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Brings Dust Extraction to a New Level
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The Norton VAC RACK is a powerful
vacuum system featuring:
Lightweight and versatile vacuum
Quiet/low running mode
Anti-static flexible hoses
Customizable work cart
Minimal maintenance needed

Set-Up A Demo and See The Difference

Toll Free: (800) 456-8444 | email: norton.automotive@saint-gobain.com

www.facebook.com/NortonAbrasivesNA
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The perfect match for high-production shops.

©2018 PPG Industries, Inc. Allrights reserved. The PPG Logo and Deltron are registered trademarks of PPG Industries Ohio, Inc.



ppgdeltron.com

wenn
g
[P —

Strong Black :.::

* Extensive database of prime and variant colors :nm —

* Latest toner effects for today’s sophisticated colors e e
» Fasy to mix and spray ==

* Fast air dry time

by.l .I!bm]
Fioygy.
\\_ TS N GALLON 1S 785 LTRES  UNGALLON EELL ~3TBLIRS %



ABRN;

AUTO BODY REPAIR NETWORK /44

/4
I OPERATIONS

12 COLLECTIVE THOUGHTS

Panel of industry representatives discuss ADAS,
worker shortage, sources of solutions
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THE COLLISION EXECUTIVE

22 IT'S NOT ABOUT THE MONEY — IT'S
ABOUT GREAT MANAGEMENT

Learn to build a motivated team by listening to
shop owners who already have one
STEVE FELTOVICH // Contributing Editor

ASA INSIGHT

24 OEM REPAIR ISSUES HAVE NO PLACE IN
PUBLIC POLICY ARENA

Pre- and post-repair scans should be industry norm
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28 FORMING THE DREAM TEAM
Maaco MSO leverages metrics, training to beat
industry profitability benchmarks
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Part One of this two-part series tackles how adding
more staff alone is not enough
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How proper repair documentation leads to proper
payment from insurers
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STEEL SOLUTIONS

Repairing martensitic steel in automotive body structures
JOHN CATTERALL // Contributing Editor

TALKING TECHNOLOGY

Two OEM representatives share their insights on advanced
material developments to come
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CHALLENGES, OPPORTUNITIES IN
MODERN MATERIALS

A panel investigates the materials revolution and what is to come
I-CAR // Contributor
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Whichever color you're using for your next paint job, make sure it's the right one —
with the Genuine GM Parts paint code lookup tool. Simply enter the year, make, and model
of any GM vehicle dating back to 1982 to find its precise color code — taking the guesswork
out of your bodywork. Visit genuinegmparts.com to utilize our paint code lookup tool
for your next project today.
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THE MISSING FOCUS IN COLLISION REPAIR
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SPECIAL SUPPLEMENT

TOYOTA
COLLISION PROS

View the Summer 2018 edition
of Toyota Collision Pros now! It
is included in the pages of this
month’s ABRN magazine.

WEB EXCLUSIVES ' ABRN.COM

A PRIMER ON CLEARCOATS

Clearcoat plays an important role in paint booths
everywhere. Make sure you select the right clearcoat for
the job. Every collision shop needs this new whitepaper, A
Primer On Clearcoats, to ensure everyone understands the
causes of common defects and has access to the Clearcoat
Selection Guide.

Learn those factors & more with expert advice from PPG, like
clearcoat’s important role; the chemistry; keys to durability;
and making a choice.

There are many factors to consider when selecting and
applying the right clearcoat for your type of repair. Make
the process easier with the information available only in A
Primer On Clearcoats.
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SHOP STRUCTURE

CHANGING THE REPAIR FACILITY

BUSINESS MODEL

KRISTA MCNAMARA //
Content Channel Director

9 ATLANTA — As the collision in-
dustry continues to evolve, new
business models are being considered
that could change how shops interact with
their industry partners and consumers.
Matthew McDonnell, owner of Big
Sky Collision in Billings, Mont., pre-
sented “Future proofing collision re-
pair” at the quarterly Collision Industry
Conference meeting, this one in Atlanta
at the Georgia World Congress Center,
held in conjunction with NACE Auto-
mechanika 2018, Aug. 7-8. McDonnell, a
member of the Insurer/Repair Relations
Committee, and panelists Doug Irish,

president and CEO of AccuracyDriven4,
and Randy Stabler, owner of Pride Auto
Body, reviewed three potential collision
repair facility models that could take
hold moving forward.

Mobile-centric

With 80 percent of adults in the United
States owning a smart device, there are
opportunities to be leveraged to improve
your overall customer experience and re-
pair process.

There are advantages to leveraging
mobile devices, including the ability to
take advantage of still pictures and video.
This can help shops to triage vehicle
damage and complete an initial damage

>> MODEL CONTINUES ON PAGE 9

BREAKING
NEWS

TRAINING & EDUCATION

I-GAR ANNOUNGES KEY
ENHANGEMENTS T0
TRAINING, PROGRAM

Following a nearly five-year
s comprehensive process of
gathering and applying industry
insights and feedback about its
education and recognition programs,
I-CAR announced a variety of
groundbreaking enhancements
designed to better serve the rapidly
evolving needs of the collision repair
inter-industry.

I-CAR CEOQO & President

John Van Alstyne announced the
enhancements during NACE
Automechanika 2018 in Atlanta
at the Georgia World Conference
Center, Aug. 8-10. Together, these
enhancements will elevate industry
training standards and provide a
more comprehensive, relevant and
affordable solution to collision repair
training programs while making it
easier for customers to interact with
I-CAR. They will also help shape the
future of the collision repair industry
and advance |-CAR's vision that every

>> |-CAR CONTINUES ON PAGE 10

_

FORUM TACKLES ADAS,
AUTONOMY

The Technology &
Telematics Forum at NACE
Automechanika discussed
the impact of Advanced
Driver Assistance Systems
(ADAS) and how these
systems were paving the
way to full autonomy.
ABRN.COM/ADASFORUM

NABC RECYCLED RIDES
OFFERS OPPORTUNITY
FOR GEORGIA MAN
John Quinones of Atlanta
was gifted a 2014 Dodge
Avenger SE during NACE
Automechanika, allowing
him to pursue the kind of
job a lack of transportation
had hindered.
ABRN.COM/PURSUE
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HIRE OUR HEROES
LAUNCHES RACE TO
BENEFIT VETERANS
3M's Hire Our Heroes
program and the Collision
Repair Education
Foundation are launching
the 3M Hire Our Heroes
500 in Las Vegas during
SEMA 2018.
ABRN.COM/RACE

GM LAUNCHES
COLLISION REPAIR
PROGRAM NETWORK
GM announced the

launch of the GM Collision
Repair Network at NACE
Automechanika Atlanta.
The program is designed to
drive custoomer safety and
satisfaction for shops.
ABRN.COM/GMPROGRAM

ASA SHARES 2019
LEGISLATIVE GOALS

At NACE Automechanika
2018, the Automotive
Service Association
announced the time has
come for insurers to
legislatively be required
to compensate shops for
following OEM procedures.
ABRN.COM/ASAGOALS
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What Customers Expect

EARNING NEW BUSINESS IS THE KEY TO ANY SUCCESSFUL BUSINESS PLAN.
While repeat customers are golden, finding ways to attract new business will sustain
a company in the long term. But there are so many formulas to follow! What do
customers really expect? Turn the question around—what do you expect when you
go to a service provider? Knowledge, honesty, and gratitude. You expect people to
know their job and offer you an honest service at a fair price, and you appreciate
when they're thankful for your business. In this issue, you'll discover information to
help you choose the best parts, make the most informed repair decisions, and reach
new customers.

First up, you'll read about the easiest and most efficient way to find the right
parts for any collision repair at the newly updated www.toyotapartsandservice.com.
Complete with a dealer locator, application charts, training and product information,
this is your go-to site for all of your Genuine Toyota Parts needs. Next learn about
the real advantages of using Genuine Toyota Parts—from fit and finish to competi-
tive pricing, it will be clear that using Genuine is always the best choice. On a more
technical note, we're happy to answer a couple of common questions from collision
repair providers—when exactly to perform a zero point calibration and how to
order a replacement certification label. And lastly, as you consider ways of reaching
new customers, we provide a step-by-step guide to using Yelp. From creating a Yelp
business page to finding customer leads and responding to customer messages and
reviews, this handy guide will put you on the right track to creating a more robust
social media presence.

Providing you with real information to grow your business and meet customer
expectations is our goal. In addition to the training schedule at the back of this issue,
be sure to visit our sites for additional training opportunities: Collision Repair &
Refinish Training at www.crrtraining.com and Genuine Toyota Parts information at
www.toyotapartsandservice.com. ™

FOR A FREE ELECTRONIC SUBSCRIPTION OF COLLISION PROS MAGAZINE GO TO

www.toyotapartsandservice.com.
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) WHEN YOU NEED TO KNOW, GO WHERE THE

PROS GO! TOYOTAPARTSANDSERVICE.COM

DISCOVER

MUCH MORE THAN AN ONLINE TOYOTA WHOLESALE COLLISION PARTS ORDER-
ING SITE, TOYOTAPARTSANDSERVICE.COM is the place to go to find support materi-
als and repair resources that can help you and your team get the job done efficiently
and help your shop increase customer satisfaction.

STAYING TECH-SAVVY

The advanced technology in today’s vehicles makes staying in the know critical.
Understanding how a repair can impact vehicle safety is of utmost importance. At
toyotapartsandservice.com, you can find the information you need to stay current
all in one place, including parts application charts, access to training and the latest
industry articles and news.

YOUR GO-TO PLACE

Visit toyotapartsandservice.com and you'll find these invaluable resources:

* Wholesale Parts Support Programs—Get OEM promotions for the best
value on featured Genuine Toyota replacement parts

e Application Charts—Find the right parts application charts quickly
and conveniently

e Access to Toyota Collision Repair & Refinish Training—
Learn OEM-recommended processes in quick videos

¢ Toyota Dealer Locator—Find your local Toyota Dealer

e Industry News & Tools—Stay current on the latest
collision industry news

e Link to Toyota's Collision Pros e-magazine—
Read current and past issues of Collision Pros

e Microcat® Market access—Place and tra
wholesale parts orders seamlessly

WHEN YOU NEED TO KNOW, GO WHERE THE PROS GO!
You'll soon discover that it's all right

there, in one place: your go-to place.

Explore toyotapartsandservice.com today. ™

toyotapartsandservice.com

Where the Pros Go for Genuine Toyota Parts

ee

Toyota is dedicated to support-
ing independent collision repair
centers to help ensure that every
Toyota and Lexus repair is com-
pleted to OEM standards. A critical
part of that commitment is shar-
ing information. We developed
toyotapartsandservice.com with
that goal in mind, and it's updated
regularly to make it easier than
ever to deliver the quality of repair

your customers expect.”
—Eric Mendoza, Manager,
Toyota Motor North America,
Wholesale Parts & Certified Collision
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The GENUIN

— Advantage

WHY ARE GENUINE TOYOTA PARTS SUPERIOR TO THE AFTERMARKET?

Aftermarket parts exist alongside Original Equipment (OE) parts. At first glance, you may not see a difference between the two, and
your customer may think they're getting the real thing when they're not. The fact is, the majority of your customers rely on your exper-
tise and advice. Therefore, it's up to you to ensure that they understand why Genuine Toyota Parts are the best choice when it comes to

restoring their vehicle to pre-loss condition.

DESIGN, FIT AND PRICE

Genuine Toyota Parts are guaranteed to
fit right the first time, where aftermarket
parts often require additional installation
time. Further, they're engineered to meet
all applicable federal requlations required
when the vehicle was produced—includ-
ing crash, emissions and fuel economy
standards.

Another important distinction: Genuine
Toyota Parts are tailored for each vehicle,
whereas an aftermarket manufacturer
may have one design for a radiator tank
and make that tank work for everything
from a Prius to a Tundra. Additionally,
when an aftermarket company puts their
name on a part, you have no idea who
actually manufactured that part or what
the quality standards are from one part to
the next.

When your technicians don't have to
spend extra time to make an aftermarket
part fit, you can keep your labor costs
in line with your quote. Along these
lines, it's important to note that insur-
ance companies often give you a set
amount of time to perform the repair. If
an aftermarket part requires more time
to install, that may negatively affect your
standing with that insurance company
and ultimately your customer. Additionally
Toyota OE parts are competitively priced
with aftermarket parts, they're a wise
financial choice and the best parts for
your customer’s Toyota.

PROVEN PERFORMANCE

Genuine Toyota Parts are rigorously
tested to ensure they fit and perform like
the original parts on the vehicle. They have
been confirmed to work properly under a
wide variety of driving conditions,
from extreme heat, bitter cold
and rough terrain to endurance
driving and extensive stopping
and starting. The same cannot be
said for aftermarket parts.

Finally, you and your customers get
peace of mind with Toyota's warranty—
we stand behind every part we make.

RIGOROUS PRODUCT TESTING

For example, Genuine Toyota radiators
and condensers are engineered to deliver
the ideal cooling capabilities for each
specific vehicle application and engine.

Below is an example of the types of tests

these two products must pass for peak

performance under extreme conditions.

Can the aftermarket product claim the same

testing? Genuine Radiator tests include:

e Radiation Rate Ventilation Resistance

e Passage Resistance

e Airtightness

e Pressure Resistance

e Corrosion

e Vibration

Genuine Condensers must also pass a
series of exhaustive tests:

e Heat Radiation Performance / Air
Flow Restriction / Flow Path Resis-
tance

e Residual Foreign Substance

e Tube Strength

e Pressure Resistance

e Repeated Pressurization

e Corrosion Resistance Dewing

e Vibration



Genuine Toyota Parts

Also known as OE parts (for Original

Equipment). Genuine Toyota Parts are made

for or by Toyota and must adhere to Toyota's

technical specifications as well as Toyota's

strict manufacturing and quality standards.

CONSIDER GENUINE TOYOTA RADIATORS ADDED VALUE

RADIATOR TANK

RADIATOR TANKS
e Specific thermoplastic
materials are used to:
—Ensure uniform flow during
the manufacturing process
resulting in consistent tank
thickness and shape, and
accurate mounting and
plumbing features (i.e.,
inlet and outlet)
Provide long-term
durability due to high fluid
temperatures and heat
radiated from the engine
e Manufactured to uniform
thickness and molded
to help ensure optimal

THE BAKER GRADE

HEADER PLATE

performance. If the thickness
of the tank is too thin
overall, or in one spot, it
could result in a failed part.

HEADER PLATES

e Engineered and precision
stamped to provide secure
mating with the core, which
ensures dependable long-
lasting performance.

RADIATOR TANK GASKET

e Unique rubber material used
to ensure high durability due
to temperature cycling.

Aftermarket Parts

Any part made for a vehicle that is not manufactured

using OE specifications. Aftermarket parts are

frequently developed by copying the original

part, also known as “reverse engineering”.

These parts may not perform the same as parts

manufactured following Toyota specifications.

MOUNTING POINT

MOUNTING POINTS

e Multi-point comparison to
OE product and vehicles to
ensure fit.

ATTACHMENT POINTS

e The attachment points are
guaranteed to be in the
correct spot.

BRACKETS
e Brackets line up and bolt in
for easy installation.

RECEIVER DRYER

e Includes the same size
desiccant bag as the OE
equivalent.

TUBES AND FINS

e Tube design and material
selection optimize coolant
flow allowing for efficient
heat transfer to fins.

e Fin pitch and louver design
create an optimal balance
between air flow and
heat transfer.

e Stronger tubes designed
to withstand impact from
road debris.

CONDENSER TANK

e Thick aluminum tanks are
engineered to sustain a
highly pressurized system.

The Genuine Toyota Radiator and Condenser Product Line is subjected to simulated Baker Grade testing. In just 19 miles the Baker
elevation increases 3000 feet with ambient temperatures exceeding 100 degrees. In addition to the grueling elevation change, the

maximum passenger and towing payload is added (for example, a Tundra Crew Max towing a trailer).

THE BOTTOM LINE

Using aftermarket parts rather than Genuine Toyota Parts can be costly in the long run. The reality of installing an aftermarket part
is that it may not fit right the first time and may not be manufactured to the same standards, and that may compromise the quality,
durability and safety of the vehicle. All of this can lead to customer dissatisfaction.

Studies have shown that customers will switch brands after only one bad experience. Your customers demand quality. Give it to

them by relying on Genuine Toyota Parts for all of your repairs. ™

GOTO

LEARN MORE ABOUT GENUINE TOYOTA PARTS INFORMATION www.toyotapartsandservice.com.
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ZERO POINT

WHY AND WHEN IT NEEDS TO BE
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TODAY'S TOYOTA AND LEXUS VEHICLES FEATURE A VARIETY OF DRIVER ASSIST SAFETY SYSTEMS. These safety systems require system
checks and alignment when a sensor is involved in a collision. To be specific, Zero Point Calibration is a necessary procedure when a repair
involves wheel alignment, or when components that the front Millimeter Wave Radar sensor are attached to need to be changed. This is to
make sure the Millimeter Wave Radar Sensor is aligned correctly to the vehicle and to the direction of travel.

Early on, vehicle safety technology may
have required some simple steering angle
sensor calibrations, but with the evolution
of modern safety systems, more involved
calibrations have become necessary to be
sure all of the safety systems are working
properly and as designed. The days of “set
the toe and let it go” are long gone, and
ignoring details like required calibrations af-
ter wheel alignment have the potential for
causing safety system malfunctions because
of out-of-spec parameters.

Here's one way to think about the
alignment of the Millimeter Wave Radar
Sensor: Imagine a boy walking home from
school. There's a large wooden fence, and
the boy wants to see what's on the other
side. He looks for a knothole and then lines
it up with his eye. If his eye is not lined
up, then he’s not going to see what he
wants to see. The same principle applies to
a Millimeter Wave Radar Sensor if it's not
properly aligned to “see” what's in front of
the vehicle, then the safety systems cannot
perform as designed. The key is to properly
align the sensor so it's not focused on the
ground, or pointing to the sky, but is look-
ing ahead as intended.

Some examples of when a Millimeter
Wave Radar Sensor should be aligned and
calibrated are: Whenever an equipped
vehicle has a wheel alignment, has had a
sensor removed and reinstalled or replaced,

Depending on the level of technology
available in a vehicle, calibration proce-
dures may vary. For example, after wheel
alignment:

e A 2018 RAV4 requires Yaw Rate Sensor

and, when any part that the sensor is at-

tached to has been removed and reinstalled

or replaced. From a collision repair point o
of view, that means any time a vehicle has
had a bumper cover or grille removed and
reinstalled or replaced, or needs a wheel
alignment. Whether it's part of a collision
repair or for normal maintenance, the repair
manual should be reviewed to confirm

if a related system needs adjustment or
calibration.

The proper procedures for zero point
calibration after wheel alignment, sensor
alignment and calibration procedures can
be found in vehicle-specific repair manuals
on the Technical Information System (TIS).
Sensor alignment and calibration require-
ments will be listed in multiple locations,
and zero point calibration procedures can
be found in the Wheel Alignment Proce-
dures section. A Techstream and Reflector
Special Service Tools (SSTs) are required to
clear data and perform calibrations.

Zero Point Calibration to complete the
procedure.
The 2019 Avalon gas models require a
System Variant Learning and Accel-
eration Sensor Zero Point Calibration,
while the Hybrid Avalon requires you
to clear the Zero Point Calibration Data
and perform Yaw Rate and Acceleration
Sensor Zero Point Calibration.
Once a Millimeter Wave Radar Sensor is
properly aligned and calibrated, a health
check scan should be performed to make
sure all electronic systems are diagnosed
as operationally correct and no Diagnostic
Trouble Codes (DTCs) are present.
Performing Zero Point Calibration will
ensure that the vehicle has been properly
repaired and is working as designed. In
addition, keep in mind that Zero Point
Calibration during the repair process should
factor into your estimate. ™

Here is an excerpt from the 2019 Avalon Repair Manual “Wheel Alignment” Section:

Last Modified: 03-27-2018

|6.8:8.0.48 | Doc ID: RM100000001A0J7

Model Year Start: 2019

| Model: Avalon HV |Prod Date Range: [04/2018 - 1

Title: ALIGNMENT / HANDLING DIAGNOSIS: FRONT WHEEL ALIGNMENT: ADJUSTMENT; 2019 MY Avalon Avalon HV [04/2018 - ]

ADJUSTMENT
CAUTION / NOTICE / HINT

The y procedures
procedure are shown below.

calibration, initialization, or registration) that must be performed after completing the front wheel alignment

Necessary Procedures After Procedure Performed

REPLACED PART OR NECESSARY PROCEDURE EFFECT/INOPERATIVE FUNCTION WHEN NECESSARY LINK
PERFORMED PROCEDURE NOT PERFORMED
for Gasoline Model: * VSC is disabled or malfunctions
* DTCs are output :
1. Perform system variant learning and « Slip indicator light illuminates
acceleration sensor zero point calibration. « ABS warning light illuminates
Front wheel alignment adjustment « DTCs are stored
for HV Model: * ABS warning light illuminates
1. Clear zero point calibration data. * ?"T:‘?n:taer:mg light/ yellow (minor malfunction) :
2. Perform yaw rate and acceleration sensor P, N R .
zero point calibration. « Slip indicator light illuminates
* VSC is disabled or malfunctions

Collision Pros 7






PART ONE: Building Customer Advocacy

THERE'S N9/5ENYING IT: In-national news, personal networks and business, social media has quickly become an incredibly powerful
communication tool. Word of mouilq\good or bad, can spread like wildfire, making reputation management an important part of your

shop’s myar’keting efforts.

BUILDING YOUR SOCIAL MEDIA PRESENCE .

When a customer is involved in a vehicle coms}j;)n, how do
they choose a body shop? Typically, a recommendation will come
from a friend, an online search or their insurance ccﬁQpany. Online
search is where your social media presence matters an%uwith a
little effort, can help grow your business and manage your reputa-
tion. With so many social media options, like Facebook, Instagram,
Twitter and YouTube, where do you start? The answer: starst\/wth
the basics and go where your customers go! \

A great starting place is Yelp—it's the most popular destination
for consumer reviews on just about everything. Your business |s
most likely already listed on Yelp. If you haven't done so aIregdy,
your first step in building your social media presence is to-claim
your business on this powerful review site.

HELP WITH YELP!
€laiming your Yelp Business Page and creating a business login

is a great, free way to engage the Yelp community. To do so, follow

these simple steps:

m Claim It!—Search for your business at biz.yelp.com, the
official Yelp for Business Owners website. Yelp will then walk
you through all the steps to claim your page and set up your
business account.

m Confirm It!—To verify that you are the owner of your business,
Yelp will call the number listed on your business page and ask
you to enter a verification code. Be sure you are at your place of
business to answer this phone call.

m Manage It!—After confirming your Yelp Business Page, you'll
be able to:

1. Update information such as your business hours and
phone number —

2. Track user views and customer leads

3. Add photos and link to your website*

4. Respond to reviews with direct message or public comment

*You need a website. It doesnt have to be fancy or robust. A one-page landing/page
that promotes your business is a good place to start.

MANAGING YOUR REPUTATION
Yelp and other review sites are great forums for spreading the
“““g\ood word about your business and harvesting referrals. Don't let
o‘he‘\ bad apple spoil the whole bunch! You can’amplify the impact

of good reviews and minimize the hit from the bad by using Yelp
for Business to monitor reviews. The key is to be responsive.

Be sure to thank the positive reviewers for their feedback.
Just as important, proactively and publicly acknowledge any bad
review and use a direct message to resolve the issue privately,
directly with the customer. Turning a bad experience into a good
one by acknowledging and fixing the issue goes far in customer
satisfaction. That customer may return to Yelp and write a glowing
review on how you resolved the problem. Happy ending!

YELP SUCCESS STORIES

According to Yelp, 3.6 million business owners have claimed
their Yelp Business Page. Visit biz.yelp.com/support/case_studies to
view Yelp success stories from a variety of businesses. There, you
may find some great Yelp game plans you can use to help your
collision repair business grow!

Facebook Primer

Facebook is still the largest social network in the
world, catering to more than one billion users. It gives
you the widest variety of options and functionality of
the social channels.

With a Facebook page, you can directly message
anyone who wants to know more about your business.
Similar to Yelp, your customers can also leave you
reviews, and if you want to respond, you can either do
so publicly or by sending a private message.

We'll take a deeper dive into Facebook in the next
issue of Collision Pros, giving you tips on how to set
up your Facebook page and manage your content to
present the best image for your business. Stay tuned!

Gollision Pros 9



A REPLACEMENT CERTIFICATION LABEL

e U

- P,

Today, we're always using our ID, whether it's a driver's license, social
security number or Apple® ID. In the automotive world, U.S. vehicles have
been identified by their Vehicle Identification Number (VIN) since 1954,
and in 1981, the National Highway Traffic Safety Administration (NHTSA)
standardized the format and required that all vehicles sold would have a ;
17-character VIN, which is attached to the dashboard. It also appears on i
the Certification Label, which is placed on the driver’s side B-pillar or on the ' I:e
driver's door jamb. 1

But what happens when the vehicle is in an accident and the label is
damaged or removed when you replace the B-pillar or the driver's side
front door? Or, what do you do in cases where the car has been stolen and
thieves have removed the Certification Label from a “clean” vehicle and
placed it on a stolen one?

To maintain the integrity of Toyota vehicles, Toyota Motor North America
has a simple solution for obtaining replacement Certification Labels !
directly from Toyota. Just follow the steps below to get a replacement
Certification Label:

e Return the original Certification Label, if possible, as well as a

clear picture of the VIN from another location on the vehicle (like
on the dashboard).

o |f the Certification Label was stolen, then the vehicle must be inspected |

by a Toyota Field Technical Specialist and the request must be accompa-
nied by a police report as well as pictures of the VIN on the following:
frame/body stamp, anti-theft labels, and Techstream Health Check.

* To request a replacement label, complete the applicable form attached

to TSB-0304-17 and mail it to the address provided on the form.
Your dealer’s parts account will then be billed $60 for each
replacement label.

* You will usually have to supply photos with the form; be sure to take

clear images so the VIN is easy to read.

Please note that all replacement labels for damaged vehicles are subject
to approval by Toyota Technical Compliance.

So, the next time you have to remove and
replace a B-pillar, follow these procedures so | A o] v
the Certification Label is ready to install after
the collision repairs are complete and before
your customer takes delivery.

igg i3

=

i

T

l

Application for Replacement of Damaged Label or Plate
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BODY ELECTRICAL DIAGNOGSIS AND REPAIR

IT HAPPENS ALL THE TIME—your customer makes firm contact with a parking pole or backs into the neighbor’s fence, and now the sen-
sors and backup cameras on their Camry are damaged. Properly repairing a newer model Toyota after a collision means you'll also need to be
equipped to repair and recalibrate the electrical components on the outside of the car. This isn't a job for an amateur—you need to know the

particulars to get these complicated repairs right.

If you're a collision repair technician, estimator or manager who regularly inspects and repairs Toyota vehicles, you should consider taking
Toyota's recently reintroduced course 502: Body Electrical Diagnosis and Repair. This two-day instructor-led course will help any collision repair

professional inspect, accurately diagnose and correctly repair elec-
trical damage after a collision.

On day one, instructors will guide you through electrical con-
cepts and circuit theory as you build simulated electrical circuits
and measure voltage and currents in the classroom; on day two
you will be introduced to using Toyota's Technical Information Sys-
tem (TIS) to repair vehicles. You'll put your skills to the test reading
wiring diagrams and repairing wire harnesses, terminals and con-
nectors. Once completed with these practical, hands-on sessions
you'll be prepared to restore a vehicle to factory standards after
a collision.

Visit www.crrtraining.com, to register for class 502. Any
Toyota/Lexus dealer or independent repair facility sponsored by a
Toyota/Lexus dealer can enroll using their Toyota/Lexus Spin and
dealer code. ™

[+]Locstion & Rowuting Englae Compartmant Wire snd Wire (2GR FKS)

The Toyota Collision Repair & Refinish Training Calendar

PLANO, TX

09/04/18 300 Welding Techniques For Collision Repair
09/05/18 301 Non-Structural Body Repair Techniques
09/11/18 502 Body Electrical Diagnosis & Repair
09/13/18 601 Hybrid Collision Repair

09/14/18 602 Advanced Hybrid Collision Repair
10/02/18  200/201 Color Matching For Painters

10/04/18 250 Advanced Painting Techniques
10/09/18 300 Welding Techniques For Collision Repair
10/10/18 460 Structural Body Repair Techniques
10/24/18 101 Paint Finish Repair

10/25/18 601 Hybrid Collision Repair

10/26/18 602 Advanced Hybrid Collision Repair
11/20/18  200/201  Color Matching For Painters

11722118 250 Advanced Painting Techniques

JACKSONVILLE, FL

09/10/18 601 Hybrid Collision Repair

09/11/18 300 Welding Techniques For Collision Repair
09/12/18 301 Non-Structural Body Repair Techniques
10/01/18 601 Hybrid Collision Repair

10/02/18 300 Welding Techniques For Collision Repair
10/03/18 301 Non-Structural Body Repair Techniques

SEPTEMBER — NOVEMBER 2018

WEST CALDWELL, NJ

09/18/18 300 Welding Techniques For Collision Repair
09/19/18 301 Non-Structural Body Repair Techniques
10/02/18 503 Steering & Suspension Analysis & Repair
10/03/18 460 Structural Body Repair Techniques
10/16/18  200/201  Color Matching For Painters

10/18/18 250 Advanced Painting Techniques

10/23/18 300 Welding Techniques For Collision Repair
10/24/18 601 Hybrid Collision Repair

11/06/18 503 Steering & Suspension Analysis & Repair
11/07/18 602 Advanced Hybrid Collision Repair
11/13/18 301 Non-Structural Body Repair Techniques
11/20/18 300 Welding Techniques For Collision Repair

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

CHECK US OUT ON FACEBOOK AND TWITTER!
You'll also find the latest information on tools, classes and repair

procedures on our social media sites.
@ Toyota Collision Repair Training
® @ToyotaCRR
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Where the Pros Go for Genuine Toyota Parts

JUST BECAUSE YOU CAN,
Doesn't Mean
You Should!

You lose money when aftermarket parts don't fit. Toyota dealers are
your best source for Genuine Toyota Parts. All it takes is one call.
Genuine Toyota Parts ordering—simplified.

' toyotapartsandservice.com

Where the Pros Go for Genuine Toyota Parts

GENUINE TOYOTA PARTS - GUARANTEED FIT - COMPETITIVELY PRICED « ALWAYS RIGHT
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>> MODEL CONTINUED FROM PAGE 8
assessment faster. Mobile device usage also offers increased con-
nectivity with the customer. We can use smart devices to deliver
status messages and receive customer experience feedback.

However, the mobile device trend does offer some disadvan-
tages. It may take a larger monetary investment to equip your
shop with the devices, applications and technology needed to
leverage the opportunities available. You also need your staff to
adapt to these methods and buy in to their benefits. Bad photo
and video quality can be problematic, and the customer is always
avariable for standards in this process. Their ability to commu-
nicate, take photos, etc. will impact their overall impression of
service and satisfaction.

Also, mobile communication cannot be your sole method of
interaction with customers. Legacy engagement processes must
be maintained and utilized based on customer preferences.

OEM-specific locations

In certain metropolitan markets, advantages of scale could
be achieved by creating repair facilities dedicated to a single
manufacturer.

There are the potential advantages of improved repair qual-
ity, improved cycle time and improved customer experiences.
There is less, but more focused training on a particular OEM vs.
all brands. This would mean fewer specialty tools and equip-
ment, as a repair facility would only need to be outfitted for a
single OEM. And this method supports specialization and space
needed for certain repair procedures, including scanning and
calibration. This would also build strong alliances with dealers.

However, this method requires a major metropolitan mar-
ket in order to operate, and a high repair volume would be
needed to sustain the model. This may require vehicle pick-up
and delivery to expand the customer reach. There is a depen-

dency on insurer cooperation, and it may force a change in
DRP referrals in order to ensure certain nameplates are going
to the proper facilities.

“There are a lot of efficiencies to be gained and training
requirements would be much more streamlined,” said Randy
Stabler, owner of Pride Auto Body. “But everything has risk ex-
posure. It is a more efficient model, but there are some structural
challenges there.”

Large “off retail” locations

Today’s technology, shared economy and changing customer
expectations will allow a collision repair facility to expand in a
local market without relying on having multiple locations. Large,
off-retail locations can use crowd sourced pick-up and delivery
to reach an expanded customer base while providing concierge-
type customer services.

The advantages of this model include a lower, fixed cost and
greater process consistency. There could be fewer front office
staff and efficiencies to other stakeholders including parts sup-
pliers and insurers. There would also be fewer locations for parts
distributors, and also a savings to the repair partners in terms of
discounts based on volume orders.

“From a cost perspective it is one of the best ways to expand
your business without expanding that expense, headcount and
that footprint. It is a great way to service the customer in today’s
market,” says Irish.

However, the method is not without its potential drawbacks.
It could mean larger towing expenses and new costs and logis-
tics considerations associated with a valet pick-up and delivery
program. Shops would have less walk-in work due to less retail
space, and customers would have less visibility to the repair
process. Employee commutes could increase, and traditional
productivity incentives would need to be reviewed. N

THE MISSING FOCUS IN COLLISION REPAIR

Chess encouraged attendees to
perform preventive maintenance on
a laundry list of equipment and ele-

KRISTA MCNAMARA //

Content Channel Director

ATLANTA — There is a forgotten word in
collision repair: maintenance.

Proper maintenance of shop equip-
ment, materials and products and the
overall facility are vital not only for safe
and proper repairs, but also for the con-
tinued safety of your employees.

Toby Chess, with the Collision Indus-
try Conference Technical Committee,
offered safety and maintenance tips and

expectations for ensuring shop safety.

Chess presented at the quarterly Col-
lision Industry Conference meeting, this
one in Atlanta at the Georgia World Con-
gress Center, held in conjunction with
NACE Automechanika 2018, Aug. 7-8.

Chess stressed the vital importance
of preventive maintenance in the shop,
which involves a planned and controlled
program of systemic inspections, adjust-
ments, lubrication and replacement of
components, as well as performance
testing and analysis.

ments throughout the shop on a regu-
lar basis, including electrical panels; fire
extinguishers; product labels; extension
cords; overall safety equipment includ-
ing frame machines, spot welders, MIG
welders, air compressors, air blowers,
respirators, lifts and jacks, spray booths
and more; welding gas cylinders; open
containers; eye wash stations; paint
suits; hazard materials storage; and
carbon monoxide monitors.

For Chess’s full recommendations,
visit ABRN.com/maintain. N

SEARCHAUTOPARTS.COM VOL.57.09 9



Y/ NACE

>> I-CAR CONTINUED FROM PAGE 8

person in the collision repair industry has
the information, knowledge and skills
required to perform complete, safe and
quality repairs for the ultimate benefit

of the consumer. A first quarter 2019
launch is targeted.

“This has been a work in process
for several years. We wanted an
educational program that was relevant
to cars today, that was explainable,
something that was sustainable that
could carry on into the future and
something that was affordable. At the
end of the day, we want a much better
learning experience,” said Van Alstyne.

As a result of extensive input from
industry organizations, committees,
advisory councils, benchmarking and
DACUM (Designing A Curriculum)
workshops, I-CAR has significantly
enhanced its industry training standard,
which since 2010 has been focused
principally on knowledge requirements.

I-CAR's updated Automotive
Collision Repair Industry Knowledge
and Skills Protocol, set for 2019
implementation, is a “complete refresh,”
reflecting the knowledge required to
repair cars of today and tomorrow,
plus it puts an expanded emphasis
on requisite skills. This same protocol
provided the inputs required for a
complete update to I-CAR's core
supporting curriculum. I-CAR's future
courses will be more hands-on, generally
shorter, more interactive, with far less
course-to-course redundancy. I-CAR
will also be launching Spanish versions
of all core courses. All of this has been
coordinated, reviewed and embraced by
industry subject matter experts, including
repairers, OEMs and insurers.

I-CAR will also play a more integral
role in repair shops, visiting annually
to conduct ongoing assessments and
advise on knowledge and skills gaps
that exist within the shop, thereby
supporting achievement and ongoing
renewal of its expanding Gold Class®
population, currently exceeding 5,800.

10 SEPTEMBER 2018 ABRN.COM

The 2019 enhancements leverage
the work I-CAR has done over the past
several years to build more relevant
offerings geared to current and future
industry needs. These enhancements
have been optimized and integrated
with new products and programming
to offer shops a richer educational
program that better aligns with collision
repair technical realities, or the Techni-
cal Tsunami™, as I-CAR refers to it.

A summary of the key planned
enhancements includes:

— I-CAR Automotive Collision
Repair Industry Knowledge and
Skills Protocol

= Updated and industry-backed
knowledge and skills protocol
that focuses more extensively on
specific skills and role performance
requirements

— Enhancements to I-CAR’s
recognition programs (Platinum™
and Gold Class)

= Heightened Platinum and
Gold Class requirements aligned
with industry benchmarks and repair
requirements

= Optional Aluminum Structural
Gold Class recognition for shops that
complete I-CAR'’s aluminum structural
requirements

— Complete refresh of all core
curriculum (263 courses) aligned to
the updated Protocol

* Incorporating more hands-on
live training, shorter course times,
more online courses with increased
interactivity, all leading to less time
out of the shop and off the floor for
technicians

— Increased frequency of
Welding Training & Certification™
skill reverification, moving from
5 years to 3 years, and no longer
requiring course repeat when skills
are reverified.

— Automatic recognition for
training with other providers that
are I-CAR Sustaining Partners
through I-CAR’s Training Alliance

automechanika WRAP-UP

— Industry Training Relative to
I-CAR Knowledge and Skills Area
published as a companion cross-
walk to acknowledge both OEM
and Supplier Training Alliance
courses approved to Protocol and
Alliance qualification criteria
— New tools for completing,
planning and tracking I-CAR training
= New learning interfaces, mobile
technology and reporting functionality
to make completing, tracking and
planning I-CAR training much easier for
customers

— An unlimited training
subscription for Gold Class shops
to protect shops from turnover,
and encourage building bench
strength by better training for all
technicians

“For nearly 40 years, I-CAR has
served as the industry’s trusted partner
for knowledge building,” Van Alstyne
said. “As the automotive industry is
now moving faster than ever before,
we made a conscious decision that it
is time for the knowledge and skills bar
to rise. At the same time, it is time for
I-CAR's programming to also make a
bold step forward. Vehicle repairs today
are more challenging than ever and will
become increasingly complicated as we
move toward the future. I-CAR's new
programs, services and technology have
been designed to keep pace with the
rate of innovation our industry is seeing

Van Alstyne added, “Consistent
with I-CAR's vision statement, we call
on every shop and every technician to
take that next step to train. Our 2019
programming will be better than ever,
and in return, the knowledge gained will
better prepare you for what's ahead,
while also instilling confidence that
you are doing what you can to perform
complete, safe and quality repairs for the
ultimate benefit of your customers. By
doing the right things, especially gaining
proper levels of training, not only can you
survive the Technical Tsunami, you can
thrive while doing so.” N
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Panel of industry representatives discuss ADAS,
worker shortage, sources of solutions

JOHN YOSWICK // Contributing Editor

hat are some of the cur-  table,” a panel (see sidebar, “Who Was At~ Let’s talk a little bit about how
rent top concerns for  The Table?, page 14”) brought togetherto ~ advanced driver-assistance

independent collision  discuss where they see their businesses —  systems (ADAS) are impacting

repair shop owners —  and the industry as awhole — headed. your business. What are you
and what solutions are they finding to help Here are some of the highlights of this ~ doing in-house and what are
address those issues? Thatwas the focusof ~ year’s roundtable discussion. (Responses ~ you subletting? What are the
ABRN's annual “Collision Industry Round- ~ were edited for length or clarity.) challenges and opportunities
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Don’t Lose Your Cool

TYC'’s Transmission Oil Coolers and Charge Air Coolers are
designed to be application-specific (non-universal) for drop-in
fit and include additional hoses or shrouds (where applicable),

adding convenience and value.

|

For more information about TYC™ replacement automotive parts, consult your
TYC™ representative or look up parts online at www.TYCUSA.com
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you see related to this?

Paul: Every vehicle that comes into
our facility gets a pre-scan done on it.
We use both AirPro Diagnostics and
asTech. Anything that needs calibra-
tions, targets, or things of that nature is
sublet to a dealership. We have that pre-

arranged before the vehicle is delivered.
We have it pretty dialed in. The biggest
challenge with these systems is there’s
something new every day. So you're
constantly looking up OEM procedures
about what you're doing and what has
to get done.

Build your vision,
part by part.

ebay.com/motors

Troy: We had been sending every-
thing, including scanning, to a dealer,
but last fall we bought a Snap-On
VERUS and now we're scanning every-
thing that comes through the door. With
calibrations, we don’t have the ability
to have the targets for every manufac-
turer, and at this time we're not willing
to assume the liability for the functions
of the ADAS. So that’s a dealership
item. The challenge is we just did a
front bumper replacement on a 2018
Toyota Rav4. We removed the grille to
do it, and the camera is in the grille. So
now it has go to the dealership over a
weekend to have the distance sensor
reprogrammed. We added four days
of cycle time to a bumper replacement
because of the ADAS.

WHO WAS
AT THE TABLE?

Scott Benavidez is the owner of
Mr. B's Paint & Body Shop, Inc., in
Albuquerque, N.M., and is national
Collision Division Director for the
Automotive Service Association
(ASA).

Troy Lindquist is the owner of
Premier Auto Body, a 20-employee
shop in Redmond, Ore.

Mariah Sampson is the director
of marketing at American Auto
Body in Billings, Mont., and serves
on the advisory board for the
collision repair training program at
Montana State University.

Aaron Schulenburg is the
executive director of the Society
of Collision Repair Specialists
(SCRS).

Paul Sgro is the owner of Lee's
Garage in West Long Branch, N.J.,
and serves on the national board of
SCRS.
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Scott: We scan with the asTech and
also scan with a Bosch. The biggest thing
for us as a culture change for our estima-
tors was getting the authorization to get
the data, to use the data. I am in agree-
ment with the calibrations; those are still
difficult for us.

Troy: Scott raises a good point. We
had an insurer refuse to pay for pre- and
post-scans because we were not autho-
rized to access that information. So we
changed the wording of our repair au-
thorization to say explicitly they are giv-
ing us permission to extract and use that
information.

Aaron: I think another challenge for
repairers is space. Calibrations can re-
quire a ton of space. I think Honda has
some requirements that are close to 36
feet wide — when you factor in the ve-
hicle — for things like blind-spot moni-
toring calibrations. For a lot of shops,

especially in
urban markets,
space is at a pre-
mium. That’s a
challenge. And
if self-calibration
sensors come
into play in the
future, if you
invest in that
space now, what happens if [self-cali-
bration] eliminates the need for it down
the road? Did you just make an invest-
ment that may be become unnecessary
a couple years down the road? That's a
hard question to grapple with. But by
2022, auto-braking is going to be stan-
dard, and I think that calibration space is
going to become more and more neces-
sary on a much wider range of the entire
fleet, so I do think there’s an opportunity.
There’s tons of room to be first in your

AARON
SCHULENBURG

market as the go-to source that has in-
vested in the space and equipment and
tools right now.

The technician shortage has
long been an issue for this
industry. The U.S. economy is
at full employment, and when
that happens, even fewer
people go to community col-
leges or trade schools where
this industry gets some of its
new techs. Given all this, what
specifically is working for you
in terms of recruiting, develop-
ing or retaining the human re-
sources your business needs?
Troy: For us, it’s especially difficult
because we're in a rural area. There'’s
just not a large pool of talent to draw
from. The last thing you want to do is
take somebody else’s technician. So
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five years ago
we started an
apprenticeship
program where
these kids who
potentially
would have
been going to a
trade school, or
who want to get into the trade, start off
here with a team, as an apprentice un-
der one of the lead technicians that we
have. They start off at minimum wage.
They get raises as they become more
efficient. They have the ability to work
their way up and become a journeyman
while getting paid to do it. In four or five
years, they're either in charge of a team
or they're splitting commissions with

TROY LINDQUIST

the head technician of that team. So
finding these people becomes a little bit
easier because now you're not looking

for that journeyman technician. You're
looking for that kid who likes to work
on his car. And once the word got out
about these kids becoming part of this
program, others came and found me
rather than us having to look for them.
Mariah: Part of the problem is the
industry as a whole has a negative
image with some parents and school
counselors. We had a tech tell us how he
had been a 4.0 student and had schol-
arships to go to lots of universities, but
he really wanted to be a collision repair
technician. He told his school coun-
selor he was excited about going to tech
school, that it was his passion. But the
counselor just berated him and said,
‘You're wasting your talent, how dare
you. You could do so many things. Why
would you want to be a technician?
That's such a dirty job. Years later when
the student had a chance to speak to a

group of school
counselors
[including his
own], he didn’t
identify the
counselor but
said, ‘Twant you

to know I make
more money
than you do, and I have better career
opportunities than you do.” We need
parents and students and counselors
to know you can go on any hiring site

MARIAH SAMPSON

in the country and find companies look-
ing to bring technicians on.

Scott: We do the same thing as Troy,
an apprenticeship program where we
use a team concept. We also go to the
trade schools and we talk to the me-
chanics. This is a great time for our
industry to say we need ‘techies’ now.
Before we never did. But now these
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people performing these calibrations and doing the scanning
are techies. We can recruit those people.

What specifically within your business are you
dedicating resources (financial or otherwise) to
this year and next?

Mariah: For 2018, our top priority has been focusing on
OEM certifications and training, making sure we're following
all the OEM procedures and that our technicians are aware
of where those (OEM) resources are, how we access them.
Moving into 2019, one of our biggest focuses is going to be
marketing. We're seeing the industry starting to slow down,
both in collision repair and car sales in general. So we want
to make sure that we're maintaining our front-of-mind aware-
ness with our customers.

Scott: OEM certifications are the
big deal for us as well. We're focusing
on the ones we want to do, the cars that
I prefer that we work on. I'm not going
to run out and get Audi or BMW certi-
fication when the insurance company
is paying me the exact same money
to work on a Honda. We're also doing

SCOTT BENAVIDEZ
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some weekend events, like a women’s
weekend, where we invite them in
to learn how to change a tire, how to
use the systems on their vehicles. Or a
back-to-school night where new driv-
ers can learn these things. That com-
munity involvement is really helping

our business.

Paul: I would say marketing espe-
cially through social media is the big avenue that we're focusing
on this year and next. We feel you can get more for your money
doing things of that nature than the old traditional ways.

Aaron: [ think the OEM certifications absolutely are the
way a lot of shops are going. Focusing on the [brands of] vehi-
cles they see alot of is a good piece of advice for shops [choos-
ing which certifications to pursue]. But the reality is that even
in a market where there may not be a ton or Porsches or Audis
or Mercedes, there are some of those vehicles and someone
has to serve those customers. So looking at ones where you can
specialize is a way that you can still get a meaningful return in
cases where you are the one [who can repair those vehicles].

PAUL SGRO

We've talked about some of the challenges you
see for your business and the industry. What
sources of advice and assistance do you turn to
help you address those?

Scott: For me, it's trade organizations. I think SCRS is doing a
great job, and we at ASA are doing a great job. I think people are
losing interest in those, and it needs to ramp back up. When we
get together through trade associations, we can stand together
and share information.

Paul: I've belonged to a 20 Group for 13 or 14 years. We meet
four times a year. I think it's important to know your numbers, to
know where to make the investment, and to know if that's work-
ing or not. You have to know where you're making money and
where you're losing money. I wouldn’t be where I am today if I
wasn't part of that group and hadn’t been involved with SCRS
over the years.

Mariah: My husband just got his MBA and someone
asked me if I was going back to school to get mine. I laughed
and said I don’'t need to get an MBA. I can go to SEMA where
SCRS does an amazing job of putting on classes. There are
also so many great industry articles out there. I think just
taking a half-hour a day to peruse through those — and en-
couraging your staff to read those articles, too — is key to
having a successful organization. N

JOHN YOSWICK is a freelance writer based

in Portland, Ore., who has been writing about the
automotive industry since 1988.
info@crashnetwork.com
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THE COLLISION EXECUTIVE

It's not about the money —
it's about great management

Learn to build a motivated team by listening to shop owners who already have

ome of the things I've helped shops
improve over my career are very tan-
gible: better processes, better financial
reporting, better use of materials and

better estimating.
But one of the key differentiators I've seen be-
tween good shops and really great shops is more
intangible: the ability of the shop's leaders to de-

o

i

velop aloyal, motivated team of employees. WHAT REALLY
MOTIVATES

PEOPLE IS YOU
BEING A CARING
PERSON. THEY
WANT TO BE
TREATED RIGHT,
RESPECTED AND
WANT TO BE
EMPOWERED.

To some extent, the ability to do that may
be somewhat innate. Just as someone may be
a natural-born “people person” for whom cus-
tomer service comes easily, I think some people
are natural-born leaders who can inspire and
motivate others.

But that doesn't prevent anyone from develop-
ing and improving their ability to build an engaged
and dedicated team in their business. So based on
my belief that motivating employees begins with
great management, I turned to a couple of shop
owners who have built a motivated, loyal work-
force within their business. Over my next several
columns, I'll share the tips and advice they offered.

Motivating employees begins with great management.
As a second-generation shop owner, Paul Sgro leads a team of
24 employees at Lee’s Garage in West Long Branch, NJ. He said
any shop owner who wants to motivate employees first needs
to take alook in a mirror.

“The culture of my company begins with me and my char-
acter,” Sgro said, and he believes that's true for any business. “It
starts with who I am and what I do. That translates to everyone
else. If you're a caring person, and you work hard and plow
through, your people working with you will emulate that”

It’s not about the money. So often when we talk about
motivating employees, we're talking about a pay plan or an
incentive structure. The most successful leaders say that's not
their focus.

“The pay plans don't motivate people,” Sgro said. “I've had
employees in the past who worked for us that were all about
money, money, money. Theyre not here anymore. The bottom
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line is that it wasn’t about the money. In their mind
it was. But it wasn't”

The money may have been their excuse for
leaving, he said, but the real issue was they didn't
fit into the shop’s culture. “What really motivates
these people is you being a caring person,” Sgro
said. “They want to be treated right. They want to
be respected. They want to be empowered.”

Show them respect and appreciation. Jost

Garage is a fourth-generation collision repair busi-
ness in Wall Township, N.J. When I asked Barry Jost
if money is what motivates his 32 employees, he
echoed much of what Sgro said.

“The biggest motivator isn't financial,” Jost said.
“I've read that 100 times and I never really believed
it until I started digging into it. A lot of it is just
strong communication and positive reinforce-
ment. Go tell the guys, "You know, you really killed
it today. Tell the painters, ‘You know, that was really
a tough color. Thanks for sticking with it”

There can be a financial element to showing
them you care about and appreciate them, the shop
owners each said, but that's not about the pay plan.

“In the summer, we'll do a fieldtrip, take them all to a ball-
game or some sort of function, to keep everyone feeling like part
of a team,” Jost said. “Healthcare is something where we try to
take care of everybody as family. We have a really strong pack-
age for that — the percentage of what we pay for them and their
spouse and family.”

But the appreciation can also be simple.

“If you've worked somewhere for a period of time, you want
to be recognized for that,” Sgro said. “We have an employee com-
ing up on a 10-year anniversary with us. We always do some-
thing for those anniversaries.”

I'll share more of Paul and Barry’s suggestion for motivating
your team in my upcoming columns. N

STEVE FELTOVICH of SJF Business Consulting, LLC, works with
dealers, MSOs and independent collision repair businesses to make
improvements and achieve performace goals.
sjfeltovich@gmail.com
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OEM repair issues have no
place in public policy arena

Pre- and post-repair scans should be industry norm

he 2018 state legislative season saw -

several states consider mandating the
use of OEM repair procedures.

Why isn’t following OEM repair
procedures a common practice by collision re-
pairers? Why don't all insurers require it as part
of their DRPs? The question arises as to why pol-
icymakers are being brought in to referee what
should be the accepted practice by all parties in-
volved in collision repair. First, let’s take a look at
what we saw in the 2018 state legislatures:

Indiana - The Indiana Legislature consid-
ered OEM repair procedure legislation that was
amended to allow a work-around by recommend-
ingadherence to “industry standards” as an alterna-
tive to the vehicle manufacturer's repair procedures.

Rhode Island - Rhode Island’s legislature
sent the governor a bill that prohibits insurance
companies from mandating the use of aftermar-

|

under certain timelines. Important for this discus-
sion is language that required the use of OEM re-
pair procedures but for OEM parts only.

Illinois - Legislation was introduced in Illi-
nois that required estimates to include the use of repair speci-
fications by the OEM for those parts, and no repair facility or
installer may use repair specifications or procedures that are not
in compliance with the OEM for those parts authorized by the
customer in writing.

Common to all of these bills was an interest by grassroots
shops in those states to see reform relative to OEM repair pro-
cedures. Indiana’s bill died in a conference committee. Including
an “industry standards” baseline of repair versus OEM standards
provided the path to the bill's end.

Although Rhode Islandss legislation became law, it was ren-
dered less effective by restricting the OEM standards requirement
to OEM parts only. The linois bill did not gain significant traction.

Mechanical repairers find the lack of scanning in the colli-
sion industry confusing. Some collision shops are now, at times,
without insurer reimbursement, pre- and post-repair scanning
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vehicles. Recently at the Collision Industry Confer-
ence (CIC) during the Automotive Service Asso-
ciation’s (ASA) NACE Automechanika in Atlanta,
Ga, CICs Governmental Committee addressed
OEM repair procedure legislation. Led by ASA Past
Chairman Darrell Amberson, panelists discussed
the importance of using OEM repair procedures
in a collision repair. In addition, panelists Janet
Chaney of Cave Creek Business Development,
John Eck of General Motors and Wayne Weikel
of the Alliance of Automobile Manufacturers (Al-
liance) highlighted the importance of scanning.

Questions and comments that followed the
CIC presentation supported the use of OEM re-
pair procedures and legislation mandating such
practices, if necessary.

ASA and the Alliance recently held a press con-
ference to announce a joint effort in 2019 to estab-
lish public policy assuring collision repairs follow
OEM repair procedures. These policies should also
include pre- and post-scans. ASA and the Alliance
will be working together to assure policymakers
are educated about the importance for the safety
of vehicle owners, passengers and the motoring
public that OEM repair procedures are adhered to and scanning
is a common collision repair practice.

Unfortunately, the lack of an industry solution was obvious
during the 2018 legislative session when we saw the aforemen-
tioned bills introduced. Many consumers assume that these prac-
tices are followed and the vehicle has been scanned.

During the press conference, ASA pointed out that many con-
sumers do not understand that there could be problems with a
vehicle that is not necessarily indicated by a light or other vehicle
information process. Until insurers and repairers find common
ground on these repair procedures and scanning, the call for gov-
ernment intervention will only get louder. N

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. riredding@reddingfirm.com
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Forming the dream team

Maaco MSO leverages metrics, training to beat industry profitability benchmarks

JAMES E. GUYETTE // Contributing Editor

9 After Doug Engle spent nine years in a franchisee
support role at the corporate office, he and some like-

minded associates decided that theyd better get Maaco — as in
forming an MSO to become a part of Maaco’s lineup of regional
ownership entities.

“I'm now fortunate to continue learning daily from the lead-
ership ‘Dream Team’ we've assembled,” says Doug, president
of the Stonewall Road Automotive Group, which has grown to
encompass 10 Maaco locations.

He describes the Dream Team’s roster as including Taso
Bournousouzis, “a world-class operator” and former multi-unit
franchisee who heads Stonewall’s East Coast operations and
is a key member of the senior executive team; Mike Murphy,
also a former top Maaco franchisee who oversees the Michi-
gan shops as regional director; Mark Seifert, “a Maaco legend”
and vice president and general manager of the Garden City,
Michigan shop; and Chad Slabaugh, “a rising star in this busi-
ness” who operates one of the largest Maaco’s in the country in
Troy, Michigan.

Of his previous position at Maaco’s Charlotte, North Caro-
lina headquarters, Doug recalls that “while my job was help-
ing franchisees, I am certain that they taught me more than I
ever taught them. I learned from some Maaco ‘living legends;’
Frank Furino, Steve Chertock, Ivan Montoya and Brian Green-
ley, just to name a few. But I really feel like I learned something
from everyone.

A standout lessen that took hold was, “Sometimes you learn
what to do, while sometimes you learn what not to do.”

In December of 2016 Stonewall opened its first shop in Ab-
erdeen, Maryland. ‘After a rough start, that center has become a
consistent sales and profit generator. We opened three more in
April 2017 and grew gradually before opening No. 10 in March
0f 2018, Doug recounts.

“Ibelieve one of our success keys is managed growth. That
means two things: Choosing the right acquisition targets, and
growing at a pace that your infrastructure can handle,” he says.

“Decades ago Maaco was known for overall paint jobs and
‘bumping’ only. Today, our centers perform full collision repairs
in state-of-the-art shops with all the latest tools and technology.
At the shop level, what sets us apart is our ability to perform the
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TONEWALL ROAD AUTOMOTIVE GROUP LLC

Troy, Michigan // www.stonewallauto.com
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No. of customer vehicles per week combined
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same high-quality repairs as our competitors — and do it both
faster and less expensively, and do that while beating industry
benchmarks for profitability, Doug explains.

“Our sweet spot is the cosmetic collision,” he continues. “We
excel in those repairs while other shops focus more on the big
hits. And while the ARO (average repair order) on those looks
nice, the smaller repairs are an underserviced market that due
to our production processes can be very profitable for us, and
convenient for the customer. In other shops those repairs go to
the back of the line. With us those customers’ cycle times can

PHOTOS: STONEWALL ROAD AUTOMOTIVE GROUP LLC



expect to be dramatically shorter.”

Avoiding the pursuit of Direct Repair
Program (DRP) affiliations, “Our bread
and butter is retail and fleet. But main-
taining a relationship with a high-volume
fleet account is very similar to DRPs, it's
all about the numbers,” Doug points out.
“Even though with this account we have
been ranked No. 1 regionally and Top 2
or 3 nationally, we are always looking to
improve our metrics.”

Investing in specialized equipment
“has recently allowed us to impact ARO
and cycle time,” he says. “We were able to
lower our bumper replacement percent-
age all the way from 65 percent down to
25 percent. That actually impacts our
bottom line just as much as the client.
This has strengthened what was already
avery positive relationship.”

Applying careful consideration to
the hiring process is another technique
that has proven to be beneficial to the
business. “We have a healthy respect for
what it takes to run a profitable shop,”
he elaborates. “Therefore, our recruiting
strategy focuses on experienced people
with a track record of success running
a collision center. It is not unusual for
MSO groups to adopt the ‘business-is-
business-and-management-is-man-
agement’ philosophy; that leads to the
hiring of non-industry managers - and
we haven't seen many examples of that
strategy working.”

Offering medical coverage and a re-
tirement plan are complimented by an
above-average salary and bonus sched-
ule, “but I think the biggest plus we pro-
vide is opportunity and career path,” he
notes. “We are looking for people who
want to build something special, and top
performers will have the opportunity to
rise quickly within the organization.”

Several strategies are utilized to main-
tain positive relationships with the com-
pany’s suppliers: “The first one is simple
— pay your bills on time,” Doug advises.

“We have a billing process that pays
weekly. Even though our terms with

N\
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most vendors is 30 days, we process
invoices every week. Almost as impor-
tantly, we manage our return rates and
consistently receive positive feedback
from vendors,” he adds.

“Since we are part of Maaco we have
a sizable advertising budget, but adver-
tising alone can only get you so far. You
can't out-advertise a bad reputation,” says
Doug, a factor that additionally drives the
entire staff’s commitment to delivering
the best in customer service. Extra steps
are taken to encourage online reviews,
and “as much as 40 percent of our busi-
ness comes from repeat and referral”

Franchising opportunities
Beginning in 1972 with founder Tony
Martinos first pilot location in Wilming-
ton, Delaware, parent-firm Maaco has
grown to include more than 500 inde-
pendently owned and operated franchis-
es. The chain combined with Meineke to
form Driven Brands in 2008.

President Jason Ryan welcomes fur-
ther expansion and invites potential fran-
chisees to apply. “Maaco is continuing to
grow throughout North America, with
the opportunity to more than double
the number of Maaco locations in the
US. and Canada,” he says.

SEARCHAUTOPARTS.COM VOL.57.09 29
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“Not only do we offer opportunities
for entrepreneurs who want to operate
one or two shops, we provide market-
wide territory options for investors. Our
continually growing scope and scale
build upon our resources as a strong,
viable North American brand to make
either ownership path a profitable one,’
says Ryan. “And, with North American
purchasing programs, enhanced stan-
dard operating procedures, dynamic
national brand campaigns and the back-
ing of Driven Brands, Maaco provides a
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model for investment success.”
Cited benefits include:

« Over 42 years of automotive paint and
collision repair experience

« Outstanding earning potential

+ World class, comprehensive training
program

« Ongoing operating support and
assistance

« Territory protection

+ Unmatched buying power
Additional buildings and build-to-suit

sites are also being sought. The body

shop locations must be zoned for auto

painting and collision repairs; long-term

leases of about 15 years are preferred.

Building and land purchases, multi-

tenant buildings and existing body shop

facilities will be considered as well.
Some of the site specifics are:

« Existing freestanding building

« Building size: Approximately 6,000-
15,000 sq. ft.

« Zoning: Auto body and paint

« Parking: 35 cars (desired)

+ Ceiling height: 14 ft. or greater

« Electrical: 3-phase, 280-amp service
“Uh-Oh, Better Get Maaco’ is the

iconic slogan Maaco has used for years

to communicate our services with cus-

tomers, but it's proven to be a great sell-

ing point for potential franchisees, too,”

says Rob Cambruzzi, vice president of

franchise sales and development. “Now

is the time to take advantage of the op-

portunity to own your part of the nation’s

leading provider of automotive paint and

collision repair services” N

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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Introducing Mercedes-Benz StarParts

An authentic parts option—at exceptional prices.



Made for vehicles 5 years and older, StarParts features a number of the common maintenance
items you use the most, including:

* Brake Discs °* Brake Pads < Cabin Filters ¢ Oil Filters * Spark Plugs ¢ Wiper Blades

Backed by a one-year warranty* that includes parts and labor, StarParts can offer enhanced
margins to 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.
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Know your worth when you
think “I can’t afford it"”

POSITIVE AND SUCCESSFUL ACTION AND OUTCOME STARTS WITH YOUR THINKING

MIKE JONES // Contributing Editor

any of us would say that
“anything is possible.
However, when we are
faced with something
that we do not have the full capacity or re-
sources for, we often resign to a belief that
we can't have that thing or we settle for
somethingless than what we really wanted.

If you authentically believe anything
is possible, you would never say “I can’t
afford it”

In my book, Unreasonable Possibili-
ties, I talk about how much the conver-
sation that we are having with ourselves
leads to our behaviors, because your en-
ergy and actions will follow your thoughts
and you behave in accordance to what
you authentically believe to be true.

When you create a conversation that
says ‘I can’t afford it,” you are saying that
impossible exists and you do not feel that
what you want is available to you. If you
were committed to and believe you really
wanted it, then you are saying you are not
worth having it. If you really believe that
you are worth having it, then you are say-
ing that you are not committed to make it
happen, which ultimately means that you
really do not believe you can have it and,
therefore, you are not worthit.

In Chapter 3 of my book, entitled
“Change Your Mind, Change Your World,’
I talk about the difference between the
flag and the wind. The flag is passive; it
sits around waiting for an energy to show
up to give it direction. The flag always
moves in the direction of the biggest
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energy; the flag is waiting for permission
to take action. The wind is deliberate;
it is purposeful. The wind provides the
energy that determines direction, speed
and the ebbs and flows. The wind makes
a statement, and it is bold.

When you say, “I can’t afford it,” you
are being the flag, waiting for something
to happen to you in order for you to re-
ceive the things in life that you say you
want. When you are being this flag even
if something or someone shows up and
provides you with the resources you
need, you will not be able to replicate
that success, unless your winning strat-
egy of having someone else do it for you
is manifested every time.

Whatever you want is available to you,
no matter how large or small. However,
you must believe it before you see it. Your
wins and losses are occurring in your
thinking before you take any action, so
take a moment to check the conversation
you are having with yourself.

If you have a conversation with your-
self that says “keep your outcome realis-
tic,’ be aware that where your definition
of realistic begins is where your belief in
what is possible ends. When you identify
something as unrealistic, the only thing
you have authentically identified is your
capacity to believe beyond what you can
see or what you presently possess the re-
sources to obtain.

As soon as you say ‘I can’t afford it
you give ALL of the negative forces in the
universe permission to work against you.
An “I can't afford it” attitude is not just
about money. It is a belief that permeates

throughout a person’s entire belief sys-
tem.  had a young high school client who
was a swimmer. He had been taught that
because of his height he would never be
able to swim certain times in his events.
He believed this coach who was teaching
him that he could not afford it. This coach
basically was saying that this young man
did not have the resources, talents, gifts
or the possibility of being an amazingly
successful swimmer because of his size.

Well, he was not likely going to grow
another inch and that was outside of his
control; however, there were a few very
powerful things within his control that
were game changers.

When he believed that he did not
have the resources to swim those times,
he behaved in accordance to that erro-
neous truth and therefore empowered
every negative force that was available
to keep him from reaching that outcome.

After he attended our breakthrough
leadership training, I began coaching him
at his dads request. He had a tough time
believing he could afford it, that he could
swim faster times with the body he had.

I taught him how to set a very specific
outcome he was committed to, and then
he developed a list of meaningful benefits
he would receive after reaching that out-
come. We determined the time frame to
reach his outcome and decided who his
accountability partner would be.

Our next focus was to take the first
step necessary to get a quick win, with
the understanding that every coin has
two sides. I informed him that I did not

>> CONTINUES ON PAGE 36
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TRAINING EVENTS

SEPTEMBER 11

SERVICE REPAIR PROBLEMS AND
SOLUTIONS THAT JUST MIGHT
BENEFIT YOUR SHOP TECHNICIANS

MECHANICAL

MOMENT

LAND ROVER REAR SUSPENSION SAGS
AFTER REPLACING BATTERY

VEHICLE:
2007 Land Rover LR3 (LA) V8-4.4L
Automatic Transmission/Transaxle

MILEAGE:
112,003

PROBLEM:

After replacing the battery, the customer
noticed the rear suspension was lower
than normal. The tech retrieved a DTC
C1131 — an Air Spring Supply code from
the Suspension Module.

DETAILS:

The tech visually inspected the system for
air leaks and checked the reservoir valve
block pipes for correct routing and instal-
lation. He did not find any issues.

CONFIRMED REPAIR:

The ALLDATA Tech-Assist consultant rec-
ommended performing a steering angle
sensor relearn procedure. The procedure
was simple — turn the steering wheel from
lock to lock. After performing the relearn

procedure, the tech cleared the DTC. The
ride height went back to normal and the
problem was resolved.

Not an ALLDATA customer? For
access to this valuable experience-
based repair data and reliable OEM
information, go to ABRN.com/trialnow
to start a free trial.

This tech tip and others come from
ALLDATA Tech-Assist, a diagnostic
hotline of ASE-certified 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.

ASA-Midwest Wichita — Why price
doesn’t matter: The truth about
labor rates

Applebee’s, N. Columbia Center Blvd.

Kennewick, Washington

SEPTEMBER 13
I-CAR: Adhesive Bonding

Manhattan Area Technical College
Manhattan, Kansas

SEPTEMBER 18

I-CAR: Steering and Suspension
Damage Analysis

Kent Career Technical Center
Grand Rapids, Michigan

OCTOBER 3
I-CAR: Aluminum Exterior Panel Repair
and Replacement

Stuart Career Center
Baytown, Texas

OCTOBER 29-NOVEMBER 2
Society of Collision Repairers —
Repairer Driven Education

Las Vegas Convention Genter
Las Vegas, Nevada

OCTOBER 30
Collision Industry Conference

Renaissance Hotel
Las Vegas, Nevada

OCTOBER 30-NOVEMBER 2

SEMA 2018

Las Vegas Convention Center
Las Vegas, Nevada
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>> CONTINUED FROM PAGE 34

embrace Murphy’s Law — everything that
could go wrong will — instead, Discover
Leadership Training had established our
own law that anything that could possibly
go right, will go right. This young man be-
came aware that both of these beliefs were
available to him and he could choose ei-
ther of them in every given moment.

He continued living these principles
and following this process and as a result,
improved his times and his successes.
He was able to get a full scholarship to a
prestigious university, which was his out-
come, and additionally, he became the
captain of the university’s swim team. I
have taught these same principles and
processes to students, business owners
and executives from all over the world.

Here are the five simple, small steps
you need to take to get ANYTHING that
you want in your life when you under-
stand that you indeed can afford it.

#1. Identify what you want by setting
an outcome and make a commitment to
that outcome. Buy a business, increase
sales, improve your relationship, get
physically healthier, get a promotion,
improve your grades, get a better job.

#2. Develop 5-7 very meaningful
benefits you will receive when you reach
your outcome. These benefits should
have some emotion attached to them.
The benefits should be things that will
make a positive, significant impact on
your life and on the lives of others.

#3. Determine what your time frame
will be. Once you have determined your
time frame to reach your outcome, I rec-
ommend that you establish some shorter
time frames or milestones to be able to
observe your trending and to give your-
self something to hold you accountable.

#4. 1dentify someone you have a trust-
ing relationship with and share your out-
come with them. It will be important to
give them permission to hold you account-
able to do what you said you would do.

#5. Have the courage to take the first
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step to make the outcome your reality.
Once you understand what you want, ask
yourself repeatedly, what am I committed
to do today to get to my outcome? As soon
as you identify this step, you may find it to
be avery scary step! Courage is not absence
of fear; real courage is acknowledging the
fear, remaining focused on your outcome
and your meaningful benefits and taking
the step in spite of the fear.

If my outcome is to get a promotion
to shop manager this year, as soon as |
establish the outcome, I contextualize the
appropriate positive conversation that I
will create with myself. The appropriate,
positive energy and actions will follow
that conversation.

The first thing I would do at that point
is go to the person who would ultimately
determine my state of readiness for the
position that I am focused on obtaining
and have that person make me aware
of all of the skills and attributes they are
looking for in a shop manager. It is criti-
cal for you to determine how they feel
you stack up in this moment and what
areas they believe you need to work on
to be the person selected for the position,
whether it is available right now or not.
It is important for you to be able to see
yourself through their eyes.

Once you are armed with this infor-
mation, if you are still focused on the out-
come of being promoted to that position,
then it is time to make a commitment
to Just do WIT (Whatever it Takes). As
soon as you make that commitment the
resources you need will come into view
as you realize that all that you need to
do today is 100 percent of what is avail-
able to you. You must realize that every
journey begins with the first step and the
appropriateness of every step is authenti-
cated based on the outcome that you set.

Now, at this point most people would
sit down and craft out a plan. If that is your
choice then go for it however, I believe that
crafting a plan in this situation will bring in
limitations to what is available to you. If you

come up with a plan, it will be historical in
nature, based on things that you have done
in the past or someone elses opinion of how
you should approach it based on their past
successes. I am of the opinion this approach
is playing not to lose and will not distinguish
you from the crowd, because most of them
will use this same safe approach.

If you want to potentially create
something really special, then I recom-
mend that the only plan that you have
is to “be in the moment.” You know what
your outcome is, you have made a com-
mitment to make it happen. I suggest
you craft five to seven very meaningful
benefits you will receive from obtaining
this promotion. And then continually live
every moment asking yourself what am
I committed to do today to take the next
step to get to my outcome?

Irecommend that you do what I refer
to as a “mental rep” where you project
yourself to the outcome, create in your
mind what it will feel like to arrive at
that outcome. See yourself experienc-
ing the benefits of the outcome. What
you have now done is empowered all of
the powers of the universe to help you
see all of the incredible opportunities
and resources available to you to make
your outcome a reality. You will literally
be able to see yourself trending to your
outcome as you become aware that ev-
erything in the universe is conspiring for
your success and anything that can pos-
sibly go right, will go right.

When you choose to approach the
things you want using these powerful
principles and processes, you will ex-
perience greater successes in both your
personal and professional life. N

MIKE JONES is the founder
and president of Discover
Leadership Training, a next-
/ 1 level leadership development
: solutions company in
Houston, Texas. He encourages others to
create a better version of themselves by
realizing their untapped potential.
mikej@discoverleadership.com
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TACKY NETTING

Easy to install (like a shower curtain). Cutting the netting is easy. Just use
Just hook netting thru eyelets. the #555 RBL snippet cutter blade.

“Since we put up the netting my denibbing and polishing time is cut in half.”
- Alex Vega, Auto Firm

“The Tacky netting is a fast and easy way to help eliminate dirt.”
- Ben C, Schottmillers Team
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HOW PROPER REPAIR DOCUMENTATION LEADS TO PROPER PAYMENT

SEAN GUTHRIE // Contributing Editor

»ou

ecause I said so” “Everyone

knows you have to do it”

“Isn’t it obvious?” These are

simple phrases to answer the
constant question of, “why are you billing
me for this?” We've all heard it: “you're
the only one asking for this” or “my boss
says you don't actually have to do that
Nearly every month I read another article
of another shop opening a suit against
an insurance company that refused to
pay for something. Many times, I read
these articles and wonder if the evidence
that will be presented in court was ever
presented before. I also wonder if those
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situations truly warranted the items being
requested. Were those items reinforced
with some sort of proof?

In our industry, like everything in
life, we have extremes. There are shops
that cut every corner they can to reduce
costs, decrease cycle time, and make
it easier for their technicians. On the
other hand, there are those shops that
seemingly go out of their way to add ev-
erything they can to increase the cost, in-
crease cycle time, and make the repairs
as hard as possible. I am not trying to
disrespect either end, but ultimately, we
have to be responsible for our actions.

Successful shops are those that first and
foremost repair the car to OEM guide-
lines and the first question they ask is,
“what is the safest way to repair the ve-
hicle?” Once that is determined, if there
is more than one option, then they con-
sider what is best for the customer, in-
surance company and their employees.

Armed with the chosen repair
method, an estimate can be written to
accomplish that desired repair. The es-
timate is the manual the technician will
use to fix the car. If the manual is miss-
ing steps (labor and/or parts), then the
vehicle may not be repaired per the de-

PHOTO: SEAN GUTHRIE



sired repair method or delays will arise
to create a supplement. Proper estimat-
ing and proper repair planning are im-
perative for proper repairs. We train our
writers to first analyze the vehicle and
determine which major parts are going
to be removed/replaced/repaired. We
start with the big items and work to the
smaller items, researching all available
repair procedures. Printing the repair
procedures in order to have them avail-
able while you write the estimate is a
must to ensure the estimate will include
everything needed to follow them.

As important as the OEM repair pro-
cedures are, documents from the mate-
rial and equipment suppliers are also
crucial. Paint companies have guide-
lines and requirements, adhesives have
instructions that must be followed, and
you may have limitations with tools that
are available. Considering all constraints
and requirements while developing the
repair plan is extremely important. When
the blueprint for rebuilding the vehicle is
completed, then the estimate has to get
approved. Pretend like you are sitting in
a courtroom having to explain to a judge,
who knows nothing about cars — much
less repairing them — why you need to
do what you wrote down.

Each line on the estimate should have
something to justify it. Broken parts need
a photo; parts removed for access can be
photographed or the repair procedures
can justify them; materials used and ad-
ditional work required can be justified by
the repair procedures and/or instruction
sheets. Scan every document into the file
so they are all readily accessible with the
photos. This helps both getting paid and,
in the future, if you ever have to defend
how you repaired the vehicle. Don't stop
attaching the proof and expect someone
to understand how to interpret those
lengthy, sometimes poorly written docu-
ments. Each line that is even slightly un-
intuitive should be noted to help explain
the reason for it. For example, make a
line note on an R&l line to refer to repair

procedure X on page Y, paragraph Z for
reason part must be removed.

Line notes are imperative to proper
documentation. Refer back to the pho-
tos, refer back to the repair procedures
and refer back to the instructions from
your other sources. It may seem exces-
sive and arguably not required to do
all of these steps, but you can either do
them and get paid or not do them and
not get paid. More and more compa-
nies are going to desk review and the
people doing those reviews have never
repaired a car, likely have never been in-
side a body shop. The companies who
do come out and look over the car with
you can be just as difficult. They are lis-
tening to you talk, but your goals and
their goals do not align. Hopefully they
have the same first goal of repairing the
vehicle safely and correctly. However,
one goal that will never align is they want
to control cost while body shops make
their profit with the money from the re-
pairs. Instead of verbally going over the
documents, provide them to the person
doing the review. Let them read them
and be there only to help answer their
questions. Educate them; don’t alienate
them due to their lack of knowledge. At
some point everyone has to learn.

You can always have a reasonable
discussion with a reasonable person. In
this industry, however, there are many
who do not seem to be reasonable. This
again goes back to different motives, and
let’s be honest — we all have bad days.
A “no” today may not be a “no” tomor-
row and it certainly may not be a “no” to
someone else. When you receive a “no”
you can always yell and scream and kick
someone out of your shop. [ know many
shops who have managed to be success-
ful doing that. Unfortunately, those ac-
tions are remembered for a very very
long time, and I can assure you that it
will never get easier to get paid using
that method. I also venture to guess that
most suits we read about started with a
similar aggressive action.

TRAINING

LINE NOTES ARE IMPERATIVE TO
PROPER DOCUMENTATION. Refer
back to the photos, repair procedures and
the instructions from your other sources to
ensure you have a complete and thorough
file of the repairs.

We want to win every battle, but there
are times when you have to concede to
ultimately win. Here are a few things I
consider. Are we going to do it for free if
we don'’t get paid for it? If the answer is
“no,” then is it really necessary or would
it just be nice to be paid for it? If the an-
swer is “yes,” then either do it for free and
document doing it or go up the ladder
and get paid for it. Many times in our
shops, when we get a “no” we proceed
as if we had gotten a “yes” — document-
ing each step that we weren't originally
paid for and then submitting the evi-
dence when those steps are completed.
This is one more step of education. Yes,
you do risk still not being paid, but you
continue to grow that relationship and
the next time it is more likely to be a “yes”
than a “no”

Going up the ladder should be done
tactically. The first step is to ask the per-
son you are dealing with who their supe-
rior is so that you can call them to discuss.
Even if you know who it is, by asking it
will make that person reevaluate their po-
sition. When you do get to the next level it
has to be done even more delicately with
each rung of the ladder you go up. The
primary focus has to be on education,
not compensation. Compensation will
come, but if you only demand to be paid
they will pay you once, and you will have
to battle every time after. You want to be
able to get paid every time those steps
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are required, and education is the only
way that will happen.

Education is the most important pro-
cess in proper compensation. Documen-
tation is important, but it is really only
a gateway to education. While people
can read repair procedures and instruc-
tion booklets, reading and understand-
ing are very different. If your struggle is
being paid for test welds, then set up a
test weld demonstration with the carrier
that you aren’t being paid by. Get your
best welder. Make him practice doing
welds that look good but are structur-
ally bad. This will be harder for him then
you think, so make sure he practices.
Also get a set of used tips for the STRSW
and polish them up so they look good.
Next, perform those bad welds that look
good in front of the group you want to
educate. Ask them if they think the welds
are acceptable. Then make them destruct
them; they need to do it so they can see

just how easy they fail. Then replace the
tips and adjust the MIG welder and re-
peat. Let them see how visually the welds
look the same as the first set. Then let
them try their hardest to make the welds
fail. Explain to them how this process has
to be done to ensure the tips, wire, gas,
welder settings, are all right BEFORE
welding on a vehicle. The next time there
is a welded-on panel you will have a very
good chance of being paid for test welds
from any adjuster who witnesses this.

Scans are another area in which you
may not be getting properly compen-
sated. Set up a demonstration with ve-
hicles that have no malfunction lights on.
Scan them and show them how many
codes are actually present. It is all about
education.

Teach a man to fish and he will have
fish for life, give a man a fish he will only
have one. Educate the adjusters and get
paid on all claims in the future; demand

to get paid and get paid once.

With documentation you can justify
that what you are asking for is required.
Documentation is ultimately still “be-
cause THEY said so.” While it should be
enough, it can still fail to make sense to
those who believe “those documents are
only written so shops can make more
money.” With education you can answer
why it is necessary and remove the faith
required to accept “because I or they said
so.” It takes time and work to reach a level
of education that makes compensation
easy but, in the end, it is worth it. N

SEAN GUTHRIE is the
director of operations for
Car Crafters Collision
Centers in in Albuquerque,
NM. Sean oversees the
seven locations handling
their DRP and OEM relationships. Sean is
I-CAR platinum, ASE certified, multiple OEM
trained and sits on two advisory boards.
sean@carcrafters.com
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Expect More. Expect TYC.

As Good As Any Prescription

Lamps are your “eyes” on the road, enhancing both visibility and safety. TYC's
premium automotive lamps undergo strict testing and detailed manufacturing
protocols to ensure safety, functionality and durability. With quality that are
independently certified by NSF and CAPA, over 70% of national auto insurers
prescribe Certified Lamps. Choose TYC the next time, every time!

For more information about TYC™ replacement automotive parts, consult your
TYC™ representative or look up parts online at www.TYCUSA.com
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While better for the environment, converting from solvent to the most advanced

refinish technology available is also a smart move for your bottom line. The
ENVIROBASE® High Performance basecoat system from PPG also delivers
superior color match accuracy and exceptional cycle time performance. It's no
wonder more shops have converted to the best-selling waterborne technology
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STEEL SOLUTIONS

REPAIRING MARTENSITIC STEEL IN AUTOMOTIVE BODY STRUCTURES

JOHN CATTERALL // Contributing Editor

n today’s world, innovation is key
for the automotive and steel in-
dustries. Steel’s role in automo-
tive is constantly evolving as au-
tomakers face increased demands for
performance, lightweighting, value and
sustainability. To meet these challenges,
the steel industry has been working with
its automotive customers to develop
and apply advanced high-strength steel
(AHSS) in future vehicles, providing tai-
lored solutions for each application. In
fact, there are more than 200 automo-
tive steel grades (Figure 1) featuring an
array of properties, including formability
up to 60 percent, and strengths from 200
MegaPascals (MPa) to 2000 MPa. Steel's
versatility offers automakers a high-value
solution to meet fuel economy and per-
formance requirements.
As these new steels are introduced,
itis crucial for the steel industry to work
closely with the automotive repair in-
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Aluminum Alloys

dustry to ensure proper technologi-
cal knowledge is available. In order to
make repairs, technicians must be able
to recognize vehicle materials in order
to create a plan of repair, understand the
tools and techniques needed for the re-
pair, and provide the consumer with an
accurate cost and time estimate. Thus,
quality structural repairs are necessary
to maintain the strength and properties
of steel and ensure restoration of the ve-
hicle to original performance, durability
and level of crash protection.

Looking back

In the article “Advanced high-strength
steel repairability,” December 2017, we
discussed the repairability of AHSS,
evaluating several steel grades’ sensi-
tivity to thermal exposure taking place
during heating to soften the material
for straightening, typically by flame.
AHSS are typically produced by non-

200 500 800

Yield Strength vs. Elongation %

STEEL STRENGTH DUCTILITY DIAGRAM

44 SEPTEMBER 2018 ABRN.COM

1100
Tensile Strength (MPa)

traditional thermal cycles and contain
microstructural constituents, such as
martensite, whose mechanical proper-
ties can be altered by exposure to elevat-
ed temperatures. This is problematic, as
this temperature sensitivity can alter the
mechanical behavior during welding re-
pair or flame straightening, seriously af-
fecting the structural performance of the
AHSS components after the repair. To
assess the response of AHSS to repair,
metal inert gas (MIG) welding was eval-
uated on selected samples (HSLA 340,
DP 600, DP 780 and TRIP 600 steels).
This process was deemed as an accept-
able weld repair process for AHSS with
no concerns over reducing the perfor-
mance of the as-repair components.
Building on this insight, the Auto/
Steel Partnership (A/SP), in collabo-
ration with our members — AK Steel
Corporation, ArcelorMittal, FCA US
LLC, Ford Motor Company, General

1400 1700 2000
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Motors Company, Nucor Corporation,
and POSCO — has completed another
phase of repair evaluation of AHSS
body components. In particular, mar-

tensitic (MS) steel grades were studied
using various weld repair processes to
create new options for weld repair. The
results of this study will allow OEMs to

4.95 mm

PRODUCTION REPRESENTATIVE SPOT WELD

REPAIR REPRESENTATIVE SPOT WELD
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4.91 mm

update their repair process strategies
as necessary.

Materials

In this work, roll-formed martensitic
(MS) steels and press-hardened steels
(PHS) were selected for evaluation at a
thickness of 1.0 mm. These steel grades
are used in areas where exceptional
strength and anti-intrusion are needed,
including such applications as the A-pil-
lars, B-pillars, rockers and rails. Specifi-
cally, the materials evaluated were: MS
1500, MS 1700 and PHS 1500.

Martensitic steels: Martensitic
steels have very high tensile strengths
(800 MPa to 2000 MPa) and are pro-
duced by transforming the austenite
from the hot-rolling or annealing pro-
cess to martensite during quenching
on the run-out table or in the cooling
section of the continuous annealing
line. MS steels are characterized by a
martensitic matrix containing small
amounts of ferrite and/or bainite, as
shown in Figure 2.

Press-hardened steels: Press-
hardened steels (PHS) are formed at a
minimum temperature of 850 degrees
Celsius (thus fully austenitized) fol-
lowed by a cooling rate greater than
50 degrees Celsius per second to en-
sure a martensitic microstructure and
the desired mechanical properties are
achieved. The implementation of press-
hardening applications (quenching in
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the forming die) and the utilization of
hardenable steels are promising alterna-
tives for optimized part geometries with
complex shapes and springback issues.

Test procedures

This project’s testing specifically evalu-
ated the following repair processes: resis-
tance spot welding (RSW), gas metal arc
welding (GMAW), gas metal arc brazing
(GMAB) and mechanical fastening. Pro-
duction and repair adhesives were also
included in some of the repair processes.
Shear and cross tension testing, as well
as shear tension fatigue and metallurgi-
cal cross-sections were performed. Shear
tension and cross tension testing used a
loading rate of 10 mm/min. Fatigue test-
ing was performed in load control (R=0.1)
using sinusoidal loading. Failure was de-
fined as complete separation. In cross-
section examination, one specimen for
each process and material combination
was cross-sectioned, mounted, polished
and etched. Through this testing, exist-
ing automotive repair matrices will be
expanded with AHSS, now ranging in
strengths from 780 MPa to 1700 MPa.

Test matrix: To see the complete
summary of the project’s test matrix of
material combinations and processes,
visit ABRN.com/TestMatrix.

Test sample layout: Schematics of
shear tension and cross tension speci-
men configurations can be viewed at
ABRN.com/schematicsare.

Joining processes:

Resistance Spot Welding (RSW) —
Representative production resistance
spot welds were created using the
welding schedules as detailed in AWS
D8.9M and targeted a weld size of 5.0
mm diameter. Resistance spot welds
representing typical repair procedures
were created using a Pro Spot i5 welder
set in the automatic mode. This created
indentations that were greater than the
production welds, but they performed in
a similar manner during testing, as seen
in Figures 3 and 4. Both production and

48 SEPTEMBER 2018 ABRN.COM

GAS METAL ARC PLUG WELD

GAS METAL ARC BRAZED JOINTS

HEMLOK RIVET



47% MORE AD

When used on aluminum, or any metal for
matter, AG47™ Lightweight Grip Filler and Ici
Lite Gold Finishing Glaze deliver A+ adhesion
thanks to Z-TEC™ Adhesion Booster. In additio
to adhesion, these two power products guaraniee
faster-than-before dry times and awesome
sandability.

i .
- “,‘I l. %, 2

Chalk that up to the makers of USC. ,&
Call 800.321.0672 to find a local distributor. "%“.'

Maximum adhesion -
to all metals

*Data findings in a technical laboratory study found that Icing Lite provides 47% more
adhesion and AG47™ provides 33% more, compared to leading competitive products. USChem .Com



EEETTTYZ/  ADVANGED MATERIALS

service welds were evaluated with and without adhesives.

Gas Metal Arc Welding (GMAW) — Gas Metal Arc plug
welds were created by drilling 8 mm diameter holes in the top
sheet and then filling them with weld wire material. A cross
section of this type of weld is shown in Figure 5. Bohler Union
X96 MAG 0.8 mm diameter filler wire was used with all the ma-
terials evaluated. In addition, an ER70S-6 filler wire was evalu-
ated on the 1.0 mm MS1500 EG material to assess whether a
lower-strength weld wire would affect the results. In all cases, a
90 percent Argon and 10 percent CO, shielding gas was used.

Gas Metal Arc Brazing (GMAB) — Gas Metal Arc Brazed
joints were created by cutting a 6 mm-wide by 20 mm-long slot
in the top sheet and completely filling it with ERCuSi-A 0.9 mm
diameter wire. A 100 percent Argon shielding gas was used.
Figure 6 illustrates the typical cross section for a typical GMAB
repaired joint.

Mechanical Fastening — The mechanical fastening evalu-
ated in the study was a 6.4 mm diameter 02221-00812 Hem-
lok rivet applied into a 6.7 mm diameter hole drilled through
both sheets (Figure 7). Hemlok rivets were evaluated with and
without adhesive.

Adhesive — A representative crash-toughened adhesive,
Henkel 5089, was used for the production resistance spot welds.
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require new air treatment tools. Waterborne finishes require air that is
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The adhesive was cured for 30 minutes at 177 degrees Celsius.
A typical service adhesive (3M07333) was used for the service
resistance spot welds and Hemlok rivets, air cured for 24 hours.
For all adhesive application, a 3.0 mm diameter bead was ap-
plied across the width of the test coupons. To guarantee any
baking effects on the steel samples were captured, all samples
were put through a baking cycle even if they had no adhesive.

Results
For all repair procedures evaluated in this study, the test re-
sults demonstrated similar or better strength levels as com-
pared with the production RSW joint. In general for fatigue
loading, all joint procedures studied demonstrated improved
fatigue over the production RSW joints. In tension loading on
the two MS grades, the repair procedures resulted in equiva-
lent strengths, such as with RSW or GMAB, and significantly
improved strengths as with GMAW and Hemlok. Although the
general tension loading results are relatively similar with PHS
1500, the RSW and GMAB repairs show some loss in strength
over the production joint and need more evaluation. Shear
tension loading showed acceptable results for most of the
procedures except the Hemlok without adhesive, which dem-
onstrated a reduction in strength over the production RSW.
When the adhesive was added to the joints, the shear ten-
sion loads were improved significantly while the cross tension
loads showed little effect. The addition of adhesive would allow
the Hemlok rivet to be used for repair in a highly loaded joint.
Adhesives typically are engineered to work best in shear load
conditions. Production adhesive joints generally had higher
performance than repair adhesive joints, for both shear tension
peak loads and fatigue. This is likely a result of the production
bake cycle providing a better cure of the adhesive.

summary

Through A/SP’s collaborative efforts between automakers and
the steel industry, this repairability project offers the repair com-
munity validated AHSS repair strategies on martensitic grade
steel to apply in today’s vehicles. It is important to not only con-
sider the specific grade of steel and coating used in the appli-
cation, but also the specific loading of the joint being repaired
to assure the best available procedure is used to achieve the
desired performance. Additional information from this project
and other A/SP repair projects is available on a-sp.org and will
be presented at upcoming technical conferences. N

JOHN CATTERALL is the executive director

of the Auto/Steel Partnership. He maintains and
enhances the partnership between auto and steel
investors and executes strategic projects to develop
lightweight steel solutions to meet the current and
future needs of automakers.
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TALKING

TECHNOLOGY

TWO OEM REPRESENTATIVES SHARE

THEIR INSIGHTS ON ADVANCED

MATERIAL DEVELOPMENTS TO COME

head of the 7th Annual
Global Automotive Light-
weight Materials Summit

that happened late last
month (Aug. 21-23 in Detroit, Mich.),
event organizers sat down with repre-
sentatives from two OEMs to discuss
advanced materials development and
what is to come.

Jason Balzer, Body Structures Super-
visor, Technical Specialist, is with Ford
Motor Company and Jeff McGarry is En-
gineering Group Manager, ME Body in
White Dispense Technologies with Gen-
eral Motors. Here is what they had to say.

Can you give us an introduc-
tion to your background and
the current activities you are
working on with your respec-
tive employers?

Balzer: [ have a BS in Mechanical
Engineering from Kansas State Univer-
sity, and MS in Engineering Management
from University of Michigan. I've been at
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Ford almost 20
years. Most of
my career has
been spent in
Body Structures
with half of it in
our Advanced
Engineering or-
ganization and
the other half on the Applications side,
designing and releasing parts for pro-
duction. My career started as a Weight
Engineer developing new lightweight
designs, predominately in magnesium.
I've held development and research posi-
tions on the 2004 F-150 and 2013 Fusion
body structure teams, and in between in

o

JASON BALZER

our advance areas. I'm currently a Body
Structures Technical Leader within
Production Development. My team is
focused on development and implemen-
tation of new body structure technolo-
gies to reduce the weight of our vehicles.

McGarry: I am currently the Engi-
neering Group Manager for Body ME

Dispense Technologies. My team is re-
sponsible for the equipment and pro-
cessing of adhesives and sealers within
the body shop. Recently we have focused
our efforts on application optimization to
apply the right amount of adhesive and
avoid the quality issues from over appli-
cation (weld and paint quality issues).

What role do you see high-
strength steels playing in
future mobility with the
transition to electric and
autonomous vehicles over the
next 5 to 10 years?

Balzer: High-strength steels will con-
tinue to play an important role in our ve-
hicles. It provides a good balance between
performance (stiffness & strength), man-
ufacturability and cost. Some of the new
grades show promise to aide with vehicle
weight reduction as well.

What are the main technical
challenges to increased use of

PHOTO; GETTYIMAGES / BRADCALKINS



Gen 3 steels and how are these being overcome?

Balzer: Joining, specifically LME (liquid metal embrittle-
ment), is one of the main challenges the industry is working
to overcome.

What developments can we look forward to in
terms of new steel alloys for lightweighting of
vehicle components and assemblies?

Balzer: I think more formable high-strength steels. Gen3
steels are a great start with good formability at the 1000 and
1200 Mpa levels, but I think looking forward, we're going see
more formable material.

What materials and technologies do you see
having the most potential in delivering cost-
efficient automotive lightweighting?

Balzer: All materials have their place. We're really focused
on using the right material in the right application.

McGarry: Continued advancement in next generation
steels, Gen 3+.

What main developments do you see in structur-
al adhesives and bonding in the next 5 years?

ADHESIVE, SEALANT DEMAND UP
WITH ADVANGED MATERIAL USE

Frost & Sullivan’s recent analysis of the Globall
Automotive Adhesives and Sealants Market reveals

that increased adoption of high-performance products
such as crash safety adhesives, liquid applied sound
deadeners (LASD), advanced high-temperature-
resistant silicones and waterborne acrylics are expected
to drive new growth opportunities and revenues. Frost &
Sullivan anticipates the global automotive adhesives and
sealants market to grow at a CAGR of 4.4 percent until
2024 and reach more than $12 million.

Five trends creating market growth include:
Increased adoption of water-based, eco-friendly acrylic
emulsions in the paint shop and BIW segments, and
enhanced adhesive technologies; a surge in electric
vehicles driving higher adoption of adhesives and
sealants; global automotive OEM adoption of common
vehicle platforms across regions; increased demand for
SUVs in China, hatchbacks and sedans in India, and
promising automotive production in the Middle East
and Africa in the Rest of World (ROW) region; and
regulatory norms for GHG emissions and fuel economy
standards, resulting in adoption of lightweight materials.
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McGarry: I see developments in adhesive materials that
allow greater control during application and processing. Im-
proved wash resistance to avoid paint quality issues. Materials
that are more stable over longer periods of time.

What are the main challenges to increased use of
adhesives and how are these being overcome?

McGarry: One of the biggest challenges is in process verifi-
cation. Verification of adhesive wet-out within the joint can only
be completed by destructive evaluation. Destructive evaluation
is costly and time consuming. Ultrasonic evaluation appears
to be the future, but the technology is not robust enough for
widespread use in the body shop.

What do you see as the biggest challenge for
the automotive industry?

McGarry: I see the biggest challenge as the balance
between lightweighting, vehicle performance and corrosion
performance.

What car/motor vehicle do you drive?
Balzer: 2016 Mustang GT350
McGarry: 2008 Corvette Z06 N
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% ChALLENGES, OPPORTUNITIES 4
IN'MODERN-MATERIALS

I-CAR continues to lead and drive the conversation on industry-wide topics, concerns, needs,
solutions and advancements. This article comes from I-CAR and was first run in the I-CAR Collision
Reporter publication. The panel investigates the materials revolution and what is to come.

ew materials and com-

posites are redefining our

industry — from all fac-

ets. What is the impact of
new, advanced and complex materials
industrywide on repair and training, a
shop's business, the environment, CAFE
standards, etc.? What are the myths,
challenges and opportunities impact-
ing our industry?
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Jason Bartanen, I-CAR's Director of
Industry Technical Relations, sits down
with three industry experts to discuss the
materials revolution and what is to come
in the automotive industry.

The subject-matter experts we will
hear from today are:

+ Jody Hall, Ph.D. and vice president
of the Automotive Market at Steel Devel-
opment Institute in Southfield, Mich.

« Michael Hoke, owner of Abaris
Training Inc. He is representing Ad-
vanced Composite/Carbon Fiber Train-
ing in Reno, Nev.

« Doug Richman, Technical Com-
mittee Chairman for The Aluminum As-
sociation’s Aluminum Transportation
Group and the former vice president of
engineering with Kaiser Aluminum in
Bloomfield Hills, Mich.
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There’s no question that the
proliferation of advanced and
complex materials will contin-
ue. What excited you the most
about this trend and what are
the considerations that may
be keeping you up at night?
HALL: “We've been collaborating (suc-
cessfully) with automakers for many
years. What excited me is that collabora-
tion gives us opportunity to deliver more
performance, more light weighting and
other key attributes to automakers to help
them meet their needs.

What keeps
me up at night?
It's mostly cen-
tered on fuel
economy and
greenhouse
gas emissions.
This is actu-
ally leading to
undue burdens
on the automakers, since the materials
they need to use to get the light weight-
ing and meet governmental demands
is leading to higher material costs and
higher investments in their body shops
and investments in complicated scrap
sorting systems, among other things. In
terms of the consumer, those prices get
passed on to the consumer.

HOKE: The automotive industry is
really running the advances for the en-
tire composites industry, including aero-
space, these days. They're doing so much
work, so fast, to advance the technology
on the automotive side and primarily
make things less expensive and quicker.
The aerospace industry led technology
for decades and now it’s the other way
around; the automotive industry is lead-
ing it. That's probably the biggest single

JODY HALL

change I've seen.

What keeps me up at night is the lack
of trained repair technicians (who are
carbon fiber structure-trained); we really
need to work on that. If you have a car
in San Francisco, Los Angeles, Atlanta or
Miami, you can probably find somebody
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to fix a carbon fiber structure. But if you're
in much smaller cities, it’s hard to find
anybody that can do that kind of work.
RICHMAN: What excited me and
has for most of my career is the advance-
ment of technologies to make cars better.
It's been continuous. Cars have gotten
safer and more comfortable, with better
handling and braking. And a lot of that
has come from the advancement of new
materials, and so it's been a wonderful
experience as an engineer, participating
in this accelerated improvement in tech-
nology. And I see the future continuing
at an even faster pace with all the bright
young engineers and the engineering
tools that are available to these engi-
neers now. It's wonderful to watch.
What keeps me up at night are also
these new materials; many of them look
like the old materials, but they're not.
They're different. They have to be man-
aged differently; they have to be joined dif-
ferently, handled in the repair and there’s
no way a trained metallurgist can detect,
by eye, the different grades of aluminum,
but they will act very differently in a repair
environment. They require different ma-
terials for coatings and attachments. So
it is vital, more vital than ever before, that
the repairer gets good information that
they can count on. I know they want to
do the job right and then make sure that
they have the tools, the training and the re-
sources to do that. If the repair is not done
properly, the customer won't have the level
of integrity and security that they and their
families should have in that vehicle. But I
know it can be done — I know they can
preserve that safety factor, if it's done right.

At the end of the day, are
today’s advanced materials
enhancing the integrity of the
vehicle structure?

HALL: Yes, definitely. You see a lot bet-
ter collision performance, based on the
design of the materials used in the vehi-
cles, as well as better ride and handling
and all of those at much smaller mass,
so they're helping with fuel economy.

And automakers would definitely be in
a different place today if they didn't have
these advanced materials.

HOKE: [ think so if they're well en-
gineered. You know carbon fiber is not
known as being a good structure for im-
pact resistance — it’s brittle and it tends to
shatter on impact, whereas DuPont Kevlar
takes impact quite well and that's why it is
used in things like bulletproof vests. Over
time, Formula One race teams have all
made their cars extremely crashworthy
using carbon fiber composites. It's amazing
— impacts that would have been serious
even 10 years ago, they're walking away
from now. Formula One is probably the
safest form of racing now because of car-
bon fiber composites; with good engineer-
ing, you can design your crumple zones.

RICHMAN: I don’t think there’s
any question that the structures of the
modern vehicle are vastly superior to
the structures of even 10 years ago. The
materials and the engineering skills and
computer resources that the young en-
gineers use today, the engineers who
are designing these structures, it's be-
yond what anybody had 10 years ago.
The result is much more efficient struc-
tures that absorb energy in collisions —
they're stiffer, stronger and lighter than
was imagined 10 years ago.

Do you think the industry is
working more collaboratively,
upstream, to design for col-
lision repair with these ad-
vanced materials? What can
we learn from this?

HALL: Yes, speaking on behalf of the steel
industry, we've been working upstream
for along time collaborating with partners,
collaborating with a group of automakers
to help deliver good repair procedures on
all of our new grades. I think the thing that
we can learn from is that this has been
successful, but if we can improve the tim-
ing of delivery, that will help everybody
even more. So, as we are developing our
next generation of steels, which are the
third generation of advanced, high-strain
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steels, we are putting emphasis on timing
for delivering repairs.

HOKE: I don’t have much informa-
tion on that. I can tell you that the cars
I'm most familiar with, two types of cars,
the Lamborghini and the Alfa Romeo
4G, for both of
these cars they
made a deci-
sion that if any
body panels
are damaged,
they just get
replaced. They

MICHAEL HOKE

don’t even at-
tempt to repair the body panels, except
maybe a minor paint scratch or some-
thing. I don’t know how that repair phi-
losophy might translate to less expensive
cars, but that's what's happening now.

RICHMAN: I do see some good en-
gineering skills in the OEM engineering
groups and service engineering groups;
seems like they have a voice in the early
stages of design. The thing I'm truly im-
pressed with though, is the OEM guide-
book; the recommended procedures
for each model — that they think that
through and provide a text on how to do
the job right.

I-CAR offers nine vehicle-
specific courses addressing
some of the complexities
of advanced vehicle repair.
What are other ways we
can strengthen collective
knowledge and solutions?
HALL: Ispoke earlier about the training
modules that we have available and how
we're adding to the repairability. So, I think
that not only sharing the repair portions
with -=CAR and others in the industry, but
also explaining all the different grades of
steel and what their differences are and
how they're applied in the vehicle, will
help them understand how the repair pro-
cedures fit those particular applications.
HOKE: We are trying hard to learn
more about 3-D printing and those tech-
nologies. We've created an association
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with a company that makes a lot of these
printers; they've been sending students
to us for quite a while and sending us
some parts that they've made. We want
to help them develop some of the newer
things coming along and printing actual
composites and not just non-reinforced
plastics, which is most of what they do
now. The difference between a compos-
ite and a plastic is that a composite has
fiber reinforcement and a plastic doesn't.
This partner is really strong in plastics,
but they're getting into composites in
a big way, and they're very motivated.
We're trying to work with them.

RICHMAN: Well, perhaps work with
the OEM design people, along with your
colleagues in the OEM service depart-
ments, to try to find what can be done in a
practical way to improve repairability. An-
other area that I've been troubled with is
the issue of riv-
ets. I think this
fastener thing, it
needs to be ad-
dressed. There
are 3-4 major
aluminum
body fastener
manufacturers.
They all make
a different fastener. And they all make a
different fastener for almost every gauge
of materials they do. I liken it to, if the
SAE didn't have a standard bolt, could
you imagine how difficult it would be to
build a car? Not only is it a problem in the
repair area, but the OEM facilities and
body shops have to have a whole array
of expensive equipment because every
fastener is different. What we need as an
industry is to address some levels of stan-
dardization here.

o

DOUG RICHMAN

New and different materials
have many implications for
repair, from diagnostics to
tooling to repair guidelines. Is
the industry ready for these
advanced material vehicles
driving into their bays — from

assessors to technicians to
owners?
HALL: Good question. We work mainly
with automakers, help them develop the
right repair procedures, and we rely on
them to proliferate that throughout the
repair community. However, we share
information at conferences, and we are
actually creating a training module. We
have a training program for advanced
high-strength steel and we're adding a
portion on repair to enhance that.
HOKE: [ don’t think most appraisers
are ready — we've had a couple...take
classes here with us to try and learn how
to appraise higher-end cars with carbon
fiber technology; if it's unpainted and
clear-coated, there’s no way to repair
those without having to replace. Now,
ifit's painted, that's a different structure.
If it's painted, it's now like a regular car.
Naturally, we can repair it, get body work
and paint it. The repair will be invisible.
RICHMAN: I think I-CAR does a
fabulous job of training technicians and
managers in the repair industry to do
the job right. I've been to a lot of repair
shops over the last five years and I see a
real sincere dedication to doing the job
right, using the tools. The training that
I-CAR and the OEMs provide is just in-
dispensable. Right now, the capacity to
repair new materials is more than is re-
quired today in the marketplace to meet
all the needs of the market, but that
need is growing very quickly. There’s
nothing wrong with being ahead of the
push, but a lot of industries could learn
from what I-CAR and the auto industry
have put together. N
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RADIATORS AND CONDENSERS
Toyota's Genuine Toyota Radiator and
Condenser product line is designed
to provide the superior performance,
reliability and precise fitment you
expect from Genuine Toyota Parts.
Engineered to the strictest quality standards, this product line is
designed, tested and approved by Toyota, providing you with quality
radiators and condensers at highly competitive prices. To ensure
your repair meets Toyota's standards for fit, function and reliability,
always use Genuine Toyota radiators and condensers.
WWW.TOYOTAPARTSANDSERVICE.COM

MEMBRANE DRYER

The WNA AMD-035 Membrane
dryer is your best choice when
your compressed air application
requires ultra clean and ultra dry air. According to Walmec North
America, the WNA AMD-035 Membrane dryer has a 4-stage
pre-filtration that is critical to the longevity and function of the
membrane dryer. It has a flow rating of 35 SCFM and maximum
working pressures of 1560 PSI. The AMD-035 Membrane Dryer
is the best choice for applications such as waterborne paints that

require the highest standard of clean and dry compressed air.
WWW.WALMECNA.COM

MINI SANDING BLOCKS
Motor Guard has introduced a first a
of its kind line of miniature sand-

ing blocks. Constructed of a specially formulated compound, their
ergonomic shapes allow for fine, fingertip sanding on a wide va-
riety of profiles and body lines. Mini-Blocks are available in three
styles: the Rectangular Mini-Block (MB-10) for flat sanding and
sharp corners, the Double D Mini-Block (MB-11) with radiused
sides for sanding inside contours, and the Curved Mini-Block
(MB-12) for complex body lines and details. Each block measures
3-1/2 inches in length.

WWW.MOTORGUARD.COM

TOOL STORAGE

Monster's new creeper seat with storage
tray and dual drawers (part no. MST00490)
allows you to keep commonly used tools
handy. This space-efficient creeper seat
has a heavy-duty construction that will

last in any rough and tough garage. With

its extra padded seat offering outstanding
relief, there is no need to strain your back
or crush your knees. Its four wide swivel casters make rolling over
uneven surfaces a breeze.

MONSTERAUTOTOOLS.BLOGSPOT.COM
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www.kia.com

GENUINE QUALITY
PIECE BY PIECE.

When you want
more than the sum
of its parts, look no further.

Genuine Parts

Designed to meet the demands of Kia's
specifications, look no further than Genuine Kia
collision parts. Going with Kia is the best way to
ensure easy installation, precision fitting, durable
reliability and value. Backed by the Kia warranty,*
our parts give added confidence when you're on
the road or away from it.

* Kia Genuine collision parts old by an Authorized Kia Dealer under warranty are covered
for the greater of (1) the duration of the New Vehicle Limited Warranty or (2) the
first 12 months from the date of installation or 12,000 miles, whichever comes first.
Labor charges not included when not installed by an Authorized Kia Dealer. Warranty
is limited. See retailer for details. See Kia's Replacement Parts and Accessories Limited
Warranty for further details.
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AUTO BODY REPAIR NETWORK 444

Collision Shops, Towing,
Auction Sites, Dealers,
Recyclers, OEM’s

Tow Pro  $2.60
Autowriter $3.75
Posca $3.50
Sakura $3.10
Bopagla $2.15
Unipaint $3.86
MPD-15 $1.30
Volume Discounts!

Call 888-906-9370 or online at
MarkingPenDepot.com

You! Can do paint pinstriping with the

STB IPG n® Paint Pinstriping Stencil Tape
for the sharpest painted-on stripes Marketing solutions ﬁt for:
. FOR FREE SAMPLES CALL TOLL FREE
s r *Tr how/POP Displ
1(300) 228-1258 Outdoo ; ao_'els o d,/ OP Displays
Paint stripe complete cars or match and repair just DlreCt Mai T SOCI‘a Media ol
about any stripe that comes into your shop as easy * Print Advertising  * Radio & Television
as 1-2-3 with our unique stencil tapes. Just apply
the stencil, paint over it and peel it offl Leaves the
cleanest, sharpest line. Available in 56 different styles.
Logo Licensing | Reprints | Eprints | Plaques

Finesse g)mmg?, Fne. www.finessepinstriping.com

Leverage branded content from ABRN to create a
more powerful and sophisticated statement about
your product, service, or company in your next
marketing campaign. Contact Wright's Media to
find out more about how we can customize your
acknowledgements and recognitions to enhance
your marketing strategies.

for Web Exclusives and

Advertising Opportunities For more information, call Wright's Media at
Go to our Websites 877.652.5295 or visit our website at

www.searchautoparts.com R wightyiediggen
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THE LAST DETAIL

Time management amid
growing admin burdens

Part One of this two-part series tackles how adding more staff alone is not enough

ith more and more tasks

being assigned to the shop,

we are faced with this ques-

tion: How do we balance
all the administrative demands while still
managing overhead? The simple answer is
always adding more staff. That may address
the administrative demands, but the busi-
ness owner knows that is not always an op-
tion when looking at the bottom line.

To create a successful customer experi-
ence and repair process as well as meet all
the ever-growing administrative demands,
we must focus on effective time manage-
ment. This includes a laser focus on our
goals and the elimination of wasted activi-
ties. Activity that does not produce results
of an exceptional customer experience, a
safe and proper repair process in a timely
manner, and effective claim management
should and must be eliminated. It may
sound cliché, but if you fail to plan, then
you indeed plan to fail.

There have been several times I have
been told by my employees, “I do not have time to call my
customers,” or “I do not have time to research repair proce-
dures for every vehicle,” etc. Ultimately, it is my responsibil-
ity along with the other leaders of our organization to coach
our team members on how to manage their time effectively.
In doing this, we are not only setting us up as a team to suc-
ceed, but we are also teaching a skill that benefits so many
other facets of life.

Stephen R. Covey says, “Habit is the intersection of knowl-
edge (what to do and why), skill (how to do) and desire
(want to do).” I believe in order to begin the time manage-
ment coaching process, there must be an understanding of
these three things. If these three basic principles do not exist,
there will be a cycle of micro management, frustration and
inconsistent activity and results.

Let’s take, for example, the customer experience and keep-
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IF YOUR EMPLOYEES ARE
GIVING YOU EXCUSES
FOR NOT PERFORMING
TASKS, YOU MAY NEED TO
HAVE A DISCUSSION WITH
THEM TO DETERMINE

IF THERE IS A LACK OF
DESIRE AND MOTIVATION
IN HOW THEY VIEW THEIR
RESPONSIBILITIES.

ing our customers informed. The knowledge
portion is that I need to contact my custom-
ers regularly to keep them updated on the
repair status. The “why” is transparency
throughout the repair process with the cus-
tomer. Ultimately, the “why” is trust.

The next fundamental is the skill, or how
to go about implementation. How should
I accomplish keeping my customers in-
formed? Depending on my customers’ pref-
erence, it could be a phone call every other
day, text messages and/or email messages.
Most likely, it'’s a combination of all three.

The last fundamental principle is the
desire. If I don’t want to contact my cus-
tomers, I am going to be more likely to pro-
crastinate or avoid communicating with
them and make excuses for why I do not
have time to do it. If your employees are
giving you excuses for not communicating
with customers, you may need to have a
discussion with them to determine if there
is a lack of desire and motivation in how
they view their responsibilities.

It is important to coach each position to determine what
important functions, tasks and relationships must be accom-
plished and developed daily. This process should be done
jointly with the manager and team member. We do not want
to dictate someone’s day; rather, each person should have own-
ership of developing the most effective plan. One way that we
have started the coaching process on time management is to
have our teams track their days for a week time frame.

Look for Part 2 of this column next month, when I will
discuss in more specifics how to teach your team members
to plan their day for optimum efficiency. =

SHERYL DRIGGERS is the owner of Universal Collision Center

in Tallahassee, Fla. Through her career, she has gained specialized
experience in marketing, management, public speaking, teaching and
fiscal oversight. sheryld@universalcollision.com
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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.

NMODERN
CLASSIKK
/&,—v&

AkzoNobel

AN_203657_140917




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (Coated FOGRA27 \050ISO 12647-2:2004\051)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.5
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo false
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo false
  /PreserveFlatness false
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Remove
  /UsePrologue false
  /ColorSettingsFile (None)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages false
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 180
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages false
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 180
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages false
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 300
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects true
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly true
  /PDFXNoTrimBoxError false
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier (CGATS TR 001)
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<
    /ENU ([Based on '[PDF/X-1a:2001]'] Use these settings to create Adobe PDF documents that are to be checked or must conform to PDF/X-1a:2001, an ISO standard for graphic content exchange.  For more information on creating PDF/X-1a compliant PDF documents, please refer to the Acrobat User Guide.  Created PDF documents can be opened with Acrobat and Adobe Reader 4.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /BleedOffset [
        9
        9
        9
        9
      ]
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /HighResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MarksOffset 6
      /MarksWeight 0.250000
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PageMarksFile /RomanDefault
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
    <<
      /AllowImageBreaks true
      /AllowTableBreaks true
      /ExpandPage false
      /HonorBaseURL true
      /HonorRolloverEffect false
      /IgnoreHTMLPageBreaks false
      /IncludeHeaderFooter false
      /MarginOffset [
        0
        0
        0
        0
      ]
      /MetadataAuthor ()
      /MetadataKeywords ()
      /MetadataSubject ()
      /MetadataTitle ()
      /MetricPageSize [
        0
        0
      ]
      /MetricUnit /inch
      /MobileCompatible 0
      /Namespace [
        (Adobe)
        (GoLive)
        (8.0)
      ]
      /OpenZoomToHTMLFontSize false
      /PageOrientation /Portrait
      /RemoveBackground false
      /ShrinkContent true
      /TreatColorsAs /MainMonitorColors
      /UseEmbeddedProfiles false
      /UseHTMLTitleAsMetadata true
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [600 600]
  /PageSize [612.000 792.000]
>> setpagedevice


