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SHERWIN-WILLIAMS 

ANNOUNCES Q4 TRAINING

SWAF introduced its 
training opportunities for 
the fourth quarter. Held at 
training centers across the 
country, the courses are 
designed to provide critical 
skills for maximizing profi ts 
and productivity.
ABRN.COM/Q4TRAIN

UNDERVALUED 

LABOR RATES

In this latest podcast of 
Remarkable Results, Carm 
Capriotto talks with Cecil 
Bullard on the issue of 
undervalued labor rates 
in the industry among 
both shop owners and 
consumers.
ABRN.COM/UNDERVALUE

CIECA SYMPOSIUM 

FOCUSES ON 

INNOVATION, STANDARDS

CIECA held its 10th 
annnual symposium in 
Tampa, Fla., and tackled 
blockchain, photo 
estimating, OEM vehicle 
recalls, parts procurement, 
telematics and more. 
ABRN.COM/CIECA18

TESLA TO TAKE COLLISION 

REPAIR IN-HOUSE

Tesla founder Elon Musk 
said the company plans 
to conduct most collision-
related repairs “in-house” 
rather than relying on third-
party body shops. Tesla 
operates a small network of 
branded repair centers. 
ABRN.COM/TESLA

MITCHELL HOLDS ANNUAL 

MPOWER CONFERENCE

Mitchell hosted its annual 
mPower Conference last 
month and discussed 
the impact of intelligent 
automation, vehicle 
complexity and proper and 
safe repairs and customer 
experience. 
ABRN.COM/MPOWER

>> SETTLE CONTINUES ON PAGE 12

STATE FARM SETTLES 

RACKETEERING CASE 

FOR $250 MILLION 
BRIAN ALBRIGHT // Contributing Editor

State Farm has agreed 

to an 11th-hour, $250 

million settlement in a racketeering 

class action case that alleges 

the insurance company paid big 

money to install a state supreme 

court justice in Illinois in an effort 

to overturn what could have been a 

$1 billion judgement against it in an 

earlier class action case involving 

the use of aftermarket parts. 

The plaintiffs in this case (Hale 

et al. v. State Farm et al) claim that 

the insurance company bought off 

Justice Lloyd Karmeier by fi nancing 

his campaign, and that the judge 

voted in their favor during their 

appeal of the original class action 

suit (Avery v. State Farm). By 

settling, the company avoids a trial 

where Justice Karmeier may have 

had to testify, and where it faced 

the possibility of ponying up $10 

billion in damages. The settlement 

was announced the same day the 

trial was set to begin. 

INDUSTRY TRAINING

The HD Repair  Forum an-

nounces it will host its second 

annual conference for the heavy-duty 

collision repair industry on April 2-3, 

2019 in Fort Worth, Texas at the his-

toric Hilton Fort Worth.

“The inaugural HD Repair Forum 

was a success. Our goal was to bring 

the decision makers and influencers 

of the industry together with the hope 

of helping drive improvement for all 

ABRN WIRE REPORTS // 

HD REPAIR FORUM TO HOLD 2ND 

ANNUAL HEAVY-DUTY CONFERENCE

>> HD CONTINUES ON PAGE 10

PHOTO: HD REPAIR FORUM
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industry stakeholders. As evidenced 

by the list of attendees and the level 

of engagement, the Forum clearly fills 

the need. Attendees were able to share, 

learn and network with the leadership 

in the heavy-duty collision repair in-

dustry,” explains Brian Nessen, co-

founder of the HD Repair Forum. 

The 2018 conference featured tech-

nical and management training from 

some of the most well respected com-

panies and trainers in the industry. In 

addition, executives from Navistar and 

Peterbilt discussed their new vehicle 

technology and the challenges repairers 

will face in the future. Several co-located 

meetings, such as AkzoNobel’s 20 group, 

were held during the week that brought 

in some of the best repairers in the 

United States and Canada. The vendor 

expo brought high visibility to support-

ing organizations that are committed to 

serving the industry.   

“Our goal is simple,” states Nessen. 

“Provide heavy-duty collision repairers 

with an avenue to collaborate with the 

key influencers in their business. Vehicle 

manufacturers, insurers, independent 

appraisers, information providers, tool 

& equipment suppliers, paint manufac-

turers and paint body and equipment 

suppliers are welcome.” 

The HD Repair Forum expects its 

second conference to bring additional 

OEM participation, to continue the dis-

cussion on industry repair standards, 

as well as provide relevant training 

and education for shop owners and 

managers. 

For more information on the HD Re-

pair Forum and its second annual con-

ference check www.hdrepairforum.com 

for evolving updates. 

>> HD CONTINUED FROM PAGE 8

MANAGEMENT SUCCESS REBRANDS AS DRIVE
CHELSEA FREY // Senior Associate Editor

Management Success, an automotive, collision and truck repair 

consulting and training group, recently announced its rebrand-

ing as DRIVE at its SHOP OWNER’S EXPO in Pomona, Calif., 

October 19-21.

DRIVE’s CEO, Bill Kilpatrick, answered some questions posed 

by ABRN about the company’s rebranding and future. 

ABRN: Why did your company decide to rebrand?

Kilpatrick: Management Success has been a leading 

name in business consulting for 25 years. I took control of the 

company when Mike Lee passed away. Mike was a wonder-

ful friend, and I deeply respect his knowledge of the industry 

and his wit. I came in with a background in technology, and I 

saw the opportunity to make changes. Th e decision to rebrand 

is big. We are modernizing our content top to bottom. Th is 

impacts every service we off er.

ABRN: What is unique about DRIVE and the history be-

hind the rebrand?

Kilpatrick: Years ago, I launched a software company that 

grew to 100 employees and it was acquired by General Electric. 

Software development is in my blood. Th e technology com-

pany I have been incubating is now fully integrated with the 

automotive aftermarket. We have quadrupled the size of our 

development force.

ABRN: How is DRIVE helping repair shops be successful in 

this rapidly changing industry?

Kilpatrick: Rather than focusing on the day-to-day duties of 

a CEO, I am more comfortable spearheading research and 

development, pioneering new training techniques and coach-

ing styles, plus seeing the fu-

ture and staying in front of the 

technology curve. Every player 

in the automotive aftermarket, 

whether they are a huge parts 

vendor or a small independent 

garage, could have their game 

uprooted and batted down 

if they don’t face the coming 

onslaught of technology. It is 

our duty to make certain our 

clients succeed through the 

proper use of technology and 

business combined.

ABRN: How will the rebrand benefit clients and 

shop owners?

Kilpatrick: DRIVE solutions will provide shop owners 

more free time, financial stability, growth, succession and 

gives the modern shop owner an opportunity to create their 

life by design.

ABRN: In balancing the past and future of the company, 

how will DRIVE’s offerings be expanded?

Kilpatrick: You might be surprised about what we are keep-

ing and what we are changing. We are a management services 

company. Th is foundation will not be diminished; it will be en-

hanced. Our clients are extended family to us. We know them 

well, and we love them. DRIVE will always be committed to their 

success. We are closely partnering with industry infl uencers. You 

can expect to see more developments in 2019 than you have 

seen in our past 25 years. 

BILL KILPATRICK, 

CEO OF DRIVE
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State Farm denies it acted 

improperly during the Illinois election. 

The company referred requests for 

comment to an offi cial press release, 

which states: 

“Plaintiffs and State Farm have 

agreed to settle the Hale litigation for 

$250 million because they believe it is in 

the best interest of all the parties and to 

avoid protracted litigation and appeals 

that could continue for several more 

years. The settlement provides benefi ts 

to the over four million current and 

former State Farm policyholders who 

were members of the class in Avery. 

“As a part of the settlement, Plaintiffs 

have agreed to dismiss, upon fi nal 

approval, their RICO claims and unjust 

enrichment claims. The settlement 

agreement will include recitals that 

State Farm denies liability, that it 

considers the claims to be without 

merit, that it considers that it is settling 

under the unjust enrichment claim, and 

that the settlement is made simply to 

bring an end to the entire litigation.” 

Calls to plaintiffs’ attorneys involved in 

the case were not returned at press time. 

A statement from the Alliance of 

Automotive Service Providers of New 

Jersey (AASP/NJ) called the settlement 

a “travesty of justice.”  

“It’s just how big business works — or 

insurance companies, in this case. They 

realize they are in a jam and are willing 

to throw money at something to protect 

themselves in the long run, which makes 

it tough for the smaller businesses like the 

body shops to compete with the big giants 

in the industry,” said Jerry McNee, AASP/

NJ president. “It’s believed that they paid to 

have this judge put in place; for repayment, 

he ruled in their favor, and that’s something 

that body shops just don’t have any 

privilege to. It’s hard for the body shops to 

have any traction when they are up against 

the bullies, because they are making all 

the laws, rules and regulations. Even when 

they are wrong, they have someone willing 

to side with them.” 

The current case and settlement 

arose out of the Avery v. State Farm 

class action. In 2001, an intermediate 

appellate court in Illinois affi rmed a 

$1.06 billion judgment against the 

company (originally awarded in 1999) 

as part of a consumer fraud class action 

case that claimed the insurer refused to 

pay for OEM repair parts.  

State Farm petitioned the state 

Supreme Court for an appeal in 2003 

just as a lengthy, volatile and expensive 

campaign to fi ll an open Supreme 

Court seat was getting underway. The 

case remained pending throughout the 

2004 election, which turned out to be 

the most expensive state judicial race 

in U.S. history, with Republican Lloyd 

Karmeier squaring off against Democrat 

Gordon Maag. The two spent nearly 

$10 million during the campaign. 

(Maag was a justice on the Fifth 

District appellate court who wrote 

the opinion that affi rmed the Avery 

judgment in 2001. In addition to losing 

the race against Karmeier, Maag also 

lost his seat on the appellate court in 

2004. Maag’s campaign was supported 

heavily by trial attorneys.) 

At the time, it was known that State 

Farm employees and others involved 

with the company had directly contrib-

uted some $350,000 to the Karmeier 

campaign. The plaintiffs in the Avery 

case had asked Karmeier to recuse 

himself, but he refused. In 2005, the 

Court overturned the Avery verdict in a 

4-2 decision, with Karmeier casting a 

key vote. 

The plaintiff’s attorneys hired a 

former FBI agent to investigate State 

Farm’s involvement in the election. 

According to the fi ndings, the insurer 

may have had a hand in selecting 

Karmeier for the race, and may have 

intentionally obscured its involvement in 

the campaign. 

In fact, the investigation turned up 

evidence that State Farm had contributed 

millions to Karmeier’s campaign by giving 

$2 million to the Illinois Civil Justice 

League (ICJL) and another $1 million to 

the U.S. Chamber of Commerce, which 

in turn gave $20 million to the Illinois 

Republican Party. The state party then 

contributed approximately $2 million 

to Karmeier, while the ICJL’s political 

action committee (JUSTPAC) provided 

90 percent of its contributions to the 

campaign. 

The original petition further claimed 

that State Farm attorney Bill Shepherd 

was on an Illinois Civil Justice League 

committee that recruited Karmeier for 

the race and may have even selected 

his campaign manager. 

In 2011, the original class asked for 

the Supreme Court to reconsider the 

decision based on the investigation. 

When the Court refused, some of 

the plaintiffs in the Avery case fi led a 

racketeering class action in federal 

court, alleging that State Farm and 

the ICJL had conspired to hide the 

company’s role in the election and also 

engaged in mail and wire fraud. 

Justice Karmeier, who won re-

election in 2014, was deposed in 2015. 

Earlier in 2018, a federal judge denied 

State Farm’s motions for summary 

judgment, which allowed the case to 

move forward. Karmeier has continued to 

deny that he knew where the campaign 

contributions came from. His testimony 

from the deposition will likely be made 

public once the settlement is approved.  

Prior to the settlement, U.S. Dis-

trict Judge David Herndon had ruled 

against State Farm several times in the 

months and weeks leading up to the trial. 

Herndon had denied fi ve motions from 

State Farm to exclude experts for the 

plaintiffs and seemed to generally favor 

the plaintiff’s motions over State Farm’s. 

Ironically, several of those decision 

included barring testimony about funds 

that plaintiff’s counsel, The Clifford Law 

Firm, had raised for Gordon Maag in the 

original 2004 election as well as funds 

contributed to a campaign to unseat 

Karmeier in 2014. 

>> SETTLE CONTINUED FROM PAGE 8
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AKZONOBEL OFFERS TECHNICAL COLLEGE SUPPORT 

PROGRAM FOR VEHICLE REFINISH, REPAIR
ABRN WIRE REPORTS // 

AkzoNobel, a leading provider of auto-

motive and specialty coatings, is off ering 

a Technical College Support Program to 

prepare and strengthen a new genera-

tion of collision repair technicians. Th e 

training program enables schools to help 

students develop and deepen paint-relat-

ed skills to help them maximize quality, 

productivity and, ultimately, overall body 

shop profi tability.

“The training program is designed 

to improve the marketability of both 

technical college collision repair pro-

grams and graduating students,” says 

Tony Mahon, Regional Business Ser-

vices Manager, AkzoNobel Automotive 

& Specialty Coatings. “At AkzoNobel, 

we emphasize the importance of qual-

ity, customer care and growing together. 

Our support can help students achieve a 

higher level of job placement after com-

pleting an auto collision repair and re-

finishing program.” 

The training programs will utilize 

industry benchmarks and standards to 

anticipate future needs of the collision 

repair industry. The programs balance 

hands-on activities and classroom theo-

ries to provide best-in-class instruction. 

 AkzoNobel provides expert training 

on the following topics: 

•  Color evaluation and selection 

•  Paint system and equipment selection 

• Paint mixing 

• Paint application techniques 

• Surface cleaning 

• Preparation processes 

• Health and safety review 

The Technical College Support Pro-

gram provides schools with the proper 

assortment of products needed to meet 

training goals. Schools can choose from 

AkzoNobel’s high-quality vehicle refinish 

paint lines – Sikkens, Lesonal, Wanda, 

Sikkens Autocoat BT, and U-TECH. 

The program includes the necessary 

mixing equipment and products, including 

the Automatchic color spectrophotometer. 

Mahon adds, “AkzoNobel is dedicated 

to promoting current and future vehicle 

repair technicians by providing superior, 

innovative training programs.” 
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T
he world of work has changed 

dramatically in recent years. 

One example of this change 

is workplace safety, which has 

risen to become a dominant concern in 

the industry. Now, more than ever, busi-

nesses and organizations are committing 

tremendous resources to keeping their 

workers safe. Th is involves investments 

in policy development, equipment and 

training, but also implies a shift in work-

place culture. Everyone is being asked 

to think diff erently, and while most are 

adjusting, others are clearly not. 

While the bigger companies of the 

world have led the way on this front, 

small business is also changing its focus 

to improve safety for its workers. There 

are numerous reasons for this, but the 

primary catalyst is that we have gained 

an awareness of the true costs of work-

place injuries. Where a job-related injury 

was once viewed as an isolated expense 

on the company ledger, there is now 

broad recognition that the costs are 

much greater than we originally thought.

This dynamic has worked in the favor 

of the worker. Most companies now em-

phasize the idea of “look before you leap” 

and encourage their employees to take 

the time to assess risks before performing 

a task. At first glance, this would appear 

to hurt production, and therefore, our 

ability to make money. However, when 

looking at the bigger picture, it is clear 

that we will actually come out ahead 

when we limit expenses related to work-

place injuries.

So what does it cost a company 

when someone gets hurt on the job? 

Most of us are aware of the direct costs, 

which are items like ambulance rides, 

hospital stays, surgeries, physical reha-

bilitation, prescriptions, etc. Direct costs 

also include Workers Compensation 

and related disability payments. These 

expenses can be mind-boggling in this 

day and age but are often covered by 

insurance. We’re not off the hook, how-

ever, because the direct costs of a work-

place injury are only one piece of the 

TONY MARTIN // Contributing Editor

COUNTING 
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puzzle. What many people fail to take 

into account are the hidden costs, also 

known as indirect costs. These are ex-

penses that aren’t covered by insurance 

and thus have a greater financial impact 

on a business.

Indirect costs

Th ere is a long list of indirect costs relat-

ed to a workplace injury. I refer to these 

as cascading liabilities, because each one 

has a negative eff ect on all the others. In 

other words, you can’t incur one of these 

expenses without it causing other costs 

to increase. Here is a short list of the ma-

jor indirect costs borne by a business 

when their workers get hurt:

Costs related to replacement 

workers — An injured employee typi-

cally cannot function fully in their job 

role, so the business either does without 

their services or hires a replacement. If 

the business doesn’t hire a replacement, 

it may forfeit any revenue the employee 

could have generated. Beyond that, extra 

workload distributed to the other employ-

ees could contribute to fatigue and in-

crease the risk of another incident taking 

place. Keep in mind, however, that a re-

placement worker is no free lunch. There 

are costs related to the recruitment pro-

cess, and there is always a learning curve 

for the new employee, even when they 

bring significant experience to the table.

Administrative overhead — A 

workplace injury triggers an avalanche 

of paperwork related to incident report-

ing, insurance claims, etc. This ties up 

resources on the part of administrative 

staff, who could otherwise be using their 

time to help generate revenue for the 

company.

Insurance cost increases — While 

the direct costs of a workplace injury are 

often covered by Workers’ Compensation, 

the claim will likely result in increased pre-

miums. Workers’ Compensation premiums 

are typically based on a national survey 

that assesses the risk associated with the 

job duties of the employee. However, they 

can adjust depending on a number of fac-

tors related to the business being covered. If 

the business takes steps to reduce the risk to 

its workers, the premiums may be reduced. 

However, injuries and associated claims 

will cause them to increase in a big way. To 

make matters worse, a premium increase 

will typically remain in effect for three years 

after the claim.

Increased regulatory oversight 

— Depending on the severity of the inci-

dent, regulatory agencies such as OSHA 

(Occupational Safety and Health Admin-

istration) could conduct an investigation 

on your premises. Citations and fines can 

be the result, and repeat visits are a pos-

sibility if the inspectors think your busi-

ness could be a trouble spot.

Loss of competitive ability — Any 

increase in overhead expenses for a com-

pany will reduce its ability to compete. 

In some cases, a poor safety record can 

cause a business to be disqualified from 

bidding for contracts with state and fed-

eral agencies, as well as many private 

concerns.

Erosion of company image — 

Workplace injuries and the associated 

bad press can make consumers think 

twice about purchasing products or ser-

vices from your company. This can also 

make it more difficult to recruit new 

employees because people don’t want 

to work for a company that has a poor 

safety record.

Adding it all up, the indirect costs of a 

workplace injury can be harmful for any 

company but will have an even harsher 

impact on small businesses. Conserva-

tive estimates place the indirect costs 

of an injury at up to 4.5 times that of the 

direct costs. The crushing financial im-

pact of a workplace injury clearly shows 

that investments in safety can pay back 

in very short order.

Societal attitudes

Th ere are still many who believe that if 

you’re working the way you should be, 

then it is reasonable to expect that you’ll 

get hurt from time to time. A really good 

example of this is the condition of a 

workman’s hands. Lots of people won’t 

believe that you work as an automotive 

technician unless your hands are torn 

up. In fact, you may be made to feel that 

you are either lying or you’re a complete 

slacker if you don’t have cracked nails, 

swollen knuckles or even missing parts 

of fi ngers. Th ese attitudes are an indica-

tor that society hasn’t fully embraced the 

notion that all injuries are preventable, 

and that we shouldn’t be making peace 

with anyone getting hurt on the job.

The company you work for may be 

proactive on the safety front and moving 

towards developing a workplace culture 

that doesn’t accept injuries as a natural 

outcome of the work process. However, 

they certainly can’t hold your hand while 

you work. In the end, the success of a 

company safety program still boils down 

to the buy-in on the part of its employees. 

It won’t matter how many rules are put 

in place, what equipment is purchased, 

or how much training the employees 

receive. If they don’t want to follow the 

rules, they won’t.

The question is: why wouldn’t the em-

ployees want to follow the rules?

There is no simple answer to this 

question. In some cases, the worker be-

lieves that taking risks in the name of pro-

duction makes them a better employee. 

This attitude could have been passed 

down to them by previous generations, 

who lived at a time where production 

was the only real concern. Posturing may 

also be a factor if the workplace culture 

is dominated by those wanting to show 

the world that real technicans have a 

high risk tolerance. What is troubling 

about these mindsets is the assumption 

that they will be the only ones affected if 

they get injured in a workplace incident.

In any case, those who engage in un-

safe work practices are not seeing the 

bigger picture. You may have gotten away 

with dangerous shortcuts in the past, and 

now you’ve reached the point where they 
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are standard practice. Getting yourself 

hurt isn’t a matter of if, only when. And 

when you do get hurt, you won’t be the 

only one who pays the price.

On a personal level

Just like your employer, you will incur 

direct and indirect costs if you get in-

jured. However, while it will cost your 

company a lot of money, they will write 

a check and be more or less done with it. 

You, and your family, could potentially 

pay for the rest of your lives.

Your direct costs due to an injury 

are easy to quantify. Basically, these 

are expenses that leave less money in 

your pocket than what you would have 

made if you weren’t injured. First off, 

your income isn’t going to be anywhere 

near what you are making while you’re 

at work. You may have yourself fooled 

into thinking that Workers’ Compensa-

tion is a free lunch, but it’s time to set 

the record straight on that. The reality 

is that Workers’ Compensation typi-

cally pays 60 percent of your base pay 

(no overtime or bonuses included). So, 

take your hourly rate and multiply it 

by 2,000 hours per year, and then mul-

tiply one more time by 0.6, and that is 

the annual salary that you will receive 

while you are recovering. This number 

would be roughly the same if you were 

receiving long-term disability payments. 

I encourage you to do this calculation, 

then think carefully about how your bills 

will be paid if this is what you’ll have to 

live on.

Another angle on direct costs that we 

should discuss is that a workplace injury 

could leave your employer in a compro-

mised financial position. That being said, 

this could impact you directly by limiting 

your employer’s ability to grant pay raises 

and bonuses. Taken one step further, it 

could also lead to layoffs if the company’s 

business is negatively impacted.

Medical expenses of a workplace in-

jury are often fully covered by Workers’ 

Compensation. However, if you get hurt 

away from work, you will be subject to 

deductibles and copays when you file a 

health insurance claim (assuming you 

have health insurance). It is also possible 

for your claim to be rejected, forcing you 

to engage in an appeal that may involve 

legal representation.

Now that we’ve discussed your direct 

costs if you get hurt in a workplace in-

cident, it’s time to look at some of your 

indirect costs. These oftentimes are ex-

penses that you can’t put a dollar value 

on — in other words, priceless! And, just 

like indirect costs for your employer, 

these are the ones that will have the big-

gest impact on you and your family.

Loss of quality time — There are 

all sorts of activities that you enjoy with 

friends and family when you are away 

from work. Many of these are physical 

in nature, such as sports and outdoor 

endeavors, and you may not be able to 

participate in these at the same level (or 

not at all) if you are disabled due to a 

workplace injury. Think carefully about 

this; how much enjoyment do you derive 

from being able to spend time with those 

who are closest to you? It is an under-

statement to say that watching from the 

sidelines isn’t the same.

Physical pain and suffering — 

There are many minor injuries that heal 

and don’t seem to have a lasting impact 

in terms of physical pain. However, a se-

rious injury can leave the worker with 

chronic pain and the potential to develop 

a dependence on painkillers. If you know 

someone who is suffering from an addic-

tion to opiates or other controlled sub-

stances, you can testify to the misery they 

and their loved ones go through.

Alienation — A workplace injury 

can leave you with a lot of spare time. 

Too much time on your hands can lead 

to your mind wandering to places it 

shouldn’t go, and one of those places is 

self-accusation. You are your own worst 

critic, and your self-esteem tends to take 

a pounding when you aren’t earning your 

living the way you feel you should. This 

directly impacts your relationships with 

your loved ones and friends, only magni-

fying the suffering you are experiencing.

Take care of yourself

I would suggest that those who assume 

inappropriate risk in the workplace 

haven’t thought very carefully about 

the ramifications. To quote a famous 

phrase, “It isn’t about you.” Dangerous 

shortcuts or negligence that takes place 

in the name of getting a job done right 

away could lead to terrible consequences 

for your family and your coworkers. You 

can make simple changes in your work 

practices that will help you, your family 

and friends prosper. Here is a short list of 

items that you might consider:

1. Discipline yourself to wear the ap-

propriate PPE during the workday. This 

includes safety glasses, hard-toe boots 

with metatarsal guards, gloves and face 

shields.

2. Don’t make peace with malfunc-

tioning equipment, especially when safety 

is involved. For example, are you willing to 

work underneath an automotive lift if the 

safety catches are inoperative?

3. Don’t walk by safety issues such as 

slippery floors without doing something 

about them.

4. Think carefully before lifting heavy 

objects. Is there a safe way to lift it by 

hand, or is it time to put a jack or hoist to 

work?

I encourage you to do the right thing 

and think beyond yourself when you are 

making critical safety decisions at work. 

You won’t regret taking the time to do it 

right when you enter your retirement 

years injury-free! 

SAFETY

TONY MARTIN is s 

the author of “Tuning In 

to Safety,” a book written 

to help workers get their 

priorities straight in regards 

to safety. Tony works in the 

mining industry in Fairbanks, Alaska. He is a 

qualified Heavy Duty Equipment Mechanic 

and former post-secondary level educator.  

tony@tuningintosafety.com
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PREPARING FOR 
YOUR FUTURE

T
he last quarter of the year is a time to refl ect on the cur-

rent year and decide what changes need to be made to 

allow a fresh start in the new year. Regardless of what 

we think or what we like, the collision industry contin-

ues to change, and individually you must prepare yourself for 

these changes. Just recently I-CAR changed their Professional 

Development Program, GM launched their Collision Certifi ca-

tion Program and Advanced Driver-Assistance Systems was the 

buzz topic at NACE Automechanika in Atlanta.  

While I know change isn’t comfortable for anyone, shop own-

ers must take the time today to look at their business to see if 

they are prepared for the future. I have conversations with shop 

owners who do not feel they need to make changes, but their 

shops often tell a different story. While some of them just need 

a good cleaning and reorganization, others require much more 

to be competitive with those who are changing their mindset to 

meet the expectations of our evolving industry.

I remember when there were three categories for shops — A, 

B and C — but that has changed also to meet the complexity of 

newer vehicles. The Collision Industry Conference (CIC) defi-

nition illustrates the categories are now narrowed down to two 

— General Collision Repair provider and Advanced Repair Ca-

pable provider. I encourage shop owners to use the CIC General 

Collision Repair definition (ABRN.com/definition) as a guide to 

measure their business and see how prepared they are for the 

future. As you review the definitions, you will see it focuses on 

OEM repair procedures, equipment and training. You can use 

the definition guide to make a checklist to identify where you 

need to concentrate to meet the requirements.

Another tool I frequently use to measure a shop’s capa-

You must continuously change your mindset to 
meet the expectations of an evolving industry

OPERATIONS // PLANNING

JOHN SHOEMAKER // Contributing Editor
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bilities is the Assured Performance Minimum Certification 

Requirements checklist (ABRN.com/APNcheck), which cov-

ers some of the same areas as the CIC definition with a little 

more detail. Since it is geared towards OEM certification, you 

will find specific equipment and processes identified; don’t be 

concerned with the specifics — focus on the type of equipment 

and the training listed.

It doesn’t matter which program you use to validate your 

shop — both will give you an idea of where your operation fits 

within the new normal and can help you detail what changes 

you need to make. Once you have reviewed the requirements 

outlined in the two sources, you will need to decide how you 

are going to move forward. I am sure you can appreciate that 

unless you are in the top 20 to 25 percent of the industry, status 

quo is not an option. OEMs are already notifying customers of 

where their certified shops are and are making the use of certi-

fied shops mandatory in lease agreements. 

As you develop your growth plan, you need to establish your 

position for the future. Do you want to become OEM certified or 

just better equipped to meet the requirements of a General Col-

lision Repair provider? Knowing your position will prevent you 

from purchasing specialized equipment you might not need or 

taking manufacturer-specific training that does not fit your goal.  

I would also suggest creating an action plan to keep you on 

task. Identifying timelines for specific items will keep you mov-

ing towards your goal and prevent stagnation. I encourage you to 

start with 5S processes (more on 5s on page 44) to get your shop 

organized and help draw your people into your vision. Most shops 

I have worked with that are able to sustain the 5S methodology 

have continued to grow by implementing other processes. 

One of your biggest assets in implementing change in an 

organization is your people. Meet with them to discuss your 

foresight and plans to meet the industry’s new challenges. One 

of my favorite books about change is Who Moved My Cheese 

by Spencer Johnson, M.D., which I believe helps people focus on 

what is important. Another good book is Our Iceberg is Melting 

by John Kotter. This book is a fable about a penguin colony in 

Antarctica. A group of beautiful emperor penguins live as they 

have for many years. Then one curious bird discovers a poten-

tially devastating problem threatening their home — and pretty 

much nobody listens to him.

Sometimes I feel like that curious bird; I explain to shop 

owners the need to change their business model but feel my 

words are falling on deaf ears. Our industry is changing, my 

friends, and has been for many years. Today is the day to pre-

pare for your future. 

JOHN SHOEMAKER is a business development 

manager for BASF North America Automotive Refinish 

Division and the former owner of JSE Consulting.  

john.a.shoemaker@basf.com
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Offer employees clarity, 
input to achieve goals
Staff will be self-motivated if they know the goal and have a say in getting there

O
ver my last two columns — “Find-

ing the right people and the right 

place” (October); and “It’s not about 

the money — it’s about great man-

agement” (September) — I passed along tips for 

building a loyal and motivated work force and 

real-world advice from a couple of shop owners 

who have done it well. In my conversations with 

them, they passed along two other steps they see 

as crucial to building a winning team.

Empower employees 

Paul Sgro of Lee’s Garage in West Long Branch, 

N.J., said he’s always learned so much from the 

other shop owners in his 20 group. Th at led him 

to start sending other leaders within his 24-em-

ployee business to similar meetings designed for 

managers.

“They come back with all these great ideas 

about what they want to do,” Sgro said. “It was 

them learning it, not just me trying to get them 

to do it. They were leading for us, and that really 

is important.”

Sgro’s shop has what he called the “Magnifi-

cent Seven” — the managers of seven departments within his 

shop: office, blueprinting, body, paint, reassembly, detail and 

quality control.

“They ensure each department does their very best,” Sgro 

said. “They have weekly meetings themselves, three days a 

week,” Paul said. “They get together for 15 minutes and discuss 

what went on the day before and where they’re going that day 

and what we can do differently to make it better.”

Employees are motivated by that ability to improve their 

work and processes, Sgro said.

Set and communicate realistic goals  

People like to be among the best, said Barry Jost of Jost Garage 

in Wall Township, N.J. His company wouldn’t be producing 40-

50 cars a week if his team didn’t know what was expected and 

what “success” looks like.

“Everybody wants to be on the winning team,” 

Jost said. “What do they say: ‘Show me a good loser 

and I’ll show you a loser,’ right? We do a lot of goal 

setting and positive reinforcement with the pro-

duction and office staff.”

Sgro’s shop, too, motivates employees with both 

individual and team goals.

“I make them stretch, but I don’t put something 

in place that’s unrealistic,” he said. “We’ll sit down 

and talk: Is this doable? How are we going to do it? 

What can we do to make it happen? I’m not going 

to just start barking out the orders. That doesn’t 

work. They have to buy in to what you’re doing.”

A monthly lunch meeting with the whole staff 

gives Sgro a chance to show them how the com-

pany is doing.

“They’re involved. It’s not just me doing it; it’s 

them doing it,” Sgro said. “I can coach and mo-

tivate them to keep them focused on that com-

mon goal. But we all have to be in the same boat, 

rowing in the same direction. When you get a 

guy who’s not, that sticks out like a sore thumb. 

Everybody sees it.”

What are the results of the work Jost and Sgro 

have put into developing a motivated team at their business?

“In all the years I’ve been doing this since I took over for my 

dad in 1981, we have the best culture we’ve ever had,” Sgro said. 

“We have a group of men and women here who do an incred-

ible job. They serve their internal customers, one department 

to the next.”

“Our retention rate is just ridiculous,” Jost said. “We very 

seldom lose an employee, particularly based on them being 

disgruntled. They may self-implode, being late or not coming 

in, have some personal issues going on, but they don’t leave 

because of us. Our people help each other out. Everyone 

works as one unit.” 

WE’LL TALK: IS 

THIS DOABLE? 

HOW ARE WE 

GOING TO DO IT? 

WHAT CAN WE 

DO TO MAKE IT 

HAPPEN? I’M NOT 

GOING TO START 

BARKING OUT 

ORDERS.

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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FINDING A FIX

You determine your own set 
of non-negotiables
Your business decisions are yours, but the law and OEM procedures stand firm

W
e are an industry that, at least 

in the abstract, when we are 

thinking logically, seems to 

understand the need to follow 

the OEM collision repair procedures. But unfor-

tunately, in day-to-day practice, there are those 

— shops, technicians and insurers — who still 

second-guess that.

“We’ve being doing it this other way for 30 years, 

so…,” they tell themselves. But, folks, I’m here to re-

mind you there are some non-negotiables.

Bruce Halcro of Capital Collision Center in Hel-

ena, Mont., spells out what he calls the “laws” in 

his shop, the non-negotiables for his business. To 

make it crystal clear, it’s on every computer screen 

in his office. You may or may not agree with his list, 

but it’s worth at least considering. He tells his staff 

there are four things that aren’t negotiable. We do 

not, Halcro says, negotiate:

1. Anything that has to do with the law.

2. Anything that is an OEM procedure.

3.  Anything that is in the estimating system 

procedure pages.

4. Rates.

Now, I’m not here to say you have to adopt that complete 

list in your business. I personally believe the latter two items on 

his list are business decisions that you can choose to make. He 

has decided they are not negotiable. You may make a business 

decision that’s different.

But here’s the deal: The first two items on that list are NOT a 

business decision. They cannot be negotiable. You have to fol-

low the law and you have to follow the OEM repair procedures. 

You can choose to charge (or not charge) for whatever you 

want. But I think it’s also critical that anything you do to the car 

that’s not included in some other line item should be on the 

repair order. Whether you charge for it or not. (Doing that might 

help you realize how heavily you are discounting those repairs.)

You may commit in those third-party agreements (DRPs) 

you sign not to charge for certain things. But you have never 

agreed to not repair the car correctly. I’ve never seen a DRP 

agreement say, “We don’t care how you fix it. Just 

match the paint and get it back on the road.”

So even under a DRP agreement, you have to 

follow the law, and you have to fix the car right. 

If you choose not to charge for something, that’s 

a business decision. But there’s not an option to 

not do it.

If you only think (but don’t know for sure) that 

following the law and OEM procedures is happen-

ing in your shop every time, I’d suggest checking 

out some of the online forums for technicians. You 

can pretty quickly find comments from technicians 

arguing, “I’m not going to do X because I’m not get-

ting paid for it.”

Occasionally I’ve had to say to a shop owner, 

‘You know what they’re doing out there, don’t you?’ 

Sometimes they say, “I know, but it’s hard to get 

them to do it right.”

But those shop owners need to wake up. Look 

at some of the recent lawsuits related to repairs 

when the OEM procedures weren’t followed. 

Those lawsuits didn’t go after the technician who 

actually did the work. They named the business 

owner. It won’t matter whether the technician who did the work 

is with you anymore or not. Your name is on that job. You own it.

And you own it even if you sell the business. One of the re-

cent lawsuits named the person who owned the shop at the 

time the poor repair was made — even though that owner had 

subsequently sold the business. You typically sell only the as-

sets of a business, not the liability. He ended up having to take 

serious cash out of his pocket for that bad repair. That’s the sort 

of thing that can sink your retirement.

So make your own “non-negotiable” list or “laws” for your 

company. Just make sure that at a minimum it includes the 

first two items on Halcro’s list. The law and OEM procedures 

aren’t negotiable. 

SHOP OWNERS 

NEED TO WAKE 

UP. YOUR NAME 

IS ON THAT JOB. 

YOU OWN IT. SO 

MAKE YOUR OWN 

NON-NEGOTIABLE 

LIST OR LAWS FOR 

YOUR COMPANY.

MARK OLSON is the founder of Vehicle Collision Experts, LLC 

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

to working with shops on repair quality and business performance. 

mark@vecoexperts.com
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Massachusetts kicks off 
state data access debate

W
ith no clear path established 

by Congress on autonomous 

vehicles, including data ac-

cess, states are moving for-

ward with legislation. In Massachusetts, Rep. 

Paul McMurtry (D) has introduced state  leg-

islation co-sponsored by Reps. John Lawn (D) 

and Joan Meschino (D) that seeks to “enhance, 

update and protect the 2013 Motor Vehicle Right 

to Repair Law and Consumer Rights.”

There are a number of important provisions 

in the proposed Massachusetts legislation in-

cluding definitions and additional mandates 

relative to the original Massachusetts Right to 

Repair legislation about five years ago.

1) “Mechanical Vehicle Data” — Any data 

in a vehicle related to the diagnosis, repair or 

maintenance of that vehicle.

2) “Telematics System” — Any technology 

that collects, stores or transmits a vehicle’s di-

agnostic or repair information, such as a vehicle 

electronic system that collects and stores infor-

mation and utilizes wireless communications 

to transfer that information electronically. Such 

systems include, but are not limited to, motor 

vehicle remote diagnostics, automatic airbag deployment and 

crash notification, navigation, stolen vehicle location, remote 

door unlock and transmitting emergency and vehicle location 

information to public safety answering points.

3) Access to vehicle on-board diagnostic systems shall be 

standardized and not require the use of any authorization by 

the manufacturer. Manufacturers may utilize an authorization 

system for access to vehicle networks and their on-board di-

agnostic systems that is standardized and administered by an 

entity unaffiliated with a manufacturer.

4) Commencing in model year 2020, vehicles that utilize 

a telematics system must be equipped with an inter-operable, 

standardized and open-access platform capable of securely 

communicating all mechanical vehicle data in a standardized 

format accessible by the vehicle owner or lessee through a 

mobile-based application and, upon the autho-

rization of the vehicle owner, accessible by an 

independent repair facility or other entities for 

maintenance, diagnostics and repair. Authoriza-

tion by the owner or lessee is required for access 

to mechanical vehicle data for the purposes of 

maintenance, diagnostics and repair.

5) Failure to comply with these require-

ments shall prohibit an OEM from selling new 

motor vehicles in the Commonwealth until the 

manufacturer has cured all problems and is in 

full compliance with this act.   

No action will be considered on this Massa-

chusetts legislation until 2019.

As previously reported, the U.S. Senate is 

waiting to consider autonomous vehicle legisla-

tion, the AV START Act, on the Senate floor. The 

bill has been held up over a few issues. Impor-

tant to independent repairers is a requirement 

that the National Highway Traffic Safety Ad-

ministration (NHTSA) establish a stakeholder 

workgroup to review data access and cyberse-

curity. The stakeholder group is to report back 

to Congress its findings.

Finally, federal regulators are continuing to 

issue guidelines for these new vehicle technologies. The Trump 

Administration released a set of guidelines that addressed 

the roles of states and the federal government in regulating 

these new vehicle technologies. Recently, U.S. Department of 

Transportation Secretary Elaine Chao released “Preparing for 

the Future of Transportation; Automated Vehicles 3.0.” These 

guidelines attempt to provide New Multimodal Safety Guid-

ance, Clarification of Policy and Roles, An Outline of How to 

Work with U.S. DOT as Automation Technology Evolves, and 

U.S. DOT’s Operating Administrations Commitment to Safety.

Review the DOT guidelines at www.transportation.gov/av. 

THE AUTOMOTIVE 

SERVICE ASSOCIATION 

IS THE LEADING 

TRADE ASSOCIATION 

FOR INDEPENDENT 

AUTOMOTIVE SERVICE 

PROFESSIONALS.

U.S. Senate considering AV legislation while U.S. DOT issues AV Guidelines 3.0

ROBERT REDDING is the Automotive Service Association’s 

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

of several federal and state advisory committees involved in the 

automotive industry. rlredding@reddingfirm.com
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At Dan’s Automotive, maintaining a family atmosphere 

is their biggest asset, as it infl uences the entire shop’s 

attitudes and procedures.

“Our business is our reputation and the reputation of our fam-

ily,” says owner Dan Woodall, who is joined in running the opera-

tion by his wife Emma and daughter Audra Woodall-Acevedo.

“We are a ‘small business’ in every sense, and it’s most im-

portant to us that people know we care about every single cus-

tomer and employee along with their safety and success,” he 

notes. “We believe our customer service is something that sets 

us apart. Our customers are not just a number — we don’t have 

to try to make sure they know that because it’s who we are, so 

it happens naturally.”

Having just a single location means that “we’re able to visit 

with our customers and really get to know them,” he adds. “We 

believe in the Golden Rule and we always treat others how we 

want to be treated — like family.”

Audra observes that “as a father of four girls he understands 

what it means to be patient and how to speak to our customers 

in a way that helps them understand and be comfortable with 

their vehicle’s needed repairs and decisions. Dan is an ‘old school’ 

country boy on so many levels. He wears the same uniform our 

technicians wear because he, too, works on cars and gets dirty.”

Dan’s cellphone number is printed on every repair order. “If 

customers have after-hours questions or needs, they are always 

welcome to contact Dan directly — and they do,” she reports.

“We never want customers to walk away with negative things 

to say. With that being said, we are realistic and know we can’t 

make everyone happy all the time, but we do try,” Dan explains. 

“Our business is here to take care of and educate the community, 

our family and the families of our employees.”

Equipped with a special children’s waiting room filled with 

toys, “on school holidays and summer vacation you will find kids 

and grandkids of ours and the neighboring radiator shop — and 

their customers — playing at our facility. We’re not always the 

fastest, cleanest or quietest, but we are honest and we’ll take care 

of each customer and their vehicle.”

At age 70, Dan still comes into the shop each day and re-

mains a steady and ultra-knowledgeable hands-on presence. 

“We are real with our customers,” according to Audra. “Dan will 

sit on the couch and visit with the customers, and he’ll tell them 

when to not waste their money. Dan will call the customers him-

self to follow up and ensure that all is well with their repairs or 

trips they recently took, and if we mess up we’ll make it right.”

Attention to detail

Located outside of Houston in Spring, Texas, “Our area used to 

have the small-town feel, but it’s full-on city now. The growth 

around here has been tremendous, which is great for work but not 

for getting the kids to school or running errands,” Audra points out.

Houston’s flat expanses and large levels of rainfall generate 

a considerable amount of routine street-flooding above and be-

Dan 
Woodall
Owner

1
No. of shops

17
Years in business

10
No. of employees

13,780
Total square 

footage of shops

9
No. of bays

4 days
Average cycle time

$1,500
Average repair order

40
No. of customer 

vehicles per week

$1 million 

Annual gross revenue

DAN’S AUTOMOTIVE 
Spring, Texas // www.fi xmycarinspring.com

Small business, big values
Houston-area shop feels right at home repairing classic cars and daily drivers

JAMES E. GUYETTE // Contributing Editor

PHOTOS: DAN’S AUTOMOTIVE



Have questions?

• FREE SHIPPING

• PAY NO SALES TAX  

• PLUS SAVE 25% OFF YOUR ORDER

JUST FOR STOPPING BY OUR BOOTH

SPECIAL DISCOUNTS

JAMES HWANG  

JAMES.HWANG@UBM.COM 

310.857.7633
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WHY BUY  

AT THIS SHOW?

Not ready to order? 
Save 25% on your order at 

www.MotorAgeTraining.com 
with code JAMES18. This offer 

expires 48 hours after the show!

SEMA
Booth#

10905

AAPEX
Booth#

2943



Introducing Mercedes-Benz StarParts
An authentic parts option — at exceptional prices.



StarParts is a parts line for Mercedes-Benz vehicles 5 years and older, which is:

• Built for high functionality and fit  

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

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

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

*To learn more, visit mbwholesaleparts.com/StarParts.
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yond the occasional onslaught of a hur-

ricane. “The ‘turn around, don’t drown’ 

(safety warnings from authorities) 

sounds simple, but with many people 

it’s not so easy,” quips Audra. “We get lots 

of jobs from water damage,” mostly due 

to motorists driving into dangerous high 

water conditions with unpredictable and 

unsafe hazards lurking below the surface.

Advance Auto Parts is the primary 

vendor for both mechanical and colli-

sion repair supplies at the full-service 

facility, with additional paint & body 

needs served by TASCO Auto Color, a 

PPG Platinum-rated distributor covering 

Texas, Louisiana and Tennessee.

“We were especially impressed with 

the Advance Auto Parts team and how 

they stepped up” to assist the entire com-

munity when Hurricane Harvey roared 

ashore in 2017, she says. A Dan’s Automo-

tive technician’s home was flooded by the 

hurricane, destroying everything he and 

his family had. Advance came through 

with crucial items of necessity along with 

a supply of snacks and other welcome 

contributions to help them through a 

devastating and stressful experience. 

“It was a kind gesture from people 

who didn’t have to and who didn’t know 

our tech personally, but they heard 

about his need and they were there for 

him,” Audra recounts. “It’s good people 

as such that we want to do business with. 

Plus, anytime there’s an issue parts-wise, 

they are on top of things for us. They en-

sure we get the parts in a timely manner 

and always come through in times of an 

‘emergency,’ which is common with our 

classic cars.”

A member of Advance’s “topnotch 

and admirable” TechNet employee train-

ing and business purchasing program for 

three years, with Audra also being selected 

to serve on the TechNet National Advisory 

Council, the shop recently became an of-

ficial full-fledged TechNet facility.

“We chose to partner with Advance 

Auto Parts and TechNet because their 

business model is similar to ours,” says 

Dan. “They truly care about their cus-

tomers, they understand what customer 

service is all about and they go above 

and beyond for us in many aspects. If we 

need something that seems un-findable 

they involve their people and friends 

until they make it happen.”

He greatly appreciates “their attention 

to detail” and especially the performance 

of Advance Regional Senior Vice Presi-

dent Mike Cooper, pointing out that he is 

“the most genuine person and a natural 

leader, and that carries over to his team.”

In dealing with all of the shop’s ven-

dors “we get to know our reps,” Dan says. 

“They don’t just walk in, throw a card on 

the counter and leave. They sit down and 

visit with us, speaking to everyone in the 

office on each trip. We don’t rush them 

out. We are upfront and honest with 

them about our experiences — good and 

bad — so we can help them improve, if 

needed, as well.”

Making old new

Referring to Dan as “a true Chevy muscle 

car guy to the bone,” Audra notes that the 

shop brings in a considerable amount of 

customers who own classic vehicles. “We 

see everything from daily drivers to proj-

ect cars for both mechanical repairs and 

paint & body work — major and minor.”

She goes on to explain that “because 

of Dad, I grew up around the classics 

and absolutely love them! Their simplic-

ity, aesthetics and history are extremely 

appealing to me, and I’m concerned 

about their future and who is going to 

keep them alive. Because of that and my 

love of making old new, I would love to 

get more into the full-restoration side of 

things in the future.”

Dan has a collection of classics and 

works-in-progress, including a 1978 El 

Camino, a 1938 Chevy Sedan, a 1966 

Ford pickup and a 1969 Nova that was 

Dan’s race car 25 years ago. “We’re now 

making it street legal and safe, up to ‘Dad 

standards,’ for me to drive — he took out 

the 383 stroker, put in a 350, 4-wheel disc 

brakes, new firewall and some other fun 

stuff,” says Audra, referencing her in-

volvement with the local Niftee 50ees 

Classic Car Show gatherings. Her young 

daughter has already taken notice of a 

creampuff 1968 Mustang, “so it seems 

the Chevy vs. Ford battle will live on in 

our family.”

Dan has been a longtime participant 

in the car show circuit and the resulting 

referrals rendered through the events. 

The company actively sponsors raffles 

along with other promotions, “and that 

helps get our name out there a bit as 

well,” Audra says. “A lot of our classic car 

customer base is from people simply 

driving by the shop and noticing other 

classic cars in the parking lot. They’ll stop 

in to look and talk about the cars and see 

if we can work on theirs.”

Word-of-mouth referrals and social 

media postings comprise the key aspects 

of attracting sales. “Dan is ‘old school’ and 

does not maintain a big advertising and 

marketing budget,” she says.

“Our advertising and marketing is 

simply a couple of neighborhood news-

letters, one local paper, and supporting the 

youth in our community via sponsorships 

of sports teams, FFA (Future Farmers of 

America) and Boy Scouts events. My 

daughter and I are very involved with Na-

tional Charity League (NCL),” Audra adds.

“Through NCL, my Dad and I have 

hosted the high school sophomore-

aged girls to a Car Care Clinic the past 

few years. They are 15-16 year old girls, 

so I don’t go into too much detail, but I go 

over basic maintenance items and how 

to notice/do certain things. Knowledge 

is power, and my concern is keeping 

the young ladies safe and giving them 

enough information to help ensure they 

don’t get taken advantage of.” 

JAMES E. GUYETTE 

is a long-time contributing 

editor to ABRN, Aftermarket 

Business World and 

Motor Age magazines. 

jimguyette2004@yahoo.com



Spanesi Americas, Inc.
123 Ambassador Dr. #107
Naperville, IL 60540

224-SPANESI
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R
ecently I coached a young 

executive. She spent the 

entire hour speaking of the 

challenges she faced being 

positive because of the relationship 

she had with her two siblings, their 

children and her mother. She lamented 

over and over about how difficult it 

was to be positive around these peo-

ple. She told me story after story about 

how they found the negative in almost 

everything and saw themselves as vic-

tims of circumstance. They constantly 

chose to blame others for everything 

going wrong in their lives.

This young woman had recently 

completed our fully immersive, in-

tense, 4-day, off-the-grid, experiential 

Master Graduate Leadership Program 

and decided to enroll in the group 

coaching after the class to sustain the 

positive breakthroughs she had expe-

rienced during the program. 

These family members mocked 

her for being positive and found a way 

every day to create something negative 

and asked her, “Is it still a great day to 

be alive?”

After the group coaching series 

ended, she continued the effort to 

sustain her benefits and enrolled in 

our “1:1” coaching. Anyone who has 

completed our training will agree that 

sustainability is the key after complet-

ing one of our programs. Unless you 

deliberately choose to practice new be-

haviors, you are destined to return to 

the land of the familiar — better known 

as your comfort zone.

Sometimes the sustainability and 

the growth to your next level is made 

more difficult or even prevented at 

times due to the unnecessary baggage 

we refuse to let go of and consequently 

choose to drag along on our journey to 

change. This unnecessary baggage can 

be people, outdated beliefs or circum-

stances that have happened. 

My coaching to this young woman 

was that in order to live a purposeful, 

happy, joyous, rewarding, invigorating, 

stimulating, enthusiastically positive 

life we have to allow relationships that 

have passed their expiration date to 

move on. Some people feel obligated 

to remain in a decaying or dead rela-

tionship because of the expectations 

of what others think they should do. I 

assure you, there is a huge difference 

between doing things right and doing 

the right thing. It is possible to do the 

wrong thing right as you sit and wait 

for someone else to change in order for 

the relationship to improve. And when 

the relationship does not improve, you 

feel like a victim.

Once you have experienced our 

Master Graduate Leadership Program, 

you are crystal clear that in the context 

of this conversation there are NO vic-

tims, only volunteers.

You will be crystal clear that posi-

tive and negative is a choice and the 

one you are choosing in that moment 

is the one you are the most committed 

to. Going back into those relationships 

where you may have been part of the 

negativity and now choosing to focus 

on creating a positive relationship can 

be a daunting challenge. The other indi-

viduals in the relationship get to choose 

if they want to be positive or negative. If 

they do not choose to be positive, I rec-

ommend you request they write down 

the benefits of being negative and the 

benefits of being positive.

In the many years I have conducted 

this exercise, the only reason I heard 

for why a person will choose to be 

negative is “because it is easier to be 

negative.”

The reason it is easier to be nega-

tive is because you have practiced 

being negative and now mastered 

that behavior, which means it is your 

Give toxic relationships in your 
life an ultimatum 
LIVE HOW YOU WANT TO LIVE — POSITIVELY — AND LET OTHERS HAVE THE POWER IN DE-

CIDING IF THEY WANT TO CONTINUE DOWN THE PATH WITH YOU OR NOT

MIKE JONES // Contributing Editor

>> CONTINUES ON PAGE 42

TO LIVE A PURPOSEFUL, 

HAPPY, JOYOUS, REWARD-

ING, INVIGORATING, EN-

THUSIASTICALLY POSITIVE 

LIFE, WE HAVE TO ALLOW 

RELATIONSHIPS THAT HAVE 

PASSED THEIR EXPIRATION 

DATE TO MOVE ON.
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from failure
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JANUARY 16-17

Collision Industry Conference

Palm Springs Hilton
Palm Springs, California

MARCH 15-17

NORTHEAST Automotive Servies Show

Meadowlands Exposition Center
Secaucus, New Jersey

MARCH 20-23

ATI Super Conference

JW Marriott San Antonio Hill Country 
Resort
San Antonio, Texas

MARCH 22-24

Automotive Training Expo (ATE)

Doubletree Hotel
Seatac, Washington

APRIL 2-3

HD Repair Forum

Hilton Fort Worth
Fort Worth, Texas

APRIL 14-16

PPG MVP Spring Conference

JW Marriott Camelback Inn Resort
Scottsdale, Arizona

APRIL 17-18

Collision Industry Conference

Gaylord Opryland Resort
Nashville, Tennessee

APRIL 30-MAY 3

Automotive Body Parts Association 

(ABPA) 2019 Annual Convention

Westin Fort Lauderdale Beach Resort
Fort Lauderdale, Florida

GMC CANYON INTERMITTENT BRAKE LOCKUP

VEHICLE: 

2005 GMC Canyon, 4WD, L5-3.5L, VIN 6, 

Automatic Transmission

MILEAGE: 

198,003

PROBLEM: 

This vehicle came into the shop with the 

antilock brake warning indicator on. The 

technician connected a scan tool and 

pulled the codes listed below. They test 

drove the vehicle and confi rmed that the 

brakes would intermittently lockup.

C0221 – Right Front ABS Channel in 

Release Too Long

C0040 – Right Front Wheel Speed 

Sensor Circuit

DETAILS: 

With the scan tool, the technician ob-

served that the right front wheel speed 

sensor PID would drop out, and the signal 

was erratic. After inspecting the right 

front wheel speed sensor and the hub as-

sembly, he found that the wheel hub was 

damaged.

CONFIRMED REPAIR: 

The hub assembly was replaced, the DTCs 

cleared, and the vehicle test driven. No 

DTCs returned and the brakes operated 

normally.

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 diagnostics 

hotline of ASE-certifi ed Master 

Technicians.

Whatever technicians need — from 

alternative diagnostic strategies to 

step-by-step repair assistance — the 

Tech-Assist team can deliver. 

Learn more at ALLDATA.com.
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normal tendency or habit to choose to 

be negative. At this point you will need 

to make a choice: Tough or suffering? 

Tough means not allowing that per-

son to live in your space. However, it is 

OK to allow them to exist outside your 

space, which means that you will need 

to redefine this relationship based on 

your outcome of being a more positive 

person. Suffering means that you allow 

these relationships to live in your space 

and you complain about their choice 

to negatively affect your world, which 

leads you to see yourself as a victim and 

you blame them for the negativity you 

are experiencing.

Well, she accepted my coaching 

and asked the negative relatives to 

write down the benefits of being neg-

ative and yes, you guessed correctly, 

those that replied stated it was easier 

to be negative than positive because 

there were fewer disappointments.

My coaching to her was that she 

needed to redefine these relation-

ships to get to her outcome of a happy, 

positive life. Her response was that she 

would have to choose suff ering because 

“blood was thicker than water.” 

I heard that cliché years ago and as 

a result examined my own relation-

ships regarding that very self-defeating 

mentality. Some of the people who are 

the closest to me have no blood rela-

tion to me at all. I realized that if I lived 

that truth, that “blood is thicker than 

water,” my life would have taken an 

entirely different course. 

As I made the choice to grow as a 

person, focused on positive outcomes 

and committed to accept personal re-

sponsibility for everything going on in 

my life, I made the choice to be com-

mitted to Just do WIT (Whatever it 

Takes) to get to my outcomes. 

I have outgrown many of my rela-

tionships from blood relatives to life-

long friends because of my choice to 

live a positive, purposeful life. Every one 

of us has a choice to the course our life 

will take. Just because someone is your 

brother, sister or even your mother or 

father, it does not determine if they will 

be a value add to your choice to live the 

purpose you are on Earth to do.

If those relationships are more im-

portant than your choice to fulfill your 

purpose, or more important than your 

happiness, or finding joy and enthusi-

asm in your life, then I say shame on 

you, not shame on them.

It takes a tremendous amount of 

courage to live your life outside of the 

expectations of others; however, when 

you do, you create new possibilities for 

others as well. They get to choose their 

fate. However, if their fate becomes 

yours, that is the result of your choice 

— not theirs.

Blood may be thicker than water, but 

that will not determine if I allow an indi-

vidual to live in my space no matter what 

their relationship to me is.

I am committed to live a purposeful, 

happy, joyous, rewarding, invigorating, 

stimulating, enthusiastically positive life, 

and I am committed to be courageous 

enough to make the choice to surround 

myself with individuals who add value 

to my life in that context.

I submit that one of the greatest gifts 

that you have is the gift of choice. Be 

aware in this moment that the reality 

you are experiencing is based on your 

choices and not the choices of anyone 

else. What choice will you make today 

to create the life that you want? 

MIKE JONES is the founder 

and president of Discover 

Leadership Training, a next-

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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A
pproaching lean thinking 

for the first time can be 

overwhelming; with a vari-

ety of strategies, guides and 

workshops, it can be difficult to know 

where to start. To begin, all lean think-

ing incorporates a solid foundation in 

standardization, visual control and clear 

communication. One of the most basic 

and commonly used lean methods in 

collision centers is the 5S Method. 5S is a 

valuable tool which, when implemented 

eff ectively, leads to continuous improve-

ment, consistent quality, cost reduction 

and a safe work environment.  

“5S” finds its origins in Japan, and 

stands for five (5) Japanese words that 

start with the letter ‘S’: An equivalent set 

of five ‘S’ words in English have been ad-

opted. These are: 

• Sort

• Set

• Shine

• Standardize

• Sustain

Each step is designed to promote ha-

bitual actions that create consistent qual-

ity, reduce waste, standardize processes, 

implement visual control and boost em-

ployee satisfaction in the shop. When the 

steps are instituted correctly, they build 

on each other to form a sustainable, long-

term model for lean operations. To maxi-

mize effectiveness, take time to consider 

how to best implement the following.

Sort

Sort is a fundamental step when first 

applying the 5S Method to daily shop 

operations. It focuses on minimizing 

clutter in the workplace. Begin by tak-

ing inventory and removing all items 

not needed for current production op-

erations, leaving only the bare essentials 

behind. While it may be diffi  cult to purge 

the excess items, a good rule of thumb is 

“when in doubt, throw it out.” Th is will 

provide a clean slate, so the 5S Method 

has room to grow. 

MINIMIZE TO 
MAXIMIZE
The 5S Method to lean collision 
center implementation 

JUDY FOLK // Contributing Editor

THE “S” IN 

STANDARDIZE 

shows that by 

using better 

organization, 

shops can 

optimize waste 

and increase 

productivity.

PHOTOS: JUDY FOLK
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Set

Next, Set everything in proper sequence 

for productivity. Once the unneeded 

items are disposed of, the remaining 

items should be arranged with ease of 

use and the flow of the workspace in 

mind. Label inventory and tools and put 

them away in designated spaces so they 

can be easily found by the entire staff. 

Some shops also paint the fl oors in order 

to physically designate important areas. 

Th is step is diff erent for every collision 

center, as unique challenges arise from 

the resources on hand. Consider which 

tools and items are used the most, the se-

quence of the shop’s processes and the 

layout of the facilities available. Often, the 

simplest solutions are the best solutions.

Standardize

Shine is a key component in ensuring the 

lasting success of any 5S implementa-

tion. Th is is the point when the staff  must 

take the time to wipe down the shop 

and identify the cleaning activities and 

routine maintenance required to main-

tain the previous two steps. By cleaning 

the work environment, workers will be 

able to easily recognize malfunctions 

in equipment such as leaks, vibrations, 

breakages and misalignments. Addition-

ally, employees should learn the why be-

hind 5S. Complete comprehension of the 

shop’s goals and a thorough workplace 

education creates a culture in which all 

employees are held accountable for 

upholding the 5S standards. After all, a 

clean workplace enhances quality, safety 

and pride in its workers. 

Shine

Once employees are up to speed and the 

required ongoing maintenance is identi-

fi ed, it’s time to Standardize. Establishing 

standardized operating procedures for 

each area allows the shop to gain and en-

sure consistent quality. Some 5S mainte-

nance responsibilities can be integrated 

with existing shop responsibilities. For the 

areas that need extra attention, assign em-

ployees daily tasks designed to uphold the 

Sort, Set and Shine steps. Enforce the new 

responsibilities with regular check-ups to 

ensure everything runs smoothly. 

It’s normal to uncover abnormali-

ties in production as collision centers 

streamline their 5S strategy and improve 

operations. As these abnormalities arise, 

address them immediately to maintain 

the integrity of the 5S Method. Some 

red flags that indicate larger problems 

are starts and stops in the process when 

employees are looking for tools, approval 

and parts; visually cluttered work areas; 

and contamination of other projects.

Sustain

Finally, the last step in the 5S Method is 

Sustain. By maintaining the procedures, 

regulations and culture set in place dur-

ing implementation, shops can turn the 

principles of 5S into an everyday disci-

pline. Creating a habit is especially useful 

as collision centers look towards incor-

porating more lean practices into their 

business operations. 

As collision centers begin to apply 

lean initiatives to the day-to-day op-

erations, it’s essential to remember that 

5S is not a static tool. Rather, it serves 

as a starting point for all lean thinking. 

Adapting the 5S Method and incorpo-

rating other lean initiatives provides a 

framework of efficiency and continuous 

improvement. Shops building upon the 

method’s success can expect to achieve 

operational results, waste reduction and 

optimized productivity that ultimately 

increases workers’ happiness, effective 

communication and the bottom line.

The 5S Method is a core element of 

Sherwin-Williams’ EcoLean training pro-

gram. For more information about the 5S 

Method, visit www.sherwin-automotive.

com/refinish/training-support. 

JUDY A. FOLK is 

Marketing Manager, Collision 

Repair Design Services for 

Sherwin-Williams Automotive 

Finishes. She has 30 years 

of industry experience 

working with dealerships, independents, 

consolidators and multiple shop operators. 

She created the Collision Repair Design 

Service department within SWAF. 

jafolk@sherwin.com

THE FIRST “S” IN THE 5S METHOD IS SORT, which is the need 

to throw away all unrelated materials in the workplace.
THE “S” IN SHINE demonstratese that a clean area can change the 

mindset of employees. 
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SPRAY 

APPLICATION OF 

SEAM SEALER 

can be applied as a 

surface coating to large 

areas of a vehicle as 

a durable treatment, 

which resists stone 

impingement-causing 

surface corrosion and 

also provides a sound 

deadening solution.

TECHNICAL // SEALERS

S
eam sealers and foams play 

an integral role to make ve-

hicle repairs undetectable, 

but their proper application 

is important beyond just aesthetics. 

With the sheer number of seam seal-

ers and foams now available, it’s also es-

sential that collision repair technicians 

understand how seam sealers and foams 

work — and how they should and should 

not be used.

A collision repair shop technician’s 

goal is to restore a damaged car to its 

pre-accident condition, which fulfills 

both original equipment manufacturer 

(OEM) and safety requirements as well 

as satisfies the customer. To return a 

damaged vehicle to its “as-built” — a.k.a. 

“pre-loss” or “pre-accident” — condition, 

repair shops need to use materials that 

are equivalent to those used by the origi-

nal manufacturer. 

It is important to remember that 

when high-volume vehicles are being 

produced at the assembly plant, the 

sealants used are generally applied in the 

“paint shop.” Most OEM paint is called 

“high bake,” indicating that it must be 

cured with temperatures in the 300-de-

gree Fahrenheit range. These same ovens 

that cure the various paint applications 

also cure the sealers and other noise, 

vibration, and harshness (NVH) materi-

als such as patches and liquid-applied 

sprayable dampers (LASD), which can 

be added to panels as an application of 

mass to reduce noise. 

Creating a heavy layer — the thicker 

the layer, the less sound that can come 

through — will diminish or eliminate 

THE ART AND CRAFT OF 
SEAM SEALER, 
FOAM REPAIRS

TIPS TO CONFIDENTLY CHOOSE AND USE THESE MATERIALS FOR 

VEHICLE REPAIRS AND REDUCE NOISE, VIBRATION AND HARSHNESS

DOUGLAS CRAIG // Contributing Editor
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noise. Liquid-applied spray dampers, 

liquid-applied sound dampers, liquid-ap-

plied sound deadener and liquid-applied 

spray deadener are all just different ter-

minologies for the same process: apply-

ing a layer of material to dampen sound 

transmission.

Note that those foam pieces found in 

pillars and similar locations have some 

type of a plastic “carrier” and are known 

as “blockers” or “poppers” depending 

upon what they really do. They are ac-

tivated — i.e. caused to foam — in the 

hotter e-coat ovens. Along with these 

heat-activated products, there can also 

be two-component cavity filling foams 

and one-component sealers installed 

after the paint process. Also, low-vol-

ume specialty vehicles may be entirely 

produced with room-temperature curing 

products. 

While it is not possible to exactly du-

plicate the seam sealers and foams used 

in OEM production, the repair products 

that are available will produce equivalent 

results. This is apparent with two-com-

ponent seam sealers and foams used for 

repair vs. one-component OEM prod-

ucts. Different types or formulations of 

repair products can still provide the same 

outcome.

Seam sealers and foams are used in 

body shops for their ability to provide a 

reliable seal and keep out moisture, but 

if applied incorrectly, just the opposite 

occurs. Moisture is instead trapped in-

side, causing corrosion. They have also 

become important for their use in sound 

dampening for NVH issues.

Protecting against corrosion

When seam sealer is used on hem fl ang-

es — found on closure panels such as a 

door, hood or lift gate — the application 

is to prevent corrosion and to provide 

cosmetic aesthetics. 

Technicians should begin a repair 

procedure with a review of the OEM’s 

documentation to see if specific prod-

ucts are indicated for use. Although it 

may seem obvious, it’s worth repeating 

— and then repeating again — that tech-

nicians should always follow OEM repair 

procedures and specifications for restor-

ing corrosion protection. Adhering to the 

specified proper corrosion protection 

specifications using seam sealers, adhe-

sives, and foam fillers will result in a com-

plete, safe and quality repair. Failure to do 

so can cause a repair to prematurely fail. 

Finding and using alternatives

If the vehicle manufacturer has not speci-

fi ed recommended repair products, the 

A SPRAY-APPLIED SEAM SEALER can be tooled to create a different appearance.

HOW TO USE FLEXIBLE FOAM

Flexible foam (such as Fusor 121/124) 

may be used for sound deadening, 

sealing and fi lling door skins to the 

crash bar, hood panel to supports, trunk 

panel to supports, and the gas tank 

fi ller area. Flexible foam is compress-

ible, unlike rigid-type foam. Here is a 

quick guide on how to use and apply it:

1.  Remove any necessary panels 

and use a drop cloth to protect 

the surrounding area against 

accidental drippage. 

2.  Remove cap from the fl exible 

foam cartridge and cut off the end 

of the cartridge tip. 

3.  Insert the cartridge into a 

manual dispensing gun. Note: 

Due to the thin viscosity of the 

material, a pneumatic gun is not 

recommended. 

4.  Gently squeeze out a small 

amount of material to ensure that 

foam freely fl ows from both ends 

of the tube. 

5. Attach the mixing tip. 

6.  Apply a bead of fl exible foam 

between the vibrating panels. 

7.  Avoid dispensing material too 

quickly. The foam will expand 

approximately 10 times its original 

volume to fi ll voids or eliminate 

vibration. 

8.  When sealing pillars or posts, 

apply a suffi cient amount of 

fl exible foam; approximately 1/3 

of a cartridge may be needed 

depending on the size and 

confi guration of the void.

9.  Remove the mixing tip 

immediately after usage and 

install supplied cartridge plugs to 

avoid pressure build-up. 

10.  If desired, the fl exible foam can be 

painted in 10 minutes.
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technician should closely examine —not 

only looking but also touching — the ma-

terial that needs to be replaced while dis-

mantling the vehicle. 

Repairers need to take advantage of 

the factory product being right in front 

of them. They need to take time to iden-

tify what’s currently installed, feel it to 

determine the softness or stiffness, and 

come up with a solution. If the OEM has 

not specifically indicated recommended 

repair products, it’s up to the technician 

to use good judgment and replicate the 

material as closely as possible.

For example, if a pad on the inside of a 

door skin needs to be replaced but is not 

available for purchase or there would be 

installation issues, an alternative such as 

an acoustic dampening pad from a local 

stereo/sound equipment shop could be 

used. This type of heavy pad is perfectly 

correct and is much better than doing 

nothing as long as it does not negatively 

affect any kind of safety device. 

Keep in mind that some of the 

“patches” found on the inside of panels 

are actually epoxy-based fiber reinforced 

material, which stiffens the panel and 

keeps them from “oil canning” or sus-

taining damage from, say, an operator 

leaning against the panel. These type 

of patches are often, but not always, in-

cluded with service parts. When they are 

not included, additional effort is needed 

to complete the repair. If the panel is 

heated, there is often a point where the 

patch “softens” and can be removed. If it 

still has the same “shape,” it may be re-

bounded with an epoxy adhesive.

This repair stage, though, is also 

where some technicians may run into 

trouble. If they aren’t able to call a dealer 

and order the sound dampener, repairers 

may not know what steps to take next. 

That’s why continual education on new 

alternatives and the latest options is so im-

portant. Repairing vehicles is no longer 

just a skill but also an art — and one that 

requires creativity. A sound dampening 

solution may be to take an existing prod-

uct and adapting it to fit an application, but 

this requires technicians knowing what’s 

out there and how to be creative. 

One auto manufacturer, for example, 

often has an NVH material in the vehicle 

body that is applied robotically as 1/4-inch 

strips of sealant very tight together. It’s dif-

ficult to duplicate, so artistry, skill and ex-

perimentation become part of the equation.

One example is to take a threaded 

(a.k.a. “all thread”) rod and roll it on a 

mastic sticky pad. When warmed up, it 

becomes soft and pliable and can change 

TECHNICIANS CAN REDUCE NOISE, vibration and harshness (NVH) on metal panels with sound dampening material (such as Fusor 231/234) 

that provides a fl exible seal without any shrinkage or read-through as shown on the right. A panel with read-through is shown on the left with a red circle. 

HOW TO APPLY SEAM SEALERS

There are several methods for 

applying seam sealers. Here is a 

quick look at the various methods.

1.  Weld-through sealers: The sealer 

is applied in the joint between 

panels. The sealer is welded 

through by resistance-spot 

welding or the panels are held 

together by mechanical fasteners, 

such as rivets.

2.  Inner-seam sealer: The sealer 

is applied in the joint between 

panels. The sealer is then welded 

through by resistance-spot 

welding or the panels are held 

together by mechanical fasteners, 

such as rivets.

3.  Over-seam sealer: Applied over a 

joint to cosmetically hide or seal 

the joint.

4.  Liquid-Applied Sound Damper 

(LASD): A seam sealer applied to 

a panel to add mass or stiffen or 

create an insulating layer. LASD 

seam sealers can be applied by 

trowel or spray.

In some repair applications, a 

foam product used in production 

can be replaced with a sealer, if the 

foam’s purpose was to close gaps 

between car panels. During car 

assembly, panels do not always fi t 

together perfectly in order to provide 

the tolerances needed to build the 

car. In these instances, the original 

equipment manufacturer (OEM) will 

apply a foam product to fi ll the gaps. 

For more information, 

go to https://tinyurl.com/

choosingseamsealersfoams.
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appearance. It can also change appear-

ance when it cools off. 

This is the type of creativity it takes 

to fix cars and come up with new op-

tions. There are challenges, especially 

with NVH, if technicians don’t have the 

OEM’s “cookbook” of the who, what, 

when, where and why of everything on 

the vehicle. There must be careful deci-

sion-making when it comes to how to 

create NVH materials. 

Choosing and installing sound damp-

ening and NVH materials are not like 

painting the hood of a car the wrong color. 

Even if NVH material put inside a deck lid 

or door doesn’t look absolutely identical 

to what was previously there, it is accept-

able if it dampens noise without creating a 

problem — though some argue otherwise. 

It’s not necessary to ensure that every 

non-visible paint marking that was pres-

ent on the car during assembly is there, 

but rather that the vehicle is safe, func-

tional and has been restored to as-built 

levels of noise or sound.

Understanding product 

selection

Product selection matters in the repair. 

Choosing a product that is too stiff will 

result in read-through — each dollop will 

ghost (i.e. show through to the outside). 

Using a softer material, such as an NVH 

foam or sound dampening material, for a 

repair can alleviate this issue because it al-

lows the outer panel some room to move. 

In addition to determining the proper 

type of material to use in a repair, tech-

nicians need to ascertain the amount of 

material to be installed, how to get the 

material to a specific location, and how 

to get the product to adhere in a specific 

area.Variables such as expansion, viscosity 

and foam time must also be considered.

It is important to note when choosing 

sound dampening material not only how 

well it reduces NVH, but its final appear-

ance, work time, whether it will remain 

in position when applied on vertical or 

overhead surfaces and versatility.

A sound dampening material that 

allows for extended work time may be 

needed when repairs will be prolonged 

and may be needed in multiple loca-

tions without causing read-through. For 

example, an NVH-reducing material 

(such as Fusor 231/234) can be used in 

applications including the roof bow and 

skin, door skin and intrusion beam, quar-

ter panel and inner structure, and hood 

and deck lid skins. The black, urethane 

paste works well adhering to metal, the 

e-coat and existing NVH materials but 

is also non-expanding and provides a 

flexible seal without shrinkage or read-

through. These properties are essential to 

consider during the repair process. 

Foam repair products used in collision 

repair are available in two-component for-

mulations and two densities. Soft foams 

offer anti-flutter properties. Firmer, denser 

foams control airflow and noise through 

vehicle cavities. The dense foams are used 

in any area where an inner and outer layer 

of steel can cause a noise path.

Two-component foams come in a 

cartridge formulation. These types are 

cured through a rapid chemical reac-

tion instead of heat. The repair materials, 

Part A and Part B, mix together as they 

are applied and will begin to expand and 

cure almost immediately. The quick cure 

helps to speed up repairs.   

Sealers come in both one- and 

two-component formulations. Like its 

dual-component foam counterpart, two-

component sealers also cure through a 

chemical reaction. 

Single-component sealers cure 

through a moisture reaction. It’s impor-

tant to note that one-component sealers, 

such as windshield urethane, will not at-

tain a strong bond directly to metal and 

can cause read-through once the car is 

painted and delivered. 

Direct-to-metal (DTM) sealers must 

be used for bare metal applications to 

achieve the best results and provide cor-

rosion protection. Windshield urethane or 

hard seam caulk are commonly, though 

erroneously, used materials because they 

are generally in the body shop. These can 

cause read-through and are visible once a 

car has been painted and delivered.

Bare metal applications include floor 

plans, strut towers, core supports, trunk 

area, inner wheel wells, aprons and 

door hem flanges. Most sealers require a 

primer, but there are several advantages to 

bare metal sealing such as the elimination 

of substrate primer, which improves cycle 

time and reduces costs. 

This type of application also allows 

squeeze-type resistance spot welding 

“SEALERS” KEEP OUT DUST, fumes and water and keep in HVAC. They reduce sound 

transmission — including most foams, which are porous sealers — and provide corrosion 

protection in joints.
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(STRSW), which will weld through essen-

tially anything, to be utilized – “weld bond-

ing” when performed through adhesive 

and “weld sealing” when done through 

sealer. The sealer or adhesive will provide 

protection, as it is not entirely destroyed 

by the spot welding process and encapsu-

lates the weld nugget. 

Repairers need to ensure the products 

they are using that are sold and promoted 

as NVH or sound dampening materials 

will hold position but are not so hard that  

they will telegraph through and become 

visible. This will differ by area of the car.

The larger the vehicle panel — i.e. a 

roof or door — the greater the reason for 

using a soft product. On sectional areas 

such as the dogleg on the vehicle body 

forward of the rear tire, nothing should 

telegraph through because it is such a 

small space. 

Keeping it quiet

Sound dampening — i.e. making the inte-

rior of a vehicle quieter — is accomplished 

by reducing the entry of noise through 

windows or other parts that are sealed off . 

Th is can be any cavity — such as pillars and 

rocker panels — that would allow noise 

to come through, directly transferring it 

through space and air. 

NVH materials — acoustic devices 

generally classified as sound-absorbing 

materials, sound-barrier materials, and 

sound dampening materials — are used 

both inside and outside a vehicle to elim-

inate noise.

Noise can come from sources such 

as the engine, driveline, tires, brakes 

and wind as well as vibrations from the 

steering vehicle, seats, armrests, pedals, 

floor and doors. It can also come through 

metal directly. 

The key, when applying or installing 

sound dampening materials, is to dupli-

cate what is found in the vehicle when 

making repairs. A substantial group of 

engineers initially put the vehicle together, 

so there was a great deal of thought into 

the exact design. Remember, during the 

development of a new vehicle, there are 

hundreds to thousands of people design-

ing and redesigning to optimize it. Each 

piece of metal, shape, weld, fastener, adhe-

sive and sealant was chosen to perform a 

function and needs to be duplicated dur-

ing repair as best possible.  

Automakers use quality products in 

their production lines, and they want the 

same product quality in the aftermarket. 

Customers want their damaged vehicles 

returned to them in as-built condition 

— not so parts look like they have been 

repaired or replaced. If a technician is re-

pairing a door skin and finds 10 dollops 

of anti-flutter material between the intru-

sion beam and the outer skin, the same 

number needs to be put back. 

As is standard with all collision repair 

estimates, the cost determined in the 

initial estimate to repair a vehicle to its 

pre-loss condition is preliminary. It can 

be likened to someone who is injured 

in a car accident or in a football game. 

Sometimes there are internal injuries 

that cannot be determined until a thor-

ough examination or X-rays have taken 

place. The same is true for a vehicle. The 

HOW TO USE RIGID, ACOUSTICAL FOAM

Rigid, acoustical foam (e.g. Fusor 

130) can be used in vehicle 

pillars, rocker panel areas and in 

other locations to promote sound 

deadening and reinforcement. 

This type of foam matches original 

equipment manufacturer (OEM) 

hard foam appearance (in the 

case of the Fusor brand) and 

does not retain moisture. With no 

cell structure, structural foam is a 

material with virtually no expansion.

Here is a quick look at how to 

properly use and apply the foam:

1.  Remove any necessary panels 

and use a drop cloth to protect 

the surrounding area against 

accidental drippage. 

2.  Remove cap from the rigid, 

acoustical foam cartridge and cut 

off the end of the cartridge tip. 

3.  Insert the cartridge into a 

manual dispensing gun. Note: 

Due to the thin viscosity of the 

material, a pneumatic gun is not 

recommended. 

4.  Gently squeeze out a small 

amount of material to ensure that 

foam freely flows from both ends 

of the tube.

5.  Attach the mixing tip.

6.  Apply a bead of rigid, acoustical 

foam between the vibrating 

panels or dispense a stream 

of material to fill a void. Note: 

When filling voids, build a 

dam to locate the foam where 

desired. When applying to a 

vertical panel, dispense the 

material to the end of the tip. 

Allow the material to start 

foaming, dispense it slowly into 

the appropriate area. Applying 

this way will keep the foam from 

running down the panel.

7.  Avoid dispensing material too 

quickly. The foam will expand 

approximately 10 times its original 

volume to fill voids or eliminate 

vibration.

8.  When sealing pillars or posts, 

apply a sufficient amount of rigid, 

acoustical foam; approximately 

1/3 to 1/2 of a cartridge may be 

needed depending on the size 

and confi guration of the void.

9.  Remove the mixing tip 

immediately after usage and 

install supplied cartridge plugs to 

avoid pressure build-up. 

10.  The rigid, acoustical foam may be 

painted in 10 minutes if desired.

To learn more, go to 

https://bit.ly/2n0J4v7.
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cost to repair and the amount of damage is just a guess until the 

vehicle comes into the shop, has been taken apart, examined for 

any non-visible damage, and then blueprinted. This includes 

both aesthetic and structural repairs that would require the use 

of seam sealers and foams, including for noise and vibration.

After initial vehicle teardown, any additional damage not 

noted in the preliminary estimate should be included in the 

final damage report so an accurate repair plan/work order can 

be developed. This is where items such as seam sealers, foams, 

NVH material or special sound pads should be documented 

and added to the work order. 

Any new noise introduced into the car after it has been fixed 

could destroy a vehicle owner’s perception of the work done 

and implies a substandard repair job. Taking notes and photos 

during the disassembly process helps to ensure that it’s not for-

gotten about and also allows technicians to bill for it.

Proper surface preparation 

It may seem obvious, but it is worth reiterating that correctly 

prepping all surfaces is critical to proper vehicle repair.

Every repair procedure should begin with these steps: clean-

ing with soap and water, wiping with a water-based or solvent-

based cleaner, using some form of abrasion to lightly scuff and 

give the material a way to adhere to it. Once these steps have 

been completed, the surfaces to be repaired are ready for the 

seam sealer or foam application.

Before applying a seam sealer or foam to bare metal — i.e. 

unpainted material — confirm that it is a DTM product. Other-

wise, a coat of catalyzed epoxy primer needs to be applied to 

the surface to prevent a major corrosion problem. 

Today, most one-part and two-part seam sealers are mar-

keted as “bare metal sealers” and can be applied directly to bare 

metal — but always remember that if there is any doubt or fear 

of a product’s capability over bare metal, applying a coat of cata-

lyzed epoxy primer and allowing it to fully cure will never cause 

a problem. Beyond this, any seam that may experience flexing 

should always be epoxy primed just in case.

Seam sealing and safety 

Aside from improper surface prep causing corrosion or incor-

rect application, a poor repair job using seam sealers or foam 

can create far worse concerns than noise issues and detectable 

repairs. It can result in safety problems. Seam sealing is critical, 

especially to a vehicle’s air fl ow. 

A poor job sealing off seams or leaving gaps in a panel could 

be a potential entry for not only sound or water (leading to corro-

sion) but also dangerous gases and fumes — i.e. carbon monoxide. 

Vehicle HVAC (heating, ventilation, and air-conditioning) 

systems draw in air from the outside. Cars are designed with 

vents to allow air inside the vehicle to exit. The HVAC draws air 

in and blows through the car, with some of it leading out here 

and there. Depending on the age of the vehicle, the air circula-

tion process may finish at the vent. 

Exhaust could potentially flow to the windshield and get 

sucked back into the car. When driving, a vacuum exists that could 

potentially suck in air in all different directions — including where 

it shouldn’t due to a poor job sealing off seams or panels. 

Following OEM procedures

Referencing the automaker’s vehicle-specifi c body repair manu-

al as well as service bulletins will give technicians the necessary 

information on what products are required or approved. 

OEM guidelines and repair procedures are set as the stan-

dard to ensure it is clear how to perform a repair to correctly fix 

the vehicle. Following an OEM’s Standard Operating Procedures 

(SOPs) for all aspects of a repair — which includes seam sealers 

and foams — will help ensure a vehicle both structurally and 

aesthetically is restored to pre-loss condition with a complete, 

safe and quality repair.  

DOUGLAS CRAIG is Technical Application 

Engineer and Collision Industry Liaison, Structural 

Tech Service, LORD Corporation. 

douglas_craig@lord.com
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I
n my past articles I have covered how to utilize repair 

procedures in order to aid in proper estimating. I have 

also discussed how proper documentation aids in com-

pensation. While both of those aspects are important, the 

main point is proper repairs. Each manufacturer writes their 

repair procedures diff erently, and they can be very diffi  cult 

to interpret. At times it seems like understanding the repair 

procedure is more diffi  cult than the repairs themselves. In this 

article, we will take a look at some tricks that will make inter-

preting the data slightly easier. We will also look at why it is 

important to research all aspects of the repair. 

First of all, this is not a simple or short process. Expect to 

spend substantial time with the repair procedures. Some pro-

cedures only contain photos and these may take even longer 

to review than those with written instructions. The first per-

son who needs to spend time with those instructions is the 

estimator, then whoever is responsible for handing out and/

or inspecting the work, and lastly the tech. Each person must 

understand the procedures. In order to speed up the process, 

a meeting with all parties is very helpful. 

What steps are required to understand the procedures? In 

my opinion the hardest thing to understand is what all the sym-

bols mean on the diagrams. All manufacturers have a legend 

for their symbols. However, not all manufacturers include the 

legend within the repair procedure. Oftentimes this legend is 

elsewhere in the program. A key note here is not to use a leg-

end from another car, as it may be different. The symbols will 

explain what type of welding is required, what type of sealers, 

adhesive or foam may be required. The legend, just like with 

a map, is as important as the procedure itself. 

Once you know what the symbols mean, you have to un-

derstand what that entails. Oftentimes, a welding technique 

is listed MIG/MAG Butt Weld, Overlap, Stich, Seam, etc. If 

the person writing the estimate doesn’t have the knowledge 

of what that process entails, they may not write the estimate 

completely to perform those methods. If the manager doesn’t 

know, then they will not be able to verify that it was performed 

correctly. Worse yet, if the tech doesn’t know, at which point 

will it be a gamble if the repairs will be performed correctly? 

Again, this is why a meeting is very important so that everyone 

can ensure they are on the same page. 

To aid in the understanding of the different welds, I-CAR 

has an online introduction to a welding class that covers all the 

types of welds. The class covers what a proper version of the weld 

looks like visually and after a destruction test. I would recommend 

this online class to any estimator and manager, as it is a great 

A MAP TO 
PROPER REPAIRS
RESEARCHING AND CORRECTLY INTERPRETING REPAIR PROCEDURES REQUIRES A TEAM EFFORT 

SEAN GUTHRIE // Contributing Editor

EXPECT TO SPEND substantial time researching and understanding 

repair procedures.
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foundation to understanding what dif-

ferent types of welds are. Furthermore, 

all technicians who weld anything on 

a vehicle should take and pass I-CAR’s 

welding test. The test covers all the types 

of welds in a hands-on manner and en-

sures that they understand how to per-

form each type.

If the procedure requires glue, then 

it must be welded using a squeeze-

type resistance spot welder. If your 

shop equipment is out for service or if 

the shop doesn’t have the equipment 

to perform that process, then a discus-

sion has to be had as to what the next 

steps will be. Will the equipment be pur-

chased or borrowed, will it be sublet, is 

there another repair procedure that can 

be utilized with the equipment avail-

able? If the procedure requires silicone 

bronze, can the shop perform it? Rivet 

bonding? The list goes on! Ignorance to 

the required steps is not an acceptable 

response. The actual process with the 

proper equipment and material may 

not be described in the repair procedure. 

Reviewing the legend, verifying what the 

symbols mean and what is required is of 

paramount importance.

Another problem that I commonly 

see is that only one document is pulled 

for the repairs. Nearly all manufacturers 

have documents that are universal for all 

repairs on that particular model. One ex-

ample would be the specific welding wire 

required by the manufacturer. Another 

may be the acceptable pulling methods. 

Some manufacturers have a very thor-

ough test weld procedure outlined in a 

separate document. At times the repair 

procedures reference those supplemen-

tal documents while other times it is al-

ready assumed that those documents 

are retrieved first. The OEM resources 

are better about linking to those addi-

tional documents while the third-party 

resources are not as good about it. Just 

like it may be required to search for the 

legend, it may be necessary to search out 

those other documents. 

REPAIR RESEARCH

PHOTOGRAPHING SAVING REPAIR STEPS during the process is critical to proving that repairs were performed properly.

ALL OEMS HAVE A LEGEND for their symbols, but not all OEMs include the legend within the 

repair procedure. Oftentimes, this legend is elsewhere in the program.
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Which repairs need to have proce-

dures pulled? Simple answer: all of them. 

Obvious items are welded-on panels, 

mechanical components, SRS items, but 

what about interior trim, bumper covers, 

or a battery disconnect? 

Battery disconnecting/reconnect is 

a simple process that technicians have 

been doing for decades now. Remove 

the power cables from the battery, wait a 

couple of minutes and then start welding 

or replacing SRS items. Many of today’s ve-

hicles require a strict process be followed 

for battery disconnect. If you fail to follow 

the right steps and put the vehicle in the 

correct state, it may require a tow to the 

dealer to recalibrate the systems to allow 

the car to operate. Powering certain cars 

up may now require the recalibration of 

items as simple as automatic windows 

or as complex as one of the many ADAS 

systems on the car. Recalibrations may be 

required after the removal of bumper cov-

ers, windshields or mirrors. One-time use 

fasteners are no longer limited to suspen-

sion components; now they are through-

out the interior trim and elsewhere. The 

only way to know if something is more dif-

ficult than what meets the eye is to prop-

erly research repair procedures — there 

is no way to know what you don’t know!

In the other articles, we touched on 

where to procure the repair procedures. 

This is becoming a hot topic in our indus-

try. The OEMs demand the use of their 

resources while arguably making it very 

difficult to utilize them. (Mike Anderson 

and his colleagues have put together vid-

eos to aid in utilizing some of the OEM 

sites. These are stored on YouTube for 

anyone’s viewing.) The OEMs are re-

quired to share their information with 

third parties but aren’t required to make 

sure it stays up to date. If your shop only 

works on a couple of makes, then using 

the OEM resource is the best option. 

However, that is a small percentage of 

shops; the rest of the shops have to deal 

with every make and model. 

Third-party software is very nice for a 
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couple of reasons. First, some of them in-

tegrate with the estimating platform and 

after writing the estimate, save it, so it is 

possible to view any documents that exist 

for every line on the estimate. The other 

benefit is that it’s the same interface for 

all models. One downside is that it’s very 

easy to rely on that interface and never 

look past the same areas you usually 

look in. Each manufacturer has different 

documents in different sections that the 

interface will not pull and are located in 

different areas, so it’s not possible to go to 

the same area across every manufacturer. 

The biggest downside is the lack of instant 

updates and/or incomplete or missing 

documents. Utilizing both is the most re-

alistic method for most shops.

Utilizing both the OEM repair sites and 

the third-party platforms, it is possible to 

begin getting an idea of what can safely be 

procured from the third party and what 

should not be. Some OEMs simply do not 

share the information with a third party. 

Some OEMs seem to share everything, 

while others OEMs seem to share with 

only one third party. Many makes have a 

definite time frame where, once a vehicle is 

old enough, the procedures are not updated 

frequently and all the information is present 

on a third-party system. Some shops have 

SOPs for certain years and/or makes or with 

certain procedures in which using the OEM 

site is required. Other shops always use the 

OEM site. Some shops use the OEM sites 

and also use the third-party integration 

piece as a good check and balance.

Once the procedures are pulled and a 

plan is in place, it is critical to document, 

document, document. In all of my other 

articles I have stressed the importance of 

verification and documentation. Build a 

plan, follow the plan and prove you fol-

lowed the plan. Save all the repair proce-

dures as a PDF and save them to the file 

to ensure that the documents that were 

utilized to perform the repair will never 

be lost. Repair procedures change, and it 

is important that the procedures available 

at the time of the repair were utilized. Pho-

tographing repair steps during the process 

is critical to proving that repairs were per-

formed properly. Having standard operat-

ing procedures to quality inspect repairs 

are performed correctly is imperative. For 

welded-on panels, technicians should have 

their test welds inspected prior to welding, 

have their cut locations inspected prior to 

cutting, have their welds inspected prior to 

them being covered, and corrosion protec-

tion inspected prior to assembling.

What if the procedure is overly com-

plicated, it’s your first time looking at it, it’s 

incomplete, or it’s a brand-new process? 

No one knows everything! If you aren’t 

ready to learn something in this industry, 

then I hope you’re about to retire. When 

you come across something that you and 

your team cannot come to grasps with 

there are resources available. I-CAR, Veri-

Facts, Mitchell, CCC and others all have 

resources that allow you to call in and get 

additional information. It is very important 

to fully understand the required steps be-

fore finalizing the estimate and well before 

performing any repairs. The difference be-

tween performing a repair per the factory 

guidelines and not could be life or death 

in a subsequent accident. Ignorance to the 

proper steps does not release the technician 

nor the shop from liability. Millions of dol-

lars and even jail time could be on the line 

for improper repairs. 

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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Hard Cap Body Hammer Cover

Innovative Body Shop Tools & Equipment
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COLLISION PRODUCT GUIDE

MIG/MAG WELDER

The Pro Spot SP-5.3 SMART Double Pulse 

MIG welder is a 3-phase welder with micro-

processor controls that provides excellent 

welding performance on any materials and any 

thickness, regardless of weld time. The Pro 

Spot SP-5.3 MIG/MAG Welder was recently 

approved by VW/Audi globally. The welder 

passed rigorous tests for aluminum, CuSi 

(Silicon Bronze) and steel.

WWW.PROSPOT.COM

PAINT NOZZLE SYSTEM

The SATAjet X 5500 featuring the new X-

nozzle system now defi nes a new application 

standard for the future. Depending on the 

properties of the paint system, the climatic con-

ditions and application technique, each painter 

can now select a spray gun with the suitable 

nozzle set for their individual needs. Due to the 

new design of fl uid tip and air cap, the air distribution insert is no 

longer required. The X-nozzles considerably reduce paint waste!

WWW.SATAUSA.COM

SPRAY BOOTHS

Blowtherm recently expanded their WORLD 

series of spray booths to include the EXTRA, 

WORLD, WORLD-S and WORLD 8000, 

along with a new lineup of Prep Stations. 

Blowtherm is known for having the most 

energy effi cient spray booth systems on the market with standard 

LED lighting throughout. Engineering and manufacturing since 1956 

prove unmatched performance and product longevity. Why settle for 

anything less? Call today: 1-855-463-9872

WWW.BLOWTHERM-USA.COM

SUPER ASSILEX SYSTEM

The hottest sanding system everyone 

is talking about: Super Assilex — the 

perfect sanding medium for today’s 

advanced painting technology. Fast and 

uniform coverage with extremely 

shallow scratches, a result from the 

combinations of Ultra Flexible bonding and Super Sharp abrasives. 

Ideal for light sanding on all type of surfaces that demand shallow 

scratches, uniform fi nish and still can be done in the shortest time.

WWW.EAGLEABRASIVES.COM

8 0 0 . 2 2 7 . 2 8 2 2    m o t o r g u a r d . c o m

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

Motor Guard Carbon-Max® Cartridge Features:

• Removes Oil Vapor from Compressed Air

• Contains Activated Carbon Media That Traps Oil Vapor

• Removes Silicone Vapor, Desiccant Dust and Volatile Organic Compounds

• Final Stage in a New or Existing Air Management System

• Made in the U.S.A.

Body Shop Requirements
FROM PULLING TO PAINTING

Activated

Carbon

Compressed

Air Filter
M-C100
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MARKETPLACE

For more information, call Wright’s Media at  

877.652.5295 or visit our website at  

www.wrightsmedia.com

Logo Licensing    |    Reprints    |    Eprints    |    Plaques

Leverage branded content from ABRN to create a 

more powerful and sophisticated statement about 

your product, service, or company in your next 

marketing campaign. Contact Wright’s Media to 

acknowledgements and recognitions to enhance 

your marketing strategies.

Content Licensing  

for Every

Marketing Strategy

t Outdoor
t  Direct Mail
t  Print Advertising

t  Tradeshow/POP Displays
t Social Media
t Radio & Television

PRODUCTS & SERVICES

Paint stripe complete cars or match and repair just 

about any stripe that comes into your shop as easy 

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

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

cleanest, sharpest line. Available in 56 different styles.

FOR FREE SAMPLES CALL TOLL FREE

1(800) 228-1258

www.f inessepinstr ip ing.com

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

for the sharpest painted-on stripes
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THE LAST DETAIL

A structural labor rate is a 
must for shop success

S
tructural replacement is becoming more 

prevalent as advanced driver-assistance 

systems are mitigating the potential 

damage caused in accidents, resulting 

in more repairable vehicles with a higher severity. 

Structural replacement is demanding on a shop’s 

resources. All vehicles using advanced structure de-

signs require increased training, time and resources 

to repair. To achieve an acceptable level of gross 

profit dollars per hour on structural replacement, 

collision repairers will need to assess and analyze 

their total invested costs and determine what a 

proper rate is for structural replacement. 

Structural replacement is different than body 

or frame labor. On their own, both body and 

frame labor generate enough compensation to 

allow proper levels of gross profit dollars per 

hour to be earned by the shop and employee 

as compensation. However, structural replace-

ment is a cumulative process that requires both 

body and frame labor. OEM procedures require 

that structural parts be positioned and installed on a frame 

rack where the installation position can be verified and held 

in place during the attachment process. Thus, it requires two 

valuable assets: the frame rack and a highly trained body tech. 

Structural replacement is most often less efficient than cos-

metic body repair or frame straightening operations that are 

based off judgement times. Then there is the issue of curing. 

Most OEMs that use adhesive to attach structural parts require 

that the vehicle not be moved until a full cure has occurred. 

Developing an effective structural replacement labor rate is 

key to a collision repairer’s future success and doing so can 

help shops realize three main benefits.

First, a proper structural replacement labor rate can help a 

shop generate the sales and profit it needs during a heavy struc-

tural replacement job, which can be lengthy. It is not uncom-

mon for a vehicle that needs a frame rail or multiple pieces of 

structure replaced to occupy the frame rack for anywhere from 

two days to upwards of a week. The frame rack is a valuable 

asset and a limited resource for a repairer. When a frame rack 

is occupied for an extended period, it can impact 

a shop’s production schedule and sales potential. 

Developing an appropriate rate that compensates 

the shop for both the highly trained tech and for 

the use of the frame rack will ensure that the re-

pairer will maintain acceptable levels of gross 

profit dollars per hour. 

The second benefit is to enable proper employee 

compensation for those performing the most criti-

cal, intricate and labor-intensive tasks a collision 

repairer performs. The collision industry is com-

peting against other industries to recruit and retain 

employees. Providing the same compensation for 

replacing a door handle and a frame rail is a bar-

rier to recruiting technicians into the collision in-

dustry. By implementing a new system to properly 

compensate for structural replacement, shops can 

effectively compete to recruit and retain employees. 

The third benefit is that it will cause more total 

losses. Large structural hits cost all stakeholders a 

lot of money. If more large structural hits are to-

taled as a result of increased compensation, then the customer 

will finish their claim cycle sooner, resulting in less stress and 

higher satisfaction. The insurance company will spend less in 

rental expense. Dealers will sell more cars. There will be more 

salvage available for sale, which in turn will put downward pres-

sure on salvage values. Lower salvage values will increase the 

amount of repair possible before a vehicle is declared an eco-

nomic total loss. This will help shops repair more vehicles that 

are greater than three years old and repair more reasonably sized 

structural hits.

It is up to each collision repairer to decide what is right and 

necessary for their business to succeed. Receiving proper com-

pensation for highly skilled tasks has many benefits. It might 

be better for all stakeholders and help address larger issues the 

industry is facing. The choice is yours. 

STRUCTURAL 

REPAIR WORK 

REQUIRES 

TWO VALUABLE 

ASSETS: THE 

FRAME RACK 

AND A HIGHLY-

SKILLED BODY 

TECH.

The resources required to complete this work demand fair compensation 

WILL LATUFF is a manager of Latuff Brothers Auto Body in St. Paul, 

Minn. He is an active member of AASP-MN, participating on the board 

of directors as well as serving as AASP-MN Collision Division director. 

wlatuff@latuffbrothers.com
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SEE HOW WE COVERED SEVERAL

DECADES IN A SINGLE YEAR.

In the short time since we joined forces with Dave Kindig to create Modern Classikk, a multitude 

of vintage rides from every era have been transformed from faded relics to glistening icons. 

With over 25 exceptional color options, these exclusive custom automotive paints pay homage 

to the glory days, while feeling boldly contemporary. 
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Kia has continued its streak of re-

ceiving important industry recog-

nitions. For the fourth consecutive 

year, Kia was recognized as the number 

one non-premium brand in Intial Quality 

by J.D. Power in the 2018 Initial Qual-

ity Study (IQS), with the lowest rate of 

reported problems. Also, for the second 

year in a row, Kia has been acknowledged 

as one of the most trusted non-luxury 

automotive brands in the annual Trusted 

Automotive Brands Study (TABS) con-

ducted by AMCI Global.  

With regard to the J.D. Power IQS, 

Kia maintained its leadership position 

with segment-leading performances 

for the Sorento, Highest Ranked 

Midsize SUV in Initial Quality and 

for the Rio, Highest Ranked Small Car in 

Initial Quality.

“Ranking number one among all mass 

market brands in Initial Quaility for four 

consecutive years leaves no doubt as to 

the world-class quality and craft smanship 

instilled in every car and SUV that Kia 

builds,” said Michael Cole, Chief Operating 

Offi  cer and EVP, Kia Motors America 

(KMA). “With two segment winners the 

evidence of Kia’s progression and focus on 

the ownership experience is overwhelming.”

Th e annual report analyzed responses 

from 75,712 respondents with regard to 

240 vehicle models across 26 segments. 

Vehicles were evaluated on driving expe-

rience, engine and transmission perfor-

mance and a broad range of quality issues 

reported by vehicle owners. 

Th e TABS recognition underscores 

the importance of customer trust in a 

brand because it is one of the key factors 

leading to brand loyalty and a customer’s 

decision to repurchase that brand’s prod-

ucts. Now in its second year, TABS again 

shows that trust accounts for more than 

50 percent of a consumer’s decision to 

recommend or repurchase a vehicle from 

an automotive brand. 

“Building trust is never easy.  It takes 

years of delivering great vehicles and stand-

ing behind those vehicles…” said William 

(Bill) Peff er, Vice President, Sales Opera-

tions, KMA.  “It’s an honor for Kia to have 

ranked as one of the most trusted non-lux-

ury automotive brands two years running.”

Ian Beavis, chief strategy offi  cer, 

AMCI Global, said the TABS recogni-

tion puts Kia “solidly in the top tier of the 

industry in terms of trust.”

Th at said, we hope that we have 

earned your trust as well and are commit-

ted to keep earning it everyday.

Kia Motors America, Inc.
All trademarks and tradenames are the property of their 
respective owners. 2019 K900 shown with optional features. 
Some features may vary. Expected fall 2018 in limited 
quantities in select markets.

Disclaimer: Th e Kia Brand, Sorento, and Rio received 
the lowest rate of reported problems among mass market 
brands, midsize SUVS and small cars, respectively, in 
the J.D. Power 2018 U.S. Initial Quality Studies of new 
vehicle owners’ experience with their own vehicle aft er 
90 days of ownership. Visit jdpower.com/awards.

VOL. 13 | NO. 3  FALL 2018 | Quality Connection is published by Kia Motors America
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Mechanical

Special service information for all Kia vehicles 
equipped with Gasoline Direct Injection (GDI) 
engines is provided in this article. 

In GDI engines, highly pressurized gasoline is injected 

via a common fuel rail and injectors that deliver fuel 

directly into the combustion chamber of each cylinder. In 

comparison, in a conventional Multi-Point Fuel Injection (MPI) 

engine, the gasoline is injected into the intake port of each 

cylinder at a relatively low pressure. Due to high fuel pressure in a 

GDI system, servicing the GDI system requires special attention 

and handling procedures. 

Th e following aspects of the Kia GDI fuel system are outlined in 

this article: 

• Fuel Pressure Specifi cation

• High Pressure Fuel System Tightening Torque

• SST For Tightening High Pressure Fuel Pipe Flare Nuts

• High Pressure Fuel System Residual Pressure Warning

• High Pressure Fuel Pump Installation

• High Pressure Fuel Pipe Installation

• Delivery Pipe and Injector Installation

Warning: Whenever the high pressure fuel pump, fuel pipe, 
delivery pipe, or injector is removed immediately aft er shutting 
off  the engine, an injury may be caused by the release of highly 
pressurized fuel. Th erefore, release the residual pressure in the 
high pressure fuel line by referring to the “Residual Fuel Pres-
sure Release Procedure” outlined on page 6 before removing 
any high pressure fuel system components. 

Special procedures should be followed  

How to service GDI
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»TSBs may be updated from time to time. Please refer to 
TSB ENG148 at www.kiatechinfo.com for the latest procedures.

»All images are for illustration purposes only.

SERVICE PROCEDURE

Fuel Pressure Specification Comparison

MPI (Theta-2.0L/2.4L) GDI (Theta-2.0/2.4L) 

43-64 psi (3.0~4.5 kgf/cm²) 

(Regulated by Fuel Pressure Regulator) 

569-2133 psi (40~150 kgf/cm²) 

(High Pressure Fuel Line) 

Notice: Th e GDI high pressure fuel system operates at considerably 
higher fuel pressures than the conventional MPI fuel system. 

High Pressure Fuel System Tightening Torque 

Caution: When installing the high pressure fuel pump, fuel 
pipe, or the delivery pipe, be sure to follow the tightening torque 
specifi cations listed in the table below using a torque wrench. 
Failure to do so may cause damage to fuel line connections and 
may result in fuel leaks. 

•  Fully tighten the fasteners by hand without using a tool. During this 

time, check for proper positioning of the fi ttings and components. 

•  Aft erwards, completely tighten to the specifi ed torque using a 

torque wrench. 

•  If the fasteners are not tightened in a straight line with the mating 

bolt holes or fi ttings, a fuel leak may result due to misalignment, 

broken fasteners or damaged threads. 

SST for High Pressure Fuel Pipe Flare Nuts

Theta-2.0L turbo GDI Theta-2.4L GDI

1. Fuel Pump 9.4~10.8 lbs-ft. 
(12.7~14.7 Nm) 

9.4~10.8 lbs-ft. 
(12.7~14.7 Nm) 

2. Fuel Pipe Flair Nut 19.5~23.9 lbs-ft. 
(26.5~32.4 Nm) 

19.5~23.9 lbs-ft. 
(26.5~32.4 Nm) 

3. Clamp 7.2~8.7 lbs-ft. 
(9.8~11.8 Nm) 

7.2~8.7 lbs-ft. 
(9.8~11.8 Nm) 

4. Delivery Pipe 13.7~17.4 lbs-ft. 
(18.6~23.5 Nm) 

13.7~17.4 lbs-ft. 
(18.6~23.5 Nm) 

HIGH PRESSURE FUEL SYSTEM TIGHTENING TORQUE

Tool Name/No. 

Torque Wrench Socket (09314-3Q100) 

Figure

Using Tool

Tightening flare nuts on both ends of the fuel pipe

A: Fuel pipe flare nuts 

A
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Mechanical

High Pressure Fuel Pump Installation 
Before installing the high pressure fuel pump, be sure to place the fuel pump drive cam to the fl at part of the lobe (as shown below) 

by rotating the crankshaft . If the drive cam for the fuel pump is not placed in the lowest position during installation, the fuel pump 

may be positioned improperly, which may result in fuel pump piston damage, broken bolt, damaged threads, damaged o-ring, etc. 

Residual Fuel Pressure Release Procedure
Wear safety glasses and fuel resistant gloves. 

•  Turn the ignition off  and disconnect the battery 

negative cable. 

•  Remove the fuel pump relay and the electrical connector to 

the high pressure fuel pump. 

• Reconnect the battery negative cable. 

•  Run the engine for about 20 seconds to lower the pressure 

in both the high or low pressure lines. Th e engine may shut 

off  within the 20-second period. If not, turn the engine off . 

•  Proceed with the service or repair. Use rags to cover open-

ing and catch spills when opening up either fuel line. 

•  Reinstall/reconnect all components in reverse order of 

removal. Start engine and confi rm proper operation, and 

make sure there are no fuel leaks. 

•  Aft er completing, clear DTC(s) using GDS scan tool (the 

procedure described above will cause DTC to set). 

B

C

D

E

B: Fuel pump, C: Adapter Bracket (Cylinder Head Cover), D: Roller Tappet, E: Fuel pump Drive Cam 

•  During a repair requiring fuel pump removal, cover the 

exposed fuel pump mounting hole in the adapter bracket to 

prevent any foreign substance or debris contamination. 

•  Do not reuse the fuel pump mounting bolts. Once a fuel pump 

is removed, the removed bolts must be replaced with new 

ones. 

•  When installing the fuel pump mounting bolts, hand-thread 

the fasteners fi rst, then gradually tighten 1⁄2 turn at a time to 

the specifi ed torque while alternating between the two bolts 

in several cycles using a torque wrench. Failure to follow this 

procedure will cause misalignment to the assembly due to 

internal spring tension of the fuel pump and can result in 

damage to the adapter bracket. 

•  Do not drop the fuel pump. External impacts may damage the 

internal components of the fuel pump. If this has occurred, 

confi rm proper operation through performance tests prior to 

reuse. 

•  Before installing the fuel pump into the adapter bracket, be 

sure to apply clean engine oil evenly over the entire surface of 

the O-ring, roller tappet, and fuel pump mounting hole. When 

installing the fuel pump, align the protrusion on the roller tap-

pet to the groove in the fuel pump mounting hole. 
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High Pressure Fuel Pump Installation 
•  Do not reuse the fuel pipe. Once the fuel pipe is removed, it 

must be replaced with a new one. 

•  Th ere are protective caps on both ends of the replacement fuel 

pipe to prevent foreign substances from entering into the fuel 

pipe. Remove the caps prior to installing the fuel pipe to the fuel 

pump and the delivery pipe. 

•  Refer to the “High Pressure Fuel System Tightening Torque” 

chart on page 5 to properly install the high pressure fuel pipe. 

Delivery Pipe and Injector Installation 
•  Do not reuse the delivery pipe mounting bolts. Once the deliv-

ery pipe is removed, the bolts must be replaced with new ones. 

•  Do not reuse the injector retaining clip, O-ring, backup ring, 

washer seal or combustion seal ring. Once an injector is re-

moved, the fi ve components must be replaced with new ones. 

F

G

H J

I

F: Align protrusion to groove 
G: Roller tappet (Apply oil) 
H: Fuel pump mounting hole (Apply oil) 
I: Fuel pump
J: O-ring (Apply oil)

K

L

M

N

K: Delivery pipe 
L: Fuel pump 
M: Fuel pipe
N: Clamp 

O

Q

S

R

P

O: Injector Retaining Clip

P:  Injector Combustion 
Seal Ring 

Q: Injector O-Ring

R: Injector Backup Ring 

S: Injector Washer Seal 

Note: Items P, Q, and R 
are supplied in a single kit. 
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Mechanical

2. Pull the seal downward until it is near the bottom of the cone 

as shown in the photo. 

3. Place the cone (with seal) on the end of the injector. Th en 

place the sizing tool (09353-2B000) over the cone. Make sure the 

tool fl ange is toward the seal as shown. Press down on the tool to 

work the seal over the injector and into the groove. 

4. Because the seal will stretch as it goes over the end of the 

injector, it will be a bit oversized aft er installation. By letting the 

injector and seal set for a few minutes, the seal may reduce in size. 

Inspect the seal for damage before continuing. 

When installing the combustion seal ring onto the injector, 

use the SST 09353-2B000 (as shown below) and refer to the 

instructions below. 

 

Injector Combustion Seal Installation Procedure 
1. Place the combustion seal on the cone and pull downward on 

the seal as indicated in the photo. 

Notice: Your fi nger will work better for installing the combus-
tion seal over the cone.

Tool Name/No. 

Injector Combustion Seal Ring Installer 

Tool Number

09353-2B000

Components

1. Sizing Tool, 2. Guide  3. Pushing Tool

2
1

3

1

3

4

5

2
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Avoid dropping the fuel pipe (including injectors) or bumping it 

into any hard objects since damage to the internal components 

may occur. If necessary, visually inspect and confi rm proper 

operation with performance tests prior to reuse. 

Before installing the injector into the cylinder head, clean the 

injector hole and avoid contaminants from entering inside the 

injector hole. When installing the injector, avoid bumping the 

injector tip into any of the surrounding components since the tip 

may become damaged from the impact. 

When fastening the three fuel delivery pipe mounting bolts, fully 

hand-tighten fi rst, and then tighten in the proper sequence (see 

photo above) in several cycles up to the specifi ed torque. Th e 

delivery pipe should move less than 1/8 inch (approx. 3mm), 

whenever each bolt is tightened.   

5. Place the resizing tool (fl ange up) over the seal. Twist the tool 

slightly while pushing down over the seal. Th is should reduce the 

size of the seal. Be careful not to apply engine oil on the combus-
tion seal ring. 

6. Place injector into the head as shown. 

7. Twist slightly while pressing the injector into position in the 

head. Th is should complete the resizing of the seal. Remove the 

injector and inspect the seal before completing the injector instal-

lation process. 

8. If the injector comes with a protective steel washer held in place 

by a spring clip, both will have to be removed before installation. 

9. Install the washer seal onto injector with the rubber side 

(stepped) toward the injector. 

10.Th e stepped rubber side of the seal goes towards the injector. 

11. Th e fl at washer side of the seal goes towards the head. 

Before installing the injectors into the delivery pipe, be sure to 

apply clean engine oil evenly over the entire surface of the injec-

tor o-ring. Be careful not to apply engine oil on the combustion 
seal ring. 

2

1

3

6
9

10 11
7

8

Remove spring clip and steel washer before 
installing injector.

Spring Clip

Steel Washer

»TSBs may be updated from time to time. Please refer to 
TSB ENG148 at www.kiatechinfo.com for the latest procedures.
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Assuring BSD communication
Post collision, proper rear harness installation is key

Body/Collision

Model Year BSD  Master Location

Optima (QF) 2014-2015MY Right

Sorento (XM) 2014-2015MY Left

Cadenza (VG) 2014-2016MY Right 

Cadenza (YG) 2017-2018MY Left

Niro (PHEV) 2017-2018MY N/A (No Master/Slave)

This article provides information relating to the vehicles listed in the chart below when equipped 
with Blind Spot Detection* (BSD), which may exhibit a “Check BSD System” message and no 

communication with the BSD system after collision repairs. This concern is commonly caused if the 
rear bumper harness is installed backwards. 

*Blind Spot Detection is not a substitute for safe driving, and may not detect all objects behind or around vehicle.  Always drive safely and use caution.
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»Pitstop Technical Operations may be updated from time to 
time. Please refer to PS464 at www.kiatechinfo.com for the 
latest procedures.

»All images are for illustration purposes only.

2
Th e master BSD module, located at either side of the 

rear bumper (refer to table at left ), is the only BSD module 

that communicates on the C-CAN. Th e slave module (op-

posing side of bumper) communicates to the master mod-

ule via local network CAN. Th e master and slave module 

connectors are physically identical and may be mistakenly 

swapped. 

Note: Niro (PHEV) does not have a master/slave. Both 
modules communicate on the C-CAN. 

To confi rm correct installation of the harness, verify 

the pin location is correct for the left  or right side module, 

which can be found on the Kia Global Information System 

(KGIS). See the diagram above. 

It is important to note that the BSD system may be 

adjusted and calibration must be performed aft er any rear 

collision repairs. Failure to do so can result in improper 

BSD system operation. Refer to SST060 for more details. 

1. Using a KDS/GDS, select “BSD Radar Calibration” in the 

BSD System. 

2. Perform the “BSD Radar Calibration” procedure according 

to the KDS screen. 

3. Once the procedure is complete, test drive the vehicle at 

speeds above 20mph to verify proper operation of the BSD 

system. 

1



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

*Genuine Kia replacement parts (except battery) sold by Authorized Kia Dealer under warranty are covered for the greater of (1) the 
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 Kia’s Replacement Parts and 
Accessories Limited Warranty for further details.

From headlights to tail lights, bumpers to fenders and hoods, 
there is no substitute for genuine. The only way to assure 
that you are getting Genuine Kia parts, backed by the Kia 
Warranty, is to order them from your local Authorized Kia 
Dealer. Contact your local Kia dealer for assistance and 
delivery of the parts you need.

Kia.com
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