of a certain age, you may 

remember when labels like, “Made in 

Japan” or “Made in the USA” made a 

difference to consumers. Today, a ve-

hicle sold in the U.S. could have compo-

nents that were designed in Germany 

or France, with parts manufactured in 

Mexico or Austria and all assembled in 

Japan. Globalization of the automobile 

industry is possible because of interna-

tional global standards that these coun-

tries adopted so that part “A” made in one 

country will fit into part “B” made across 

the world. Having global standards for 

automotive cybersecurity is no different 

than standards used for other compo-

nents. Creating international standards 

will be a partnership between OEMs, 

their suppliers, aftermarket scan tool 

manufacturers, providers of repair infor-

mation and data, and the independent 

repair industry.  

The Society of Automotive Engineers 

(SAE) and the International Organization 

for Standardization (ISO) have been 

working closely to develop and harmo-

nize cybersecurity standards. They have 

formed a joint working group intended to 

house experts from both organizations to 

work together to develop international, 

joint SAE-ISO standards. When adopted, 

the standard for secure, authorized ac-

cess to vehicle data, by legitimate stake-

holders, will change how diagnostics are 

performed in the industry. For example, 

the 30-year-plus OBD-II Assembly Line 

Data Link (ALDL) has outlived its origi-

nally designed intent as a port to access 

onboard computer diagnostics and 

check emissions. As it exists, the ALDL 

is now a potential gateway for vehicle 

security breaches and standards organi-

zations are considering ways to harden 

and/or replace it. 

Other examples of cybersecurity 

standards could include Secure Vehicle 

Interface protocols that require a hierar-

chy of permissions to gain access to data 

and the Extended Vehicle concept. The 

Extended Vehicle concept provides safe 

and secure third-party access to vehicle 

data by means of a remote and secure 

server. Access to vehicle data is only 

provided in accordance with clearly de-

fined data protection security protocols 

through a set of rules governing data in-

terfaces, thereby reducing security and 

liability risks. To ensure worldwide in-

teroperability, these interfaces must be 

standardized. An ISO standard (20077-1) 

is being developed and is known as the 

“Extended Vehicle” concept that consists 

of a vehicle with external software and 

hardware that is ultimately developed, 

implemented and managed by OEMs. 

The SAE has published the world’s 

first automotive security standard — 

J3061 — that would serve as the foun-

dation for automotive cybersecurity. 

J3061 provides guidance on how to inte-

grate best practices including: building 

security into the product development 

lifecycle, establishing desired relation-

ships between cybersecurity and safety, 

CONNECTED CAR

AUTOMOTIVE CYBERSECURITY IS AN 

ONGOING WAR against criminals who have 

the motivation, knowledge and tools to access 

data from connected vehicles. The automotive 

service industry needs to develop a culture 

that places great importance on software, 

networks and computer security.
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and establishing a foundation for fur-

ther security standards development. 

Future standards will impact legislation 

on the federal level. “We’re on the cusp 

of a transformation, and the auto indus-

try is at the front of that transformation. 

We can’t make the mistake again of not 

building in cybersecurity by design on 

the front end and preventing espionage 

or loss of life,” said John Carlin, Assistant 

Attorney General for National Security at 

the U.S. Department of Justice. 

Right to Repair

Today a vehicle’s onboard comput-

ers have control over vital systems like 

brakes, ignition keys, airbags, steering 

and more, and their diagnosis and repair 

are high-tech operations with diagnostic 

tools often replacing a technician’s ob-

servation. Th ese ongoing developments 

have made OEMs the gatekeepers of 

advanced information necessary to re-

pair or supply parts for repairs. Right to 

Repair (R2R) is the name for related fed-

eral or state laws that require automobile 

manufacturers to provide the same infor-

mation to independent repair shops as 

they do for their network of dealerships. 

R2R has implications for automotive cy-

bersecurity as well.

R2R reached an important com-

pliance juncture in 2018. As of model 

year 2018 (MY2018), all vehicles and 

resources, with the exception of “recall” 

tools, must be compliant with the Mas-

sachusetts Memorandum of Under-

standing. Massachusetts was the state 

that adopted the first Right to Repair bill 

in 2012. OEM diagnostic systems must 

be made available to anyone for a rea-

sonable price, at the same “content level” 

that dealerships have using a “Pass-Thru” 

interface developed by the SAE or ISO. 

Scan tool data must be available via a li-

cense and vehicle immobilizer program-

ming also made available. 

R2R and future automotive cyberse-

curity industry standards illustrate the 

importance of the partnership between 

OEMs and the independent service and 

tool/equipment providers. This relation-

ship is unique compared to other indus-

tries, as both are working toward the 

same goal — to give customers a great 

service experience and keep them loyal 

to OEM and repair shop branding. 

The Transportation Security Admin-

istration (TSA) has a mantra regarding 

aircraft security: “TSA has to get it right 

every single time. Terrorists only have to 

get it right once.” And the same is true of 

cybersecurity — attackers only have to 

be right once, whereas defenders have to 

be right all the time. This does not imply 

that hacking is easy, but it does illustrate 

how massive the task is of defending the 

automotive industry from cyberattacks. 

As vehicles become more software de-

fined with the increased use of telemat-

ics, advanced safety systems, connected 

transportation and autonomous driving, 

expect complex encryption protocols to 

become the primary defense mechanism. 

The connected automobiles of today have 

around 100 million lines of embedded 

software code. Self-driving cars within 

the next 10 years will have more than 

500 million lines of code. That’s a lot of 

risk exposure to defend for an industry 

that has little or no history and culture of 

cybersecurity. Only time will tell if we are 

successful in this endeavor.  

CONNECTED CAR

TRACY MARTIN 

has covered the 

powersports industries 

since 1998. He is 

also the author of six 

Motorbooks Workshop 

Series books published 

by the Quarto Publishing Group and is a 

regular contributor for Motor Age. 

tracy.martin@yahoo.com
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Work on your business, 

not in it!

F
or more than three decades, 

the AkzoNobel Acoat Se-

lected program has been the 

solution to help grow your 

business and improve your company’s 

day-to-day operations.  Everything 

Acoat Selected does is about making 

sure their members thrive in the future, 

not just survive.  The result?  Business 

sustainability.  Instructional classes and 

consulting engagements are facilitated 

by world-class Services Consultants 

throughout North America in the areas 

of Process Improvement, Marketing, 

Sales, Talent Development and Finance.

Process Improvement

Repairing crashed vehicles is a long se-

ries of sometimes complex steps. Th e ef-

fi ciency by which a shop conducts each 

process step is the key to profitability. 

Th e number of process steps, the organi-

zation of the steps, the standardization of 

steps, and the interrelationships between 

steps all play a part in how effi  cient the 

overall body shop machine operates.

AkzoNobel is at the forefront of pro-

cess improvement with our Process 

Centered Environment (PCE) program. 

Incorporating tried and true concepts 

from our own Programmed System 

Technique (PST) along with collision 

repair applicable components of Lean, 

Theory of Constraints, and Six Sigma, 

PCE delivers profound process improve-

ment throughout the entire value chain.

From documented processes, to re-

engineering the flow of a collision repair 

facility with our Facility Layout & De-

sign services, AkzoNobel helps Acoat 

Selected members remove waste from 

their processes to improve productivity, 

cycle-time, customer satisfaction, and 

profitability.

Marketing

When you mention marketing, many 

collision repair owners and managers 

immediately think of advertising. While 

advertising is a component, marketing is 

so much more. Marketing generates the 

strategy that underlies sales techniques, 

business communication, and business 

developments. It is an integrated process 

through which companies build strong 

customer relationships and create value 

for their customers and for themselves.

Sales

Turning prospects into customers and 

then finally into raving fans does not 

automatically happen just because their 

car was fi xed properly in a timely man-

ner. With a variety of training classes and 

onsite consulting packages, we help our 

members turn all their employees into 

customer-focused selling machines.

Talent Development

Clearly, people are the most valuable as-

set of any business. Without those highly 

trained, motivated, self-directing employ-

ees; no amount of management effort 

will produce a successful business. From 

employee engagement to coaching tech-

niques, Acoat Selected members learn 

how to develop their people and manage 

them eff ectively.

Financial Services

Acoat Selected understands the impor-

tance of measuring the performance of 

your business in order to properly man-

age it. Acoat Selected members have ac-

cess to a variety of tools, training and con-

sulting packages to help them benchmark 

their fi nancial performance and identify 

opportunities for improvement.

In addition to the numerous classes 

held throughout the year, Acoat Selected 

members in North America meet bian-

nually for Performance Group meetings.  

During these 3-day events, like-minded 

body shop owners share successes, find 

solutions to problems, and make new re-

lationships. The wealth of knowledge and 

experience presented at these meetings 

is nothing short of awe inspiring.

Acoat Selected business services 

are available to all AkzoNobel Sikkens 

customers. To learn more about the 

valuable options available, visit www.

acoatna.com. To register for an Acoat 

Selected Business Services class, visit 

www.akzonobeltraining.com.

AKZONOBEL 

1845 Maxwell Drive, Troy, MI 48084

800-618-1010

Email: socialvr@akzonobel.com 

www.akzonobel.com
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Knowledge is power

A
t Axalta, the customer expe-

rience begins with refinish-

ing products and continues 

with ongoing training and 

support to help body shop customers im-

prove business performance. That’s why 

Axalta offers a robust set of learning and 

development options for many roles in 

the collision business. From the Painter 

Technician in the shop to the Customer 

Service Representative in the office, Ax-

alta can help employees perform at their 

best so shops run more efficiently and ef-

fectively to boost profitability.

Live virtual training

Axalta’s latest Learning and Development 

option is Live Virtual Training. Th is inno-

vative off ering allows paint technicians to 

earn I-CAR Credit Hours while training 

in their own shop, reducing disruption to 

the shop’s production schedule since the 

painter is still in the shop working. 

Live Virtual Training programs are 

completed over two days with certi-

fied instructor-led virtual training in the 

morning, followed by in-shop skill utiliza-

tion in the afternoon with the assistance 

of the shop’s Axalta Field Representative.  

Simply put, the Live Virtual Train-

ing program allows techs to learn in 

the morning and put the skills they’ve 

learned to use in the afternoon. 

eLearning

With eLearning options from Axalta, cus-

tomers can take courses online at axalta-

learningcampus.com from the comfort of 

their home and offi  ce. Th rough nearly 200 

courses, Paint Technicians can earn I-CAR 

Credit Hours for courses that typically 

take 20 minutes or less to complete. Th is 

is the ideal learning method for those who 

prefer to invest a little time in learning at 

the start or end of the day to prevent dis-

ruption to the shop’s production schedule.  

eLearning courses are designed to 

boost Paint Technicians’ efficiency with 

the Axalta products they use, including 

Spies Hecker® and Cromax®. Courses 

range from instruction on single-product 

use to instruction on specific task comple-

tion with several products, such as clean-

ing, preparation and mixing. Additionally, 

color courses are available to help tech-

nicians find and match color with more 

precision for greater shop throughput.  

Learning and development 

centers

For customers who prefer to learn in a 

state-of-the-art facility with little dis-

traction, Axalta off ers one- and two-day 

courses in its 11 Learning and Develop-

ment Centers in North America.  

Courses for Paint Technicians focus 

solely on the skills they need to be 

more efficient and productive through 

a proven mix of in-class instruction and 

in-booth coating applications. Course 

topics include tri-coat color application, 

matte finishing, micro repair and more, 

all while using the same Axalta paint 

Techs use in their home shop.

Customers who complete a series of 

courses online and in person can earn 

a Master Certification in Refinish from 

Axalta, earned exclusively at Axalta’s 

Customer Experience Center in Con-

cord, N.C. The Master Certification is the 

highest certification Axalta offers and is 

awarded to those who display master 

refinish skills and knowledge. Recipients 

of this award receive special recognition 

on the wall of fame inside the Customer 

Experience Center.

Refi nish Performance Manage-

ment (RPM) courses

For non-technical shop roles, Axalta of-

fers courses in its Refi nish Performance 

Management (RPM) program. Th e RPM 

program is designed to help shops drive 

more work TO the repair center, while op-

timizing the speed at which vehicles are 

processed THROUGH the repair center. 

Courses available include Advisory Sell-

ing, Parts Management, Repair Planning 

and more. Notably, I-CAR Credit Hours 

are off ered on most instructor-led courses. 

Earlier this year, Axalta became the 

first company to offer I-CAR’s Professional 

Development Program Credit Hours to 

collision repair professionals online. Cus-

tomers in the United States can now go to 

Axalta’s online learning portal, the Axalta 

Learning Campus, to start earning credits 

for 10 newly accredited RPM eLearning 

courses, including Estimating and Produc-

tion Management. Estimators may earn 

up to 13 I-CAR Credit Hours, and Produc-

tion Managers can earn up to 17.  

Axalta offers additional training op-

tions, including a Certified Field Dis-

tributor program in which distribution 

partners can provide customer training 

in their shop, at the store and more.  

Learn more about Axalta’s Learning 

and Development program by visiting 

axalta.us.
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BASF provides best-in-class 

training — now online

V
ehicles are coated by no more than a human hair’s 

width of product — 1/10 mm — and the slightest 

error in coverage over a sensor could be detrimen-

tal. That’s why training and proper certification is 

key, and why BASF is restructuring our training program to 

educate more customers than ever before. 

BASF’s Glasurit and R-M technical training recertification 

courses (RFN-400 and RFN-300, respectively) will soon be avail-

able online through BASF’s new training platform. Certified tech-

nicians coming up on their 2-year recertification can log on, take 

the appropriate course through online learning modules, and 

have their certification renewed immediately.

In addition to course access online, technicians have indi-

vidual profiles that enable BASF to send advance reminders so 

certification never expires. Technicians can also see suggestions 

for other helpful courses such as Color Adjustment Techniques 

or Cycle Time Reduction Repair.

“Training has always been important, but now more than 

ever, training is a critical piece of success,” said BASF Training 

Manager Sebastian Grajales. “Restructuring our program and 

offering select classes online allows us to keep our customers in 

the know on the latest certified products and repair processes, 

and increase focus on leading solutions and the right OEM part-

nerships to keep cars coming and getting through their doors.”

Not only does training ensure that technicians are properly 

repairing vehicles, but OEM-certified, premier shops are re-

quired to complete training that meets the standards of OEMs, 

and by extension, drivers who expect that certified technicians 

are repairing their vehicles.

Designed as an adaptive learning structure, BASF online 

training provides engaging, customized learning to students of 

every skill level across North America.

When technicians log on to the training platform, they will be 

greeted with a personalized dashboard that shows previously 

completed online courses, new course offerings and suggested 

courses, as well as reminders to renew soon-to-expire courses.

The new BASF learning platform will offer technicians and 

other users an experience with simple instruction and easily ac-

cessible content. BASF experts will be available for assistance as 

students acquaint themselves with the system and work through 

modules to master BASF online training.

Distributors will also have access to the training platform 

with the ability to oversee customer profiles, enabling BASF 

distribution partners to keep track of technicians that need to 

sign up for certain courses or that may need extra support on a 

challenging topic within the curriculum. 

“The increasing rate of turnover is creating a new challenge 

for shops to ensure that all of their people are certified and know 

how to properly use all of the equipment and products,” said 

BASF Vice President Business Management Automotive Refin-

ish Marvin Gillfillan. “Putting recertification online increases 

valuable in-shop hours, providing the necessary time for new 

employees to train and familiarize themselves with the products 

and processes. And our new platform provides a pathway to 

mastering refinish technique.”

BASF’s online training will be launched publicly in Q3 2018 

with recertification courses, followed by business courses, 

distributor courses, and hybrid technical courses, combining 

in-person and online training in Q4 2018. In addition, BASF 

training will launch new course content, including specialty 

courses held at the BASF North American Competency Centers.
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Chief University helps techs 

earn free I-CAR credits 

W
ith the rapid develop-

ments in vehicle tech-

nology, use of new 

materials and intro-

duction of advanced safety systems, on-

going training in evolving collision repair 

techniques is becoming more important 

than ever. Chief University makes it easy 

for technicians who participate in specific 

courses to secure I-CAR ProLevel® Plati-

num™ credits at no additional cost. The 

partnership between Chief and I-CAR 

helps shops reinvest funds that would 

otherwise go toward application fees into 

sending additional technicians to training 

courses or purchasing new equipment. 

Stand-alone I-CAR credit application 

fees, which are in addition to course regis-

tration fees, can range from approximately 

$50 to $125, depending on the length of a 

course and the number of credits able to 

be earned. But through Chief University, 

course participants simply provide their 

I-CAR number at the start of a course 

and Chief takes care of the rest, ensuring 

participants receive the individual credit 

they’ve earned which, in turn, helps shops 

earn or maintain I-CAR’s Gold Class status.

“Ensuring today’s technicians are 

properly trained to keep up-to-date with 

the changing automotive landscape is a 

priority at Chief University,” says Richard 

Perry, Chief OEM and strategic accounts 

sales manager. “All of our training courses 

are I-CAR certified, so it just made sense 

to take the extra step to ensure our par-

ticipants are securing their ProLevel 

Platinum credits in the easiest and most 

cost-efficient way as well.” 

Available courses include Aluminum 

Damage Analysis and Repair Technology, 

Joining Technologies, Structural Damage 

Analysis, Computerized Measuring Train-

ing, and Design Based Repair. 

In addition to helping trainees save 

money and secure credits, Chief also of-

fers a voucher for a two-day Chief Uni-

versity training course to customers who 

purchase specific equipment this year. 

Included in the voucher program are 

Chief ’s new Meridian™ and TrueScan™ 

Live Mapping™systems; Goliath™, Impulse 

-Tilt or Impulse - E/VHT™ frame racks and 

MI-200T spot welder. 

“Purchasing new shop equipment 

should come with comprehensive train-

ing opportunities to ensure the customer 

not only understands the ins and outs of 

the equipment but also how best to use the 

product to maximize productivity and prof-

itability for the shop,” adds Perry. “Bundling 

our measurement, frame rack and welding 

products with Chief University training 

vouchers helps increase the likelihood that 

customers will sign up for a course and reap 

the all-in-one benefits that Chief provides, 

from quality equipment to in-depth training 

to ongoing service and support.”

Chief University training is certified 

by the National Institute for Automotive 

Service Excellence (ASE) for compliance 

with the Continuing Automotive Service 

Education (CASE) Standards. Chief Uni-

versity is among a select few programs 

recognized as a member of the I-CAR 

Industry Training Alliance® program. 

Many of the Chief University classes 

scheduled for 2018 are shown here. For 

a complete schedule and to register, 

visit www.chiefautomotive.com/Chief-

University. 

Aug 9-10 Terre Haute IN

Sept 18-20 Windsor CT

Sept 20-21 Mesa AZ

Nov 6-7 Wheeling IL

Nov 27-28 Lewis Center OH

Nov 27-28 Pennsauken NJ

Nov 27-29 Windsor CT

Nov 29-30 Newport News VA

Dec 13-14 Wichita KS

Aug 8-9 Kansas City MO

Aug 17 Morrisville NY

Aug 31 Saint Petersburg FL

Aug 31 Portland OR

Sept 14 Birmingham AL

Sept 14 Houston TX

Oct 26 Long Beach CA

Oct 26 Eustis FL

Nov 8 Wheeling IL

Nov 16 Denver CO

Nov 29 Lewis Center OH

Dec 7 Mountlake Terrace WA

Dec 20 Ankeny IA

Design Based RepairAluminum Damage Analysis 
and Repair Technology

Training for Technician, Estimator, or Appraiser

Aug 7-8 Kansas City MO

Aug 7-8 Terre Haute IN

Sept 11-12 Orem UT

Sept 18-19 Mesa AZ

Sept 25-26 Florence SC

Oct 9-10 Sacramento CA

Oct 9-10 St Louis MO

Nov 27-28 Newport News VA

Dec 18-19 Ankeny IA

Computerized Measuring Training

Nov 29-30 Pennsauken NJ

Dec 11-12 Wichita KS

Sept 13-14 Orem UT

Sept 27-28 Florence SC

Dec 11-12 St Louis MO

Unitized Body Analysis 

and Repair Planning

Full Frame Analysis 

and Repair Planning

Training for the Technician

996 Industrial Drive
Madison, Indiana 47250

www.chiefautomotive.com/Chief-University

CHIEF UNIVERSITY SCHEDULE 2018

Aug 14-16 Morrisville NY

Aug 28-30 Saint Petersburg FL

Aug 28-30 Portland OR

Aug 28-30 Windsor CT

Sept 11-13 Houston TX

Sept 11-13 Birmingham AL

Oct 23-25 Long Beach CA

Oct 23-25 Eustis FL

Nov 13-15 Denver CO

Nov 13-15 Windsor CT

Nov 13-15 Smyrna GA

Dec 4-6 Mountlake Terrace WA

Structural Damage Analysis

July 31- 

Aug 1

Portland OR

Aug 7-8 Arlington TX

Aug 28-29 Windsor CT

Sept 25-26 Altoona PA

Oct 2-3 Pennsauken NJ

Oct 16-17 Pennsauken NJ

Oct 16-17 Inkster MI

Nov 6-7 Mountlake Terrace WA

Nov 6-7 Windsor CT

Nov 6-7 Texarkana TX

Aug 2-3 Portland OR

Aug 9-10 Arlington TX

Aug 30-31 Windsor CT

Sept 11-12 Pennsauken NJ

Sept 27-28 Altoona PA

Oct 4-5 Pennsauken NJ

Oct 18-19 Pennsauken NJ

Oct 18-19 Inkster MI

Nov 8-9 Mountlake Terrace WA

Nov 8-9 Windsor CT

Nov 8-9 Texarkana TX

Advanced Frame Analysis

Advanced Steering 
and Suspension Analysis

Training for Appraiser and Estimator

Aug 10 Kansas City MO

Oct 11 Sacramento CA

Nov 9 Wheeling IL

Nov 15 Smyrna GA

Nov 30 Lewis Center OH

Joining Technologies
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Meet Scott Dunfee, NSF 

International Global 

Managing Director of 

Automotive Certification 

N
SF International, a global organization 

with more than 70 years of independent 

testing, auditing and certification exper-

tise recently appointed Scott Dunfee 

Global Managing Director of Automotive Certifica-

tion.  Dunfee brings more than 20 years of insurance, 

technical leadership and repair 

expertise to NSF International.  

NSF International is a lead-

ing certifier of aftermarket auto-

motive parts in the U.S., China 

and Australia and is the only 

independent third-party certi-

fier of parts distributors, repair 

shops and automotive recyclers.

Dunfee plays a leading role in providing oversight and ac-

countability to the automotive parts and repair industry. As 

Global Managing Director, he works closely with parts manu-

facturers, distributors, repair shops, recyclers and insurers to 

ensure the highest quality products and services are available.

Prior to joining NSF International, Dunfee worked 23 years 

for Nationwide Insurance. During his tenure with Nationwide’s 

material damage claims operation, Dunfee played a leading role 

in the development and implementation of several key auto-

motive parts and distributor-based initiatives. Most recently, 

he successfully served as a Material Damage Claims Director 

in the insurer’s centralized claims operation.

“Scott’s extensive insurance and aftermarket parts and ser-

vice expertise will help address the needs of NSF International 

clients and other stakeholders throughout the automotive sup-

ply chain while expanding services both in the U.S. and globally,” 

said Bob Frayer, Sr. Global Managing Director of Automotive 

Certification at NSF International. “Scott is the ideal fit and I look 

forward to working with him to grow and advance the program.”

SCOTT DUNFEE

“I REALLY ENJOY WORKING WITH AN 

ORGANIZATION SO COMMITTED TO PROTECTING 

PUBLIC HEALTH AND SAFETY ON A GLOBAL 

SCALE AND WITH THE NSF AUTOMOTIVE TEAM 

TO FURTHER ENHANCE THE SERVICES WE OFFER 

THROUGHOUT THE AUTOMOTIVE SUPPLY CHAIN,” 

SAID DUNFEE.

NSF INTERNATIONAL PROVIDES OVERSIGHT 

AND ACCOUNTABILITY TO THE AUTOMOTIVE 

PARTS AND REPAIR INDUSTRY BY ENSURING 

MANUFACTURERS, DISTRIBUTORS, REPAIR 

SHOPS AND RECYCLERS PROVIDE HIGH-QUALITY 

PRODUCTS AND SERVICES AT EACH STEP OF THE 

SUPPLY CHAIN.
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The future of collision repair 

is near — is your shop ready?
By AVERY HODGE, Regional Manager

T
he entire automotive industry can all agree that today’s 

vehicles are astronomically more complex than their 

counterparts just 10 years ago. With lane departure, 

pre-collision, and back up sensors currently being 

diagnosed and repaired improperly already, the industry is 

in for a rude awakening as manufacturers push towards fully 

autonomous capabilities. Not to mention, the increase costs to 

repair these systems have insurance carriers on edge and pre-

paring for the future, realizing a greater percentage of vehicles 

will begin to total sooner even with less severe impacts. The 

leadership team at Original One Parts™ (O1P) has recognized 

the impending trend and is currently making efforts to position 

themselves, and their partners, for success as we move towards 

this automotive revolution.

Original One Parts™ has gained industry traction nationwide 

as being known for providing 100% Certified Original™ parts that 

are guaranteed to have perfect form, fit and function. By putting 

every part through an extensive VINtegrity™ certification process, 

we utilize strict engineering control plans and processes to test 

each and every part. This, combined with a proprietary VIN-to-

VIN matching, the team at O1P can deliver the right part, the first 

time, every time. This drastically helps to reduce cycle time and 

claim severity, while keeping technicians, insurance partners, 

and most importantly, vehicle owners happy!

O1P stresses that collision centers across the country start 

paying very close attention to their DRP’s specific part proto-

cols, as they are “living” policies that are beginning to change 

more often. We find that many of the changes are to benefit 

the shop in providing more alternatives with better quality 

and consistency than are currently available. For example, 

O1P is currently partnered and working with the leading In-

surance Carriers, Collision Centers and training organizations 

to provide an alternative option for the new complex electrical 

parts, as seen in Figure 1, such as cruise control radars, lane 

departure sensors and newer technologies that are starting to 

become more prevalent in the industry. By providing a more 

cost-effective alternative, more owners can stay in their vehicles 

and brand of vehicle, more technicians can repair vehicles with 

the parts engineered for the car and more painters can paint 

vehicles, while keeping insurance costs low. 

The engineering team at O1P 

has developed extensive testing 

for each of their electrical parts 

to certify each part’s specific func-

tionality. Many carriers have al-

ready adapted their part protocols 

in order to allow their collision 

partners to take advantage of such 

a high-quality part. The team at 

O1P then takes it one step further, 

offering next day shipping nation-

wide to help reduce cycle time.

Original One Parts™ is also 

trying to emphasize the impor-

tance of training and continuing 

education for not only techni-

cians, but every position in the 

collision center. By supporting 

organizations like CREF to in-

crease the number of young adults entering the industry and 

organizations like I-CAR to promote personal certifications 

and education, we hope to make a significant impact on the 

overall quality of the repair.

FIGURE 1
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PPG offers advanced training 

for matching today’s 

sophisticated vehicle colors

E
very model year, OEMs in-

troduce more complex and 

exotic exterior colors to help 

differentiate their vehicles 

from the competition. This presents sig-

nificant challenges for refinish techni-

cians faced with repairing these finishes 

back to their pre-accident condition. 

Adding to the fray is the fact that the ac-

tual color of the customer’s vehicle can 

vary from the OEM standard, making it 

necessary for the technician to tint the 

original color, if a variant color formula is 

not available. In response to these chal-

lenges, PPG’s refinish training team has 

developed a series of advanced color-

matching courses designed to elevate 

technicians’ knowledge and skills using 

its premium brand refinish systems. 

Taught at each of PPG’s 16 business 

development centers, the courses offer 

both classroom instruction and hands-

on exercises, with class sizes kept small 

to ensure individual attention.

Color adjustment course

This 2-day, in-depth program covers 

the theory of color and its practical ap-

plication in matching and tinting col-

ors. Geared to the specifi c PPG refi nish 

system and its associated color tools 

used by the attendee, the course cov-

ers blending and tinting techniques for 

single stage, basecoat/clearcoat and tri-

coat colors. 

Topics Covered

• Color theory and perception

• Color plotting

• Light sources

• Evaluating formulas

• Flop and how to adjust for it

• How to use a tinting chart

•  Blending techniques with hands-on 

exercise

•  Proper handling and management of 

mixing bases

Tri-coat and specialty fi nishes

Designed to address the increased OEM 

use of sophisticated colors, this 2-day 

course provides comprehensive instruc-

tion on painting and repairing tri-coat, 

low gloss, liquid metal and translucent 

colors, including specialty fi nishes color 

retrieval. 

Topics Covered

•  Color tools for matching specialty 

fi nishes 

•  Creating a letdown panel for tri-coat 

colors 

•  Blending tri-coats with hands-on 

exercises 

• Matching low gloss fi nishes

•  Use of gray shade undercoats for 

translucent colors

Both courses are offered to refinish 

technicians using the following refin-

ish systems from PPG: ENVIROBASE® 

High Performance, AQUABASE® PLUS, 

DELTRON® and the GLOBAL REFINISH 

SYSTEM®.

To register for a PPG color training 

course, contact your local PPG distribu-

tor or visit us.ppgrefinish.com/training.
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What is MIG Brazing?

M
IG Brazing is a weld-

ing technique that uses 

copper/silicon wire in a 

low-heat adhesion pro-

cess to join high-strength steels without 

compromising structural integrity or 

causing material warpage.

Why should I use MIG Brazing?

Regular steel welding produces high-heat 

which can be damaging to the new high-

strength steels used in cars and create a 

weak spots that would not meet OEM 

repair standards, therefore, a low heat 

process like MIG Brazing is required.

Why do I need a Pulse MIG 

Welder for MIG Brazing? 

Many OEMS are requiring a pulse MIG 

welder for the process.

What kind of wire do I use for 

MIG Brazing?

CuSi (Silicon Bronze) is used.

What shielding gas do I use for 

MIG Brazing?

Argon gas.

Where do I use MIG Brazing?

Follow OEM repair instructions, 

they will tell you exactly where to 

use the procedure. MIG Brazing is 

commonly used for non-structural 

applications.

What are the advantages of 

MIG Brazing?

It provides reduced weld dressing time, 

reduced warpage, creates less spat-

ter during weld, less chance of burn-

through, less edge corrosion due to the 

capillary action of the fi ller, good adhe-

sion of fi llers and primers and reduces 

heat effects to reinforcement panels 

near the weld area.

PRO SPOT

(877) PRO-SPOT

visit www.prospot.com.
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SATA adam 2: Versatile 

digital pressure gauge 

I
n order to achieve a perfect color 

match, it is essential to adjust the 

inlet pressure on the paint spray 

gun correctly. Whether the pres-

sure is set too low or too high, color de-

viations will be the undesired result. The 

consequences are unnecessary rework 

disrupting the efficient work-flow. In-

correct inlet pressure can be prevented 

by using SATA digital spray guns or the 

accessories SATA adam 2 and SATA 

adam 2 U. The advantages of these are 

that they are compact, lightweight and 

precise, and they enable the painter to 

keep the pressure always under control.

The SATA adam 2 is the compact 

retrofit solution for SATA spray guns. It 

consists of two components. The SATA 

adam 2 dock replaces the air microm-

eter of the spray gun, allowing quick 

and precise adjustment of the spray gun 

inlet pressure. The second component, 

the SATA adam 2 display, is safely fitted 

to the dock by a simple sliding action 

and can be removed in no time at all —

for example, before cleaning the spray 

gun in a gun washing machine or to use 

the display on another spray gun with 

pre-mounted dock.

The display,  now avai lable  in 

chrome or black, is equipped with the 

high-precision measuring electronics 

displaying the inlet pressure with an 

accuracy of (+/- 0.7 psi). The display 

screen always remains in the horizon-

tal center position, ensuring readability 

of the pressure at all times. The display 

can be easily cleaned with a cloth 

soaked in cleaning agent.

The docks are available separately, 

allowing you to retrofit all your SATA 

spray guns. Depending on the spray gun 

you are going to digitize, you may need 

a SATA adam 2 mini dock or a SATA 

adam 2 dock for all regular size SATA 

spray guns. With one SATA adam 2 dis-

play only, your entire spray gun inven-

tory can be cost-efficiently digitalized. 

Digitizing the SATAjet 5000 B or the 

SATAjet 5000 B PHASER requires its 

own dock and display, also available in 

both chrome and black.

With the universal SATA adam 2 

U, all other types of guns can also be 

digitized — for example, the SATA dry 

jet blow gun as well as all spray guns of 

other makes, simply install on the back 

or bottom of the gun. The adjustment 

screw on the side of the SATA adam 2 

dock allows to set the pressure precisely.

SATA dock, this retrofit unit, offers 

even more options for digital pressure 

control. Combined with the SATA adam 

2 display, it replaces any analog pres-

sure gauge with G 1/8 male thread, e.g. 

on pneumatically operated systems or 

when upgrading an existing SATA air 

micrometer with analog pressure gauge 

#27771 as well as SATA filters to digital.

Investing in the digitalization of non-

digital spray guns is far less costly with 

the SATA adam 2 dock being available 

separately. 

For more information call us at 800-

533-8016 or go to www.satausa.com.
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Sherwin-Williams supports 

tomorrow’s talent

C
ommitted to strengthening 

the future of the collision re-

pair industry, Sherwin-Wil-

liams’ Automotive Finishes 

team is actively engaged in collaborative 

efforts with the Collision Repair Education 

Foundation (CREF) to support secondary 

and post-secondary students interested 

in learning the trade. Sherwin-Williams 

offers training to students and instruc-

tors; certification education; hands-on 

support at state, national and global 

competitions; and information sharing at 

career fairs and industry events. Addition-

ally, Sherwin-Williams donates products, 

training manuals and expertise to ensure 

that aspiring technicians’ classrooms are 

equipped with every necessary tool.

“The industry always needs outstand-

ing technicians,” said Rod Habel, direc-

tor of Training Operations. “We help 

students gain knowledge and develop 

skills they will need to succeed in col-

lision repair careers. Technologies and 

best practices are constantly evolving in 

our marketplace. Learning in a hands-

on setting how to mix and apply the 

latest waterborne and low-VOC solvent 

systems is a constant need for industry 

professionals, and it is the most effective 

way to help reduce cycle time and pro-

duce quality refinish and repair results.”

Training takes place at the six Sherwin-

Williams North American automotive fin-

ishes training centers — Chicago, Atlanta, 

Philadelphia, Dallas and Reno in the U.S., 

and Mississauga, Ontario, Canada. The 

company regularly invites students and 

instructors to visit the training center near-

est them for hands-on instruction.

The training protocol for students in-

cludes an introduction to products and 

their features, an opportunity to apply 

paint inside a spray booth and a discus-

sion of potential career opportunities. 

Local body shop owners sometimes join 

the conversation to share insights into 

what they seek in employee candidates.

Instructors are encouraged to attend 

training classes annually to learn about 

emerging technologies and discuss the 

merits of various teaching approaches. 

Michael Pellett, manager of the Dallas 

Training Center, explains that Sherwin-

Williams takes its training efforts on the 

road, too. “For example, we go to Texas 

State University twice a year to teach a 

certification course that helps students 

earn I-CAR credits, which help them 

secure jobs in the industry,” says Pel-

lett, who has been involved in the CREF 

efforts for 30 years (he actually went 

through the training program himself as 

a student at Waukesha County Technical 

College in 1973).

The group looks for industry event 

tie-ins as well. For example, they invite 

instructors to a class immediately preced-

ing the NACE | CARS Expo & Conference 

(National Autobody Congress Expo) and 

Automechanika every year. Sherwin-

Williams trainers also speak at the SEMA 

Show (Specialty Equipment Market As-

sociation) in Las Vegas each year.  

To further support students, the team 

participates in judging, set-up and break-

down at the SkillsUSA National Skills and 

Leadership Competition. Students in the 

Automotive Refinishing Technology cat-

egory compete in areas including paint 

mixing, matching and application, trou-

bleshooting and more. Sherwin-Williams 

then goes on to support the national con-

test winners in the  global competition. 

“These students are the future of our 

industry,” concludes Habel. “We are com-

mitted to supporting them in any way we 

can, giving them the tools they need to 

keep us all moving forward.”

For more information on Sherwin-Wil-

liams Automotive Finishes training, visit: 

http://www.sherwin-automotive.com/

collision-repair/training-support/; or call 

1-800-SWULTRA (1-800-798-5872).
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Spanesi’s professional 

training solutions

V
ehicle construction technol-

ogy continues to change 

at an increasing faster rate, 

which in turn, drives changes 

to vehicle repair methods within collision 

repair facilities. Collision repair facilities 

must stay current with modern vehicle 

repair techniques, which this places a sig-

nificant burden on already constrained 

shop resources.   

Every year, Spanesi Americas devotes 

more and more resources to meet our 

client’s and distributor’s training require-

ments. Spanesi offers training initiatives 

in three core areas; Clients (Customers 

/ End-Users), distributors and Spanesi 

team members.

In each core area, Spanesi Ameri-

cas provides multiple opportunities for 

training and holds multiple training ses-

sions each month at its corporate train-

ing center, distributor training centers 

and in-shop locations.  This strategy 

ensures that the training required to 

properly install, maintain and operate 

Spanesi tools and equipment is deliv-

ered to all involved. Spanesi’s training 

goal is to ensure that the vehicle tech-

nician can perform a repair back to 

OEM standards using Spanesi’s OEM 

approved products.

Touch Measuring System

Training starts immediately at the time 

of sale. The Spanesi Touch electronic 

measuring system is not only delivered 

and installed at the shop, but Spanesi 

provides initial in-shop training.  This 

includes training for measuring vehicles 

on the fl oor, on a 2-post lift, or on a frame 

rack or a straightening bench.

After becoming familiar with the 

Touch, it’s recommended that shop 

technicians attend the comprehensive 

Spanesi 2-day Touch training course.  

The course, offered at the Spanesi Ameri-

cas and Distributor Training Centers. It 

provides technicians basic, as well as, 

more advanced functions of the Touch 

electronic measuring system.

Winstar Universal Jig (Fixtures)

Vehicle substrates are driving OEM re-

quirements to use jigs and fi xture sys-

tems to repair today’s vehicles. As with 

the Touch, Spanesi offers training on 

the Spanesi Winstar jig system when it 

is delivered and installed in a collision 

repair facility.  The Winstar Jig system 

can be used with the Spanesi straight-

ening benches up to 14 jig locations.  A 

smaller jig system is also comes with the 

Multi-bench Package 6.  Spanesi jigs can 

be used for anchoring, pulling, holding 

and parts alignment.

Spanesi offers a 1-day Jig training 

course at its training center and distribu-

tor training centers. During this course, 

the technician is thoroughly instructed 

jig system setup, use and advanced func-

tions of the jigs, including the upper-

body system.

Welders

With the variety of substrates being 

used today (mild steel, advanced high-

strength steels and aluminum), there 

are also diff erent welding requirements 

needed to perform proper repairs.  With 

its squeeze type resistance spot welder 

(STRSW), Spanesi provides in-shop 

training at the point of sale.  Th e training 

focuses on the operation and program-

ming of the welder and the proper setup 

application of the arms and electrodes 

included with the welder.  Spanesi’s MIG/

MAG welder training encompasses set-

up, programming and proper welding 

techniques using this synergic welder.

Training Center Growth

Spanesi Americas primary Training 

Center is located in Naperville, Illinois. 

Due to Spanesi’s tremendous growth 

in North America, the demands for 

training have also grown.  Through its 

distributors, Spanesi is expanding the 

number of training centers that are in 

place.  We have locations in Plant City, 

FL, Bellingham, MA, Wixom, MI, Lin-

coln Park, NJ, Toronto, ON, and Tyler, 

TX.  More locations are due to open in 

2018 and 2019.

SPANESI AMERICAS, INC. 

123 Ambassador Dr. STE 107

Naperville, IL 60540

224-SPANESI (224-772-6374)

training@spanesi-americas.com

www.spanesi.com
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Valspar® Automotive: 

Your one-stop source for 

applications education

W
hen you choose Valspar Automotive, you get 

more than high quality products and refinish 

systems, and outstanding performance; you 

get day-to-day access to an expert staff who 

can assist you with everything related to paint and process as it 

pertains to Valspar Automotive brands, including Valspar® Re-

finish, DeBeer Refinish®, Prospray® Finishes, Matrix Automotive 

Finishes®, and House of Kolor®. 

A comprehensive curriculum around the world

Valspar Automotive Training Centers are located in Grand 

Prairie (Texas, U.S.), Massillon (Ohio, U.S.), Detroit (Michigan, 

U.S.), Sacramento (California, U.S.), Kincumber (Australia), 

Rome (Italy), Lyon (France), and Lelystad (The Netherlands). 

Thousands of painters from all segments of the industry look-

ing to improve their craft visit these centers each year. 

Collision repair specialists, color-match experts, custom 

painters, and airbrush artists have all benefitted from Val-

spar Automotive training, regardless of the VOC restrictions 

in their hometowns. Valspar Automotive offers solvent and 

waterborne systems that meet industry guidelines and set 

VOC limitations in your market. 

A highly skilled staff posesses expertise in every facet of finish 

applications, enabling Valspar Automotive to offer a wide range 

of instructional courses from state-of-the-art facilities.

A state-of-the-art learning experience

Auto refi nish technicians and distributors who attend classes at 

Valspar Automotive’s Training Centers benefi t from an instruc-

tional standpoint and learning environment.

Facilities are equipped with high-tech class and color mixing 

rooms, spray booths and must-have digital technologies. “The goal 

is to set the standard when it comes to training in the industry and 

continually improve upon the learning environment for students,” 

said Gary Kilby, Technical Director, Valspar Automotive.

The center’s training curriculum, which is approved by the 

I-CAR Industry Training Alliance®, includes both theory and 

practical workshops and gives students hands-on experience 

in the preparation booth, spray booth and state-of-the-art color 

mixing room. Courses cover paint and process and a wide range 

of skills, from basic workshop and color skills to advanced pro-

grams using Valspar Automotive’s trusted brands — Valspar®
Refinish, DeBeer Refinish®, Prospray® Finishes, Matrix Automo-

tive Finishes®, and House of Kolor®. 

“The goal is to help our students, collision repair profession-

als of all levels of experience, work towards achieving that invis-

ible repair,” says Kilby. “We show them how the latest products 

and systems work, and how implementing processes impacts 

and benefits quality, output, productivity and profitability.”

New! Color Theory curriculum for DeBeer Refi nish

Th e Color Th eory class is off ered only for DeBeer Refi nish’s wa-

terborne system, WaterBase 900+ Series. It is a new class as of 

this year to Valspar Automotive’s curriculum. Th e class focuses 

on OEM color styling and variations.

“Students learn what is involved in selecting the right color 

and how to properly utilize the necessary tools and resources, 

like the spectrophotometer,” says Kilby. 

Color Theory at a Valspar Automotive Training Center also 

includes hands-on experience with Valspar’s formula retrieval 

software: Color Focus. 

For more information about Valspar Automotive and class 

schedules, visit www.valsparauto.com.
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COLLISION PRODUCT GUIDE

PAINT CUP SYSTEM
3M™ PPS, the fi rst dispos-

able paint cup system, revolu-

tionized painting. Shops 

worldwide trust 3M™ PPS™ 

to work consistently, make 

their job cleaner, faster, and 

more effi cient. Now, 3M has 

improved the system with six 

key improvements from connection to cup. Learn about the evolu-

tion of this revolution at our website below.

3MCOLLISION.COM/PPS

STORAGE CABINET
LISTA® and Vidmar®, Stanley Black & 

Decker Storage Solutions brands, extends 

its product portfolio with the launch of the 

new Tall Cabinet line of customizable stor-

age options. The Tall Cabinet line has been 

designed as the company’s tallest single-

housing to date, making it ideal for cus-

tomers in the automotive/vehicle services 

industry. The Tall Cabinet range is available 

in fi ve heights and available with drawer and shelf combinations.

STORAGE.STANLEYBLACKANDDECKER.COM

PPG DELTRON DBC
As PPG’s best-selling, solvent-based refi nish 

system, DELTRON® DBC basecoat offers 

broad appeal to users of all types, from cus-

tom painters to production collision centers 

focused on cycle time performance. Well 

known for its user friendliness, the system 

features a wide selection of the latest 

undercoat and clearcoat technologies, giving 

users the ability to tailor a system to specifi c 

production requirements and operating conditions.

US.PPGREFINISH.COM

SCAN TOOL
With the European coverage in Snap-on® 

Software Upgrade 18.2, technicians gain 

the power, knowledge and confi dence they 

need to keep even the toughest European 

repair jobs in-house. The latest software of-

fers signifi cantly enhanced general repair, 

collision and safety systems coverage for 

Alfa Romeo®, Audi®, BMW®, FIAT®, Jag-

uar®, Land Rover®, Mercedes-Benz®, Porsche®, Volkswagen® and 

Volvo®, with coverage for 1992 and later vehicles. 

DIAGNOSTICS.SNAPON.COM/18.2

WHEEL ALIGNMENT SYSTEM
Finding your way around any align-

ment problem just got simpler with 

the new John Bean® V2280 imag-

ing wheel alignment system. The 

John Bean V2280 features high-

resolution cameras for accurate 

alignment readings and industry 

leading fault diagnosis. Other fea-

tures of the V2280 include Video 

Speed Cameras, XD Targets, EZ-TOE and Guided Adjustments.

JOHNBEAN.COM

DETAILER CLEANER
Meguiar’s® Citrus Power Cleaner Plus is 

a versatile all-purpose cleaner that’s safe 

and effective on many different types of 

surfaces, can be diluted depending on the 

specifi c surface and task at hand and deliv-

ers a low-foaming action. Since this formula 

is solvent-free, it is ideal for a professional in 

a production environment, as it can be used 

with hot and cold extraction machines as 

well as air-powered tools.

MEGUIARS.COM

SPRAY GUN
The SATAjet 1500 SoLV is designed for full system 

applications: solvent-based basecoats, either Low 

VOC or National Rule as well as spraying sealer 

and clearcoat. Available in both HVLP and RP, 

the RP version is now approved for SCAQMD 

and EPA. Offering 1.3 and 1.4 long-life stainless 

nozzle sizes, the nozzle system meets the demands 

for topcoat applications and delivers even material distribution 

throughout the entire spray pattern. The air pressure ranges from 

7-29 psi, which allows for a fast working speed.

SATAUSA.COM

MINI SANDING BLOCKS
Motor Guard has introduced a 

fi rst of its kind line of miniature 

sanding blocks. Constructed of a 

specially formulated compound, their ergonomic shapes allow for 

fi ne, fi ngertip sanding on a wide variety of profi les and body lines. 

Mini-Blocks are available in three styles: the Rectangular Mini-

Block (MB-10) for fl at sanding and sharp corners, the Double D 

Mini-Block (MB-11) with radiused sides for sanding inside con-

tours, and the Curved Mini-Block (MB-12) for complex body lines 

and details. Each block measures 3-1/2 inches in length.

MOTORGUARD.COM
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MARKETPLACE

PRODUCTS & SERVICES

Paint stripe complete cars or match and repair just 

about any stripe that comes into your shop as easy 

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

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

cleanest, sharpest line. Available in 56 different styles.

FOR FREE SAMPLES CALL TOLL FREE

1(800) 228-1258

www.f inessepinstr ip ing.com

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

for the sharpest painted-on stripes

For more information, call Wright’s Media at  

877.652.5295 or visit our website at  

www.wrightsmedia.com

Logo Licensing    |    Reprints    |    Eprints    |    Plaques

Leverage branded content from ABRN to create a 

more powerful and sophisticated statement about 

your product, service, or company in your next 

marketing campaign. Contact Wright’s Media to 

acknowledgements and recognitions to enhance 

your marketing strategies.

Content Licensing  

for Every

Marketing Strategy

t Outdoor
t  Direct Mail
t  Print Advertising

t  Tradeshow/POP Displays
t Social Media
t Radio & Television
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THE LAST DETAIL

T
here are many ways to market a colli-

sion shop. I’ll start by going over some 

basic fundamentals and then share 

some of the successful actions I’ve 

taken over the last 18 years.

First, it’s important to know the difference 

between advertising and public relations. Ad-

vertising is offering your business or service to 

the broad public in hopes that it will attract them 

and bring them in to your business when your 

services or products are wanted or needed. This 

can be via print, internet, radio, television, social 

media, etc. It can be done as branding, which is 

just getting your business name and image rec-

ognized, or it may include some type of an offer 

or special treatment or discounts that your com-

pany offers. Maybe you have loaner cars or you 

include a minor detail with any collision repair. 

Many shops advertise a lifetime warranty. What-

ever message you are sending out should be based on what 

your clients are actually looking for. 

Public relations can be defined as “good works well pub-

lished.” A good example of this would be doing an excellent job 

on the customer’s vehicle and having them show and tell their 

family, friends, mechanic and insurance agent the great job you 

did. Another example that has become popular is fixing up a 

car and donating it to a worthy recipient and documenting and 

sharing the whole process with the community.

The truth is  that almost every action you take in your busi-

ness is a promotional action. Are you easy to find on the web? 

Is your website clear and easy to navigate? Does it actually 

direct customers to your business? How you handle the cus-

tomer calling in on the telephone, the appearance of the your 

sign, parking lot, building and front office are extremely im-

portant in presenting a professional image to your clients. You 

should make it a regular exercise to look at your business from 

a customer’s point of view. Are your estimators friendly, well 

dressed and well groomed? Is the front office and customer 

parking clean and clearly marked so it’s easy for your clients 

to arrive at the right place? 

Do you have the type of vehicles that you want 

to work on parked in front of your shop? I recom-

mend parking only clean, good-looking late model 

vehicles out front if that’s the type of vehicle you 

want to work on. Most customers will be much 

more comfortable bringing their vehicle to your 

shop if they see similar vehicles parked out front. 

Wrecked cars should be kept out back — custom-

ers are likely to be turned off by seeing crunched 

up sheet metal and broken glass. 

Do you have a clean, modern customer bath-

room? Customers will make a buying decision 

based on your reputation and what they see and 

experience during their visit to your website and/

or your repair facility.

Many seemingly small actions add up to a great 

customer experience, so be aware of how you and 

your employees are promoting your shop in every 

step of the customer service experience.

We send out handwritten thank you cards to every client 

who comes in for an estimate or repair. These are done the day 

after the customer comes in. We’ve gotten a great response from 

this gesture, as it is a personal contact that shows clients are 

important to us.

There are many public relations actions that can be success-

ful for a collision shop. One great PR event we do is our annual 

pumpkin carving contest. We provide the pumpkins and get all 

the local agents and repair shops involved. We post the entries 

on Facebook, and the one with the most likes wins a gift certifi-

cate for a free detail.

We also host car wash fundraisers for local non-profit groups. 

These provide great exposure for our shop and help out groups 

like the Boy Scouts, local little league teams and church groups. 

There are many creative ways to involve your shop in the 

community and when you do, the community will support you! 

Have fun and don’t hesitate to contact me for more information. 

I’m happy to share. 

Marketing and promoting 

your shop

THE TRUTH IS 

THAT ALMOST 

EVERY ACTION 

YOU TAKE IN YOUR 

BUSINESS IS A 

PROMOTIONAL 

ACTION.

KAREEM ABOUZEID is the owner and operator of Knockout 

Collision Repair Inc. in Chico, Calif. Kareem.kcrinc@gmail.com

Small actions can make a big impact on the customer’s experience
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STEP 2STEP 1 STEP 4
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HOW TO PERFORM A DESTRUCTIVE WELD TEST

TECH TIP: PEEL TEST

STEP 3

• Clamp the welded 

test material into the 

vice.

• Bend material back 

in the vice to create 

a section to grip and 

peel.

• Use a pair of 

channel lock pliers 

to help roll the 

material back.

• With the pliers, start 

peeling the material 

back. 

• You will see the weld 

nugget start tear from 

bottom or top of the 

material.

• If welds are good, 

the weld nugget will 

stay in tact while 

tearing around weld 

nugget.

NOTE: This test 

may be harder to 

complete on HSS 

and UHSS.

Before Welding: 

Your test welds 

should be on the 

same material or as 

close as possibe to 

the material you will 

be repairing.

SPOT WELDING • MIG WELDING • RIVETING SYSTEMS • DENT REPAIR

PLASMA CUTTING • PLASTIC REPAIR • ALUMINUM REPAIR • SANDING SYSTEMS

YouTube.com/ProSpotInternational

FIND MORE TECH TIPS
ON OUR YOUTUBE PAGE



WE  SEE  IT  TOO

It’s all there, just not there yet. We understand that car people 
have a vision, because We See It Too. So, when the time comes, 
you need a paint that’s as unique as the vision—from folks who 
get it. Introducing the Dave Kindig designed Modern Classikk 
automotive paint line—an inspiring array of colors specially 
formulated for new school depth, clarity and color, with enough 
old school mixed in to keep things feeling classy and classic.

See what we’ve stirred up with Dave at ModernClassikk.com.
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