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still filtering out unwanted particles. That’s because our filters have more pleats to help block $64
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Creating Standard Operating Procedures (SOPs) is the best
way to ensure employees know the right way to perform
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0BDIl WEBINAR

In the webinar “Diagnosing Drivability with Global OBDII,”
Pete Meier and G. Jerry Truglia show all 10 modes of OBDII
and explain what each brings to the table. Watch it now.
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(DELPHI) MaStart Batteries

More power in reserve to drive all the electronics
In today’s hyper-connected, high tech cars.

Delphi has been selling top quality aftermarket auto parts for more than 100 years. == Yoy
And the MaxStart battery is the latest addition. Made in the USA, Delphi MaxStart has S— =y

. : AGM
a battery to meet your particular needs — from our best value to our premium AGM
with maximum reserve power. The AGM category is projected to grow based on the
increased use of powered accessories in late-model vehicles.

Want to learn more? Visit www.DelphiAutoPartsBattery.com for information.

If you're a distributor interested in offering the Delphi MaxStart battery to your
MaxStart-

customers, ask for Delphi sales at 1-877-Go-Delphi. S 30
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INDUSTRY NEWS

THE VALLEY Forge High School Tech Prep Automotive Service Technology program covers
the gamut of service repair areas technicians will have to tackle in the industry.

TRAINING PROGRAM

HIGH SCHOOL AUTO PROGRAM
GIVES STUDENTS AN EDGE

CHELSEA FREY //
Senior Associate Editor

With a highly focused training
schedule, high school automo-
tive programs — such as Valley Forge
High School's Tech Prep Automotive
Service Technology program in Parma
Heights, Ohio — are developing career-
ready service repair students.
Accredited by he National Automo-
tive Technicians Education Foundation
(NATEF), Valley Forge's program teaches
juniors three main topics: introduction
to automotive, brakes, and electrical and
electronics. Senior students focus on
suspension and steering, engine perfor-
mance and heating and air conditioning.
Gary Mitchhart has been the instruc-
tor of the program for the past 10 years.
Mitchhart's prior teaching experience at
Ohio Technical College and his experi-
ence of working at dealerships and in-
dependent shops over the past 30 years
helps him educate in an environment
similar to a repair shop.
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Funded by grants through the Carl D.
Perkins Career and Technical Education
Act, the automotive training facility is
equipped with lifts, a tool room, wheel
alignment systems and all the neces-
sary equipment found in a repair shop.
Valley Forge keeps a lab of 25 vehicles
for students to work on while learning.
To ensure the students are prepared for
the automotive technology they will face
in the industry, the program is currently
seeking to upgrade the fleet so that the
vehicles are no older than 7 years.

While students partake in plenty of
hands-on learning in the shop, they also
learn in the classroom. Mitchart explains,
“Students need to learn both technical
and academic skills. The electrical and
electronics portion, for example, is very
physics heavy. We start with learning
about the atom and matter, and then we
gradually move on to topics such as basic
circuitry, voltage drop, amperage, check-
ing for resistance and using a voltmeter
and an oscilloscope”

>> CONTINUES ON PAGE 6

BREAKING
NEWS

NACE COVERAGE

VEHIGLE SECURITY:
KEEPING TECHS IN &
THE BAD GUYS OUT

s ANAHEIM, Calif. — With

‘ increased connectivity on
vehicles for safety, comfort, repair
notifications and more, keeping
the information secure and the
vehicle safe is a top focus of
those interested in telematics.

The Technology & Telematics
Forum at NACE | CARS 2016
kicked off with a panel conversa-
tion on vehicle security and hack-
ing. The growing concern is: How
do you keep (or get) the repair
shops in and the bad guys out?

It definitely is an issue, as
Mahbubul Alam, a panelist with
Movimento Group, describes the
vehicle as a hamburger: There
are parts on top of each other
similar to a patty of meat, top-
pings and sauces. But when the
parts were put together to create
the vehicle, they were not done
so with security in mind.

“Security is just an afterthought
that came along,” he states,
adding that it now is important to
design everything from the ground
up to be secure. It is covered
as the five C's: the chipset that
goes into the electronics, client
(software security), connectivity,
cloud and content.

It is important to make sure
the architecture of the vehicle
is compartmentalized so that
when someone tries to hack the
vehicle in ways outlined by fellow

>> CONTINUES ON PAGE 6
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>> CONTINUED FROM PAGE 4

At the end of their senior year, the
students take the ASE Student test,
which is paid for by the school, as a
way for the state to verify that the stu-
dents have been properly trained. Even
though the content of the ASE Student
test is very similar to the industry ASE
test, the certificates earned thereafter
are not interchangeable. In order to get
the industry ASE certificate and patch,
one must also have two years of work
experience.

“For these students to take the ASE
Student test and pass it, it's absolute tes-
tament that they can do the job. It's been
avery useful way to show that these stu-
dents are career-ready,” Mitchhart says.

SECOND ONE-DAY

a APPLETON, Wis. - The second
Commitment to Training one-
day live training event is approaching,
and time remains to register.

The free training is Saturday, Oct. 15,
at Fox Valley Technical College in Ap-
pleton, Wis. The event will feature top
industry trainers in several areas of tech-
nical and management repair, similar to
the successful one-day event in May at
Washtenaw Community College in Ann
Arbor, Mich. Registration for the event is
open at MotorAge.com/FoxValley.

“More than 100 automotive profes-
sionals attended our first training event
in May, and we were thrilled to be able
to provide top-of-the-line education to
them for free,” says Pete Meier, director

>> CONTINUED FROM PAGE 4
panelist Craig Smith with Theia Labs,
for example going after the TPMS, they
cannot get through the whole system.
Alam related it to going from one
house key to having a separate key to
enter each room in the house.

“We have to make sure each door
has a separate key. If you enter through

6 SEPTEMBER 2016 MOTORAGE.COM

Education evolution
Mitchhart has noticed a significant
change in the structure of high school
automotive programs over the years and
the type of students the programs at-
tract. “As cars become more advanced,
high school automotive programs are
no longer a last resort for students who
don't know what they want to do. We've
had some students who have entered the
program and then left soon after they re-
alized how in-depth it is. Those who stay
in the program know that automotive
work is what they want to do.”
Mitchhart has seen his former stu-
dents succeed in a variety of different
careers. While the majority go on to work
at new car dealerships, others are hired

at independent shops or specialize in
certain fields in the automotive industry.

Mitchhart urges repair shops to seek
out high school students for new talent.
He expresses, “Businesses really do need
to look at the high school students first.
We're just as competitive as community
colleges or technical colleges that follow
the NATEF curriculum because we are
all teaching the same exact material.
High schools even have an advantage
due to small class sizes, which allows
for more individualized attention.” Ad-
ditionally, high school students can
quickly determine from a young age if
the automotive field is a good fit. “There’s
no doubt these students will make fan-
tastic long-term employees.” ZZ

FREE TRAINING SET FOR OCTOBER

of training. “These pros are positioning

themselves to be among the best in their

field by seeking out training in areas that

repairers need to learn about today.”
Meier is one of the featured trainers

at the Fox Valley event, along with G.

Jerry Truglia. Meier will lead a course on

electrical repair and scope usage, while

Truglia will teach a pair of classes on di-

agnostics, trouble codes and more. Other

instructors are Greg Marchand, Mike An-

derson, Jason Bartanen, Mel Shampers

and Jerry Goodson. The course list is:

« Financial Best Practices

« Service Counter Skills

o Aluminum Welding & Attachment

« How to Diagnose P0420s & P0430s

« Vehicle Technology and Trends

your garage, you should not be able
to get into the house,” Alam says. “It
means you don't allow it to spread.”
Moving to these compartments allows
over-the-air updates to fix these attacks.
But as these technologies come
along, Smith says it will be a process
to be aware of and vocal about OEs
allowing access to firmware. While

o Practical Electrical and Scope
Techniques

« Critical Thinking Diagnostic Skills

« Positioning Yourself in the Collision
Repair Industry

« Estimating Best Practices

« Capitalizing on Customer Satisfaction

Anderson will kick off the day of train-
ing with a keynote address. Courses also
qualify for NATEF and AMi credits.

The Commitment to Training is
made possible by support from manu-
facturer sponsors: Carquest Technical
Institute, Delphi, Mitchell 1, Pico Tech-
nology, Schaeffler Automotive Aftermar-
ket, Abaris Training, PPG, Polyvance,
Mitchell International, Axalta, Garmat
USA, GFS and Motor Age Training. IZZ

they want to protect the firmware from
the “bad guys,” technicians will need
to be able to work with these systems
and repair future vehicles.

Smith notes, “Only the people
who are currently playing the game
are going to be able to continue and
they will block out others. That's my
concern.” I
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MOTIVATE EMPLOYEES TO
ACHIEVE SHOP EXCELLENCE

Part of motivating your employees is leading

BRIAN CANNING // Contributing Editor

here are two very distinct

schools of thought on moti-

vation. Theres one large group

strongly of the belief that we
are who we are, and if there is motivat-
ing to be done, we either bring it to work
with us each morning or we don’t and
our leaders, managers and supervisors
have little or nothing to do in determin-
ing if our motivated (or unmotivated)
self shows up to work each day. Of
course, I do not hold it against persons
of this school of thought other than to
say that they are as wrong as they could
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possibly be or at least as wrong as they
could be as it applies to the automotive
repair industry of today.

There is no doubt that there are a
lot of unmotivated workers out there
certainly in and among the technicians
and service advisors who make up the
automotive repair industry. There are
plenty who could use a quick dose or
two of motivation, but relying on them
to self-administer this important trait
might be a long wait and one that is
very likely to end in bitter disappoint-
ment and probably bankruptcy. We as
leaders have to lead our people in a
better direction instead of waiting for

them to decide if they want to hop on
that bus. My saying this would highlight
my strong belief that the large number
of unmotivated and under-motivated
technicians and service advisors in
automotive repair is directly attribut-
able to the very poor state of leader-
ship within the industry. It is wholly
chargeable to our poor performance
against our goals, our lack of profit as
compared to other service industries
and our lack of production in our bays.
Motivation, or the lack of motivation, is
the direct result of poor leadership and
in most cases we are getting just what
we have asked for: nothing.

PHOTO: GETTYIMAGES/ALEXSL
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We as shop owners and service
managers mostly would rather jump
off a cliff into a swimming pool filled
with cactus and fire ants than to have
to actually look another human being
in the eye and tell them what to do.
As sad and unfortunate as this is, it
clearly explains why production, sales,
profitability, training and employee
turnover are in such terrible straights
and why the industry is struggling for
viability. Leadership — and in this,
motivation — is not an easy part of the
job, but as unpleasant as it is for many
of us, it is much better than under-
performing year after year and dying
that slow death.

It's time to lead and to motivate our
technicians and our service advisors
to do the things we want, as we want
them done.

The Army describes leadership
as “The process of influencing others
to accomplish the task or mission by
providing purpose, direction and mo-
tivation.” This is the definition I cut my
leadership teeth on many years ago, and
I still like it today because it allows me,
as a leader, to define the task and relies
onme, as a leader, to provide what I see
as the appropriate purpose, direction
and motivation to assure that the task
is completed.

If I am not comfortable yelling, I'm
not going to yell. If I choose to give an in-
spiring speech or provide performance
incentives, I have that flexibility. A good
leader will use everything at his or her
disposal to accomplish whatever needs
to be accomplished. If we fail in some
kind of way to complete our assigned
tasks or the tasks that we assign to one
of our staff members, our approach to
leadership has failed. It's as simple (or
as complicated) as that.

As inconvenient and messy as it
is, each of us is unique in how we are
best motivated and because of this we
as leaders need to know our people
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and what makes them tick. A common
mistake I see here is the mistaken belief
that all of us are money motivated, and
in trying to move our staff members or
motivate them toward something new
or better, we build all of our incentives
and motivations around more money.
For about 30 percent of the population,
these efforts might prove appropriate
and successful, but for the other 70 per-
cent we have just missed the boat and
are likely to see little to no change in ef-
fort or behavior.

Believe it or not, far more of us are
motivated by time off, recognition or
awards than by money. This discon-
nect and misunderstanding of what mo-
tivates us is a clear explanation of why
our actual performance is at such vari-
ance with our goals. To be motivated by
something, we have to care about it, and
in this example we are wrong in what
motivates us 70 percent of the time. If
we come out with a plan that only 3 out
of our 10 staff members care about, the
chances are very good that we will see
little or no change in behavior and there-
fore little or no change in our results.

Another common mistake I see is
the use of fear as a motivator. While fear
works extraordinarily well in the short
term, relying on fear as a primary moti-
vator over time will almost certainly drive
morale down and likewise result in em-
ployee turnover. Fear works, but it needs
to be used sparingly, if at all. Threatening
an employee with their jobs or pay will
likely get an immediate response, but if
this is an employee you care about, fear
is probably not the best choice.

As hard a concept as it might be to
grasp, what motivates most of us is sim-
ply knowing what is expected, acknowl-
edgement that we are doing our job and
some sort of public highlighting of our
successes. This might be money, it might
be time off, it might be a plaque or it
might be a handshake or public and sin-
cere thank you for a job very well done.

Celebrating an individual’s success is the
key, both for the individual and for the
entire team. Consistency here is critical!

Everyone (well, almost everyone)
wants to believe that they contribute,
that their efforts are important and that
they are vital to our success. Our job as
leaders is to foster beliefs such as these
and do everything humanly possible
to develop a sense of pride, a sense of
team and a sense of mission in all that
we do. Though we have to guard against
arrogance or cockiness in our employ-
ees, making them feel important and
that their contributions are vital to our
success is the best way to ensure their
motivation and continued strong efforts,
which then gives you the opportunity to
appeal to their sense of pride in assign-
ing additional tasks and setting higher
standards. They feel part of something
special and significant and will work
hard to maintain their status.

This is a very sneaky form of moti-
vation in that we are appealing to pride
and ego, but people usually go very will-
ingly and tend to bring their best efforts
with them. If we praise them and recog-
nize them for superior effort, we will be
able to count on them to be there for us
and to improve and grow as we improve
and grow.

As Dwight Eisenhower said, “Moti-
vation is the art of getting people to do
what you want them to do because they
want to do it”

Try something different; find out and
foster what motivates your people and
get the heck out of their way. ZZ

BRIAN CANNING is
30-year veteran of the
automotive repair industry.
He has been a leadership
coach, Goodyear service
manager, retail sales
manager for a distributor,
run a large fleet operation and headed a large
multi-state sales territory for an independent
manufacturer of automotive parts.
brimarc@hotmail.com
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EDUCATION: A NEW
DEFINITION FOR ROI

These terms have evolved to a new meaning for repair shops

tis time to recognize, and essentially under-
stand, the evolved and expanded concept
that “‘education” of shop technical personnel,
front counter and office personnel along with
its owners/managers in today’s world has matured
to new, additional definitions for “ROI” The stand-
ard meaning of “Return on Investment” now el-
evates to two important definitions to include “Re-
turn on Intelligence” and “Return on Information.”

To retain valuable employees and enhance
management growth, shops should be willing
to invest in ongoing education that supports
the professional growth of individual staff and
management, as well as their general well-being.
Comprehensive, on-going education has become
anecessary requirement for this new era.

It is critical for shop management to have a
professional relationship with employees. Own-
ers/managers must revolutionize the traditional
view of only being worried about maximizing the output of
employees into a much broader form that now involves par-
ticipation with every level of management and staff. The inter-
action between the shop management and staff on effective
education and its evaluation is the key to success for high shop
morale. High staff and management morale in today’s business
leads to quality customer/client service.

Employers should prove to their employees their worth to
the shop. In other words, always operate with the philosophy
of “train to retain.” I was once asked, “What happens if I train
him and he leaves?” I responded, “What if you don't and he
stays?” The right education should give employees the tools to
develop technical skills and soft skills necessary to perform well
technically as well as socially. When you enrich your employees
through professional knowledge in many areas, it increases the
company’s loyalty.

Competent education should be carried out regularly
to keep all minds fresh and the morale high. Shop owners/
managers should be aware of the fact that many competent
employees are lost through lateral movements to other shops.
This is scary because management didn't understand the real
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DON'T BE ONE

OF THOSE SHOP
OWNERS WHO
CANCELS A
COURSE BECAUSE
OF A BUSY
SCHEDULE.

reason for the employee leaving and didn't have
an interest to find out why.

Don't be one of those shop owners who can-
cels a course because of a busy schedule. There
is nothing worse than an employee being psycho-
logically ready to participate with the owner and
then management pulls the rug out from under
him/her because of personal reasons. It's a mo-
rale and credibility killer.

Providing education opportunities for skills
and interests outside of work life is a way to in-
crease staff loyalty and reduce turnover. Before
launching such programs, a popularity survey
via discussion should take place that gives the
employees options to choose from and asks for
suggestions. These additional educational expe-
riences can be brought in-house to strengthen
team spirit or held at some place or institution to

encourage a meeting of minds with outside experts.

Consider education courses that offer phased-in education
to the employees and management. This is much easier than
learning the whole process at once. The educational courses
can be broken down into a session of technical skills and then
a session of soft skills or management skills. Consider offering
incentives as a retention strategy, as there is nothing wrong
with recognizing and rewarding a good effort. When shop edu-
cation is broken down by skills, it is easier for the shop owner
to seek out the right modules and set up the course date and
agendas. Also consider that certification and standardized
professional accreditation can increase you and your staff's
professional knowledge as well as retention rates.

Educational courses should not stop after any initial step
is started. Employees and management need to be enriched
with continuous, updated knowledge to remain at the top of
their career. ZZ

BOB GREENWOOD, AAM, is president and CEO of Automotive
Aftermarket E-Learning Centre Ltd. (AAEC), a company focused on
providing business management resources and development for the
independent sector of the automotive aftermarket industry utilizing
the internet environment. greenwood@aaec.ca
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any successful shops
across North America
have been noticing a re-
duction in car count this

year — even those with huge marketing
calendars. While there are many opin-
ions on what is causing this trend, from
weather to a decrease in sales of cars
during the Great Recession, the reality
is that we have to do something about
it or experience a reduction in our in-
come. Actually, many of our clients are
experiencing the most profitable year of
their career because they are focusing
harder on their processes on each car.
I'd like you to listen to Coach Steve Priv-
ette explain how you can become more
profitable by examining your processes
on every repair order.

In the 30-plus years that have been
in the industry, I was told to focus on
sales, sales, sales, and the profits will
come. While sales volume is certainly
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Performing a variety of audits can

uhlock answers

CHRIS “CHUBBY” FREDERICK

important, I realized one day that sales
alone do not pay bills at all — gross
profit does! I have coached shops en-
tering our ATI program doing $10,000
in weekly sales and making money,
but also shops doing $60,000 in weekly
sales and losing money. Which would
you rather have: a $10,000 sales day
at 20 percent gross profit ($2,000) or a
$5,000 sales day at a 60 percent gross
profit ($3,000)? I know, the best answer
is @ $10,000 sales day at a 60 percent
gross profit ($6,000)! You can see why I
say both sales volume and gross profit
are equally important.

How do I manage both sales and gross
profit? I measure the things that affect
and provide it. During the time I was a
fixed operations director for an auto mall,
I decided to start auditing my daily repair
orders to make sure my service writers
were doing all that they could to produce
both sales volume and gross profit.

Contributing Editor

Auditing repair orders
I asked my service writers to leave that
day’s invoiced repair orders on my desk
at the end of each day for review. Every
morning I would arrive at work about a
half hour early to review the prior day’s
business. I used a checklist derived from
key performance indicators on each in-
voiced repair order from the previous day.
I'would highlight anything I found that ei-
ther was not done or was done improper-
ly.Iwould check all the important margins
to make sure they were where our goals
were with each. I would then return the
highlighted invoices back to my service
writers to review and justify why any par-
ticular item on the list was not to goal and/
or standard. This was of course my way of
holding them accountable to continue to
improve and generate the gross profit dol-
lars we require to run a healthy business.
When I first began doing this process,
I'was finding many things that required

PHOTO: GETTYIMAGES/TADAMICHI
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follow up and attention. As time went
by I found myself highlighting less and
less. Could it be that my service writers
decided to make sure they were doing
it right the first time, knowing that there
was going to be accountability if they
didn’t? Of course as I was highlighting
less, the sales and gross profit were ris-
ing. Imagine that!

Auditing parts margins

A few of the things I would check were
things like parts margin, labor margin,
effective labor rate, and whether a cour-
tesy check/inspection was performed
thoroughly, etc. Doing this process daily
was not very time consuming, but it was
extremely important.

Checking the overall parts margin on a
repair order is quite easy, as in most cases
your point-of-sale software will provide
you the parts margin. In the event that it
doesn’t, you would simply add all of your
parts cost together divided into the parts
sales you collected from the customer. So,
if the parts sales were $200 and your parts
cost was $100 then you would have a 50
percent parts margin.

Auditing labor margins

Checking your labor margin is very
similar; however, many point-of-sale
software programs will not automati-
cally provide you this. Just calculate
what your labor cost was on the repair
order divided into the labor sales you
collected from the customer. If your

tech is flat rate and gets $25 per flat rate
hour, and you credited him or her with
3.0 hours on this repair order, then your
cost would be $75 plus tax and benefit
load (benefits, payroll taxes, 401k, uni-
forms, etc.), which is normally between
12 percent and 25 percent. Let’s say in
this case it is 20 percent, so $75 multi-
plied by 20 percent = $15. Add the $15
to the $75 and your total labor cost was
$90. Let’s say the labor sales were $180
to the customer. In this case, dividing
one into the other would leave you with
a 50 percent labor margin.

Auditing effective labor rate
How about checking the effective la-
bor rate on the repair order to see what
your customers are really paying for
your time? This is also quite easy. You
are tracking your technicians’ produced
hours, aren’t you? If not, you need to
start. Just add the total time the tech-
nician produced on the repair order
divided into the total labor dollars the
customer paid for it. As an example, let’s
say the repair order had a flat rate wa-
ter pump replacement on it along with a
menu/canned oil change and transmis-
sion fluid change.

Water pump: 3.2 hours

Oil change: 0.3 hour

Trans service: 0.8 hour

On this repair order, total hours pro-
duced were 4.3. Let’s say the customer
paid $408.50 total labor. Dividing hours
into dollars, this would mean the effec-

« The average attendee picks up 3-8% profit

» We've helped more than 25,000 shops over
35-plus years

industry by Frost & Sullivan

Stabilize Your Shop

Our life-changing 1-Day Workshops are
coming to venues all over the US and Canada! t_.

« Rated the #1 management consulting firm in the

Spots are limited. Find out when
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Chris “Chubby”
Frederick, CEQ

tive labor rate for this repair order was
$95. If your door rate is higher than that,
you may want to look into why you col-
lected a lower amount. Some things are
justified like coupons, warranty, etc.
Other reasons are not justified, like dis-
counting to get the sale, etc.

Auditing courtesy checks
Another item I am looking for on my
repair order audit is whether we did a
courtesy check/inspection, and if so, did
we do it right? We always recommend
a two-part courtesy check form so you
can provide the customer with a copy
and retain a copy with the repair order.
Many shop owners are using the elec-
tronic tablet courtesy checks. Doing it
either way will allow you to review to
see if a courtesy check was performed
and if it was performed thoroughly.
How many times do we see a courtesy
check done by a tech where everything
is checked off as “good” while the vehicle
has 120,000 miles on it? Obviously they
are pencil whipping or table checking it
instead of actually doing it properly. This
is an extremely important item to audit,
as I believe it is the most valuable tool
you have in the shop.

Repair order checklist

You can start to get a picture of all the val-
uable information by performing a daily
repair order review. If you would like a
copy of the ATI daily repair order review
checklist simply go to www.ationline-
training.com/2016-09 for a limited time
to download your own copy. ZZ

CHRIS “CHUBBY”
FREDERICK is the
CEO and founder of

the Automotive Training
Institute. ATl's 115
associates train and coach
more than 1,400 shop
owners every week across North America
to drive profits and dreams home to their
families. This month’s article was written
with the help of Coach Steve Privette.
cfrederick@autotraining.net
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CAITLYN WILLIAMS // Contributing Editor

fyou're like most shop owners, the idea of managing your

own search engine optimization (SEO) may sound as

appealing as a trip to the dentist’s office. The discomfort

often associated with SEO is understandable. Even those
of us who are experts in the field can find SEO confusing and
overwhelming.

That's why shop owners often choose to either ignore SEO or
tap outside consultants to handle the task. While I'd much prefer
to see shop owners seek help for SEO rather than simply dismiss
the need for optimization, the truth is that most of you have the
tools you need to keep your businesses front and center online.
No one knows your shop like you do and with some guidance,
you can harness that information to build a very visible digital
brand. My goal with this article is to give you the strategies you
need to execute do-it-yourself SEO easily and effectively.

Before we discuss specific tactics, let’s talk about why SEO is
so important and worth your time. While some of your custom-
ers are still finding you via word of mouth or a direct-mail post-
card, a growing number are locating you after searching online.
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A 2012 Yelp survey found that 85 percent of consumers used
the internet to find local businesses. More specifically, those
consumers are looking for goods and services using search
engines, online directories and review sites. To increase your
visibility on those channels, you need SEO.

Thankfully, there are a variety of ways to optimize your pres-
ence on those frequently visited stops on the information su-
perhighway. Focusing your efforts locally, choosing keywords
carefully, crafting compelling content and establishing strong
external links are all great ways to stay in the spotlight.

We've all heard the phrase, “Think globally, act locally,” in
reference to a number of causes, including energy conserva-
tion. Well, the term can also be useful when considering your
SEO strategy. While the aim of your business is always to be
the best you can be on a large scale, to have the greatest impact,
you should focus your efforts in your own backyard. Let your
location guide all your SEO activities.

The first step is to think like your potential customers. A

Chicago resident needing automotive repair would likely
PHOTO: GETTY IMAGES/EPOXYDUDE




search for shops in their neighborhood
rather than the city overall. Make sure
your website reflects those types of con-
sumer habits by including the specific
areas you serve. It’s also wise to list your
business on as many local directories as
possible — from Yelp and Google Maps
to up-and-coming sites, such as Thumb-
tack, which allows users to search for
services by zip code.

It's key to ensure that your name,
address and phone number are listed
the same way wherever your business
appears. Even minor spelling errors or
typos can make it difficult for new cus-
tomers to find you. For example, let’s
say an auto repair shop’s name has
an ampersand in it (Martin & Sons
Auto Repair). If one directory has the
ampersand written out as the word
“and” or the apostrophe is added to
the word “Sons” by mistake, the listing
could get confused with other similar
sounding businesses. It's also crucial
to update your listings any time your
name, location or phone number
changes.

Staying on top of these listings can be
a daunting task, but there are some ways
to make the job a bit easier. Moz Local is
a useful service that offers a free “‘check
your listing” tool. The company can also
perform updates and make changes for
aminimal fee.

The goal of consistent and abun-
dant listings is to drive customers to
your website. You'll want your site
to reflect the keywords that are rel-
evant to your customers. As noted
before, the “Think globally, act lo-
cally” phrase should come into play.
Have the neighborhood you serve
featured prominently on your home
page. Highlight the services that are
most frequently requested by your
customers (a Houston-based shop, for
example, might focus on A/C repair).
If there are certain models that are
popular in your area, make it a point

TR A IR OPERATIONS

to emphasize your expertise servicing
those vehicles by either including them
on your home page or creating a land-
ing page dedicated to those models.

Choosing keywords is a delicate
balancing act. If you select keywords
that are too broad, say the term “Toyota
experts,” then you'll probably find your-
self competing with too many shops
and may end up coming up short in
the rankings. Some words are just too
saturated and need to be tailored to
your audience. Adding a neighborhood
name to a key phrase (i.e. Wicker Park
Toyota experts) can often help narrow
the field and generate better results. On
the other hand, picking words that are
too obscure isn’t wise because there
may not be enough people searching
for those terms. Keywords should also
be designed to attract people who want
to make purchases rather than those
just browsing for information in hopes
of performing a repair at home.

One last word on keywords: don't
go overboard trying to fit key terms on
your website. “Keyword stuffing,” as the
practice is commonly known, is no lon-
ger recommended because not only has
Google gotten wise to the tactic, but it
can also result in a stiff, robotic-sound-
ing website. Again, Moz can be a great
resource because it offers an “on-page
grader” that will evaluate your individual
pages to determine if the right keywords
are used in the right places.

Another way to improve your SEO
status is by developing unique content.
Shop owners are often reluctant to com-
mit to creating content because they
fear it will take too much time. The trick
is to avoid overthinking your content —
whether it appears on social media, a
blog or even in an email blast.

Use the various platforms where
you communicate with customers to
educate them about what you do. Tap
your existing knowledge by sharing car
care tips, safe driving advice or the latest

automotive industry news. I also advise
shop owners to use their content to re-
inforce the keywords they've chosen to
target. If, for example, you hope to attract
Subaru owners, keep potential custom-
ers updated on recalls and other issues
unique to that brand.

Reviews are also a good source of
content and help provide credibility for
your business from unbiased sources.
Always encourage your customers to
review your business either at the time
of service or via a follow-up email.

Finally, link building is emerging as
a more important method of enhanc-
ing SEO. Link building is the process
of increasing the number of external
links that point back to your site. One
of the best ways to acquire more links
is to look at who your partners are in
the community. Most shop owners
have relationships with associations,
coaches, chambers of commerce and
local non-profits. In most cases, those
organizations are happy to provide
website listings of their members or
sponsors. Always check to make sure
the URL that an organization lists for
your business works and sends visitors
to the right place. Lost links can impact
your search engine rankings.

Remember that all of these strategies
are meant to work together. Unfortu-
nately, there is no magic bullet that will
automatically send your business to the
top of the search rankings. But working
steadily to implement the various ap-
proaches outlined in this article should
increase your visibility and, hopefully,
your sales too. ZZ

CAITLYN WILLIAMS
serves as the vice president
of Client Services at Kukui
Corporation, a developer of
marketing software for the
automotive repair industry. In
her role, Caitlyn helps guide shop owners
in their marketing efforts and maintains a
strong level of client satisfaction.
caitlyn@kukui.com
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Commit to training and see a
return on your investment

SEEING A RETURN GOES BEYOND JUST PAYMENT FOR REPAIRS

CHRIS CHESNEY // Contributing Editor

f this is your first visit to this sec-

tion, I encourage you to review my

first two installments in previous

months as a precursor to a deep

dive around this latest installment
— the cost of creating a training plan,
where to find quality content and how
to measure your return on investment
(ROI) and effort. ROI is an interesting
discussion when it comes to training, no
matter the industry.

In a past life, I worked for a major
tool company where I helped form a
technical training program. We had a
tag phrase about training ROL ‘“Training
Doesn’t Cost, It Pays!” We had buttons
made and other collateral material to
promote the fact that there is, in fact, a
positive return on investing in training
people. But we really didn’t have metrics
that could support this statement, and in
reality, it is difficult for a training organi-
zation to measure ROL It's also difficult
to measure a return in the conventional
sense of how much was spent versus how
much additional revenue was generated.

In your shop, at your side

1CO
pw

Technology
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So this month, let’s look at ways we can
measure training’s ROI and discuss how
you can implement them into your busi-
ness today.

Having spent the last 25-plus years
training technicians and shop owners,
I can tell you that there are two desired,
measurable points that are incredibly dif-
ficult to pin down. The first is measuring
the student technicians’ abilities to apply
what they learned during a training event
or class. And the second, did the invest-
ment in training my team positively im-
pact the shop's bottom line?

Let’s look at the variables in each ROI
scenario. The desired result for a shop
owner committed to training their team
is ultimately a team member who grows
their skills and abilities, which should
result in a positive return on investment.

IfI send Joe to an air-conditioning up-
date class in the spring, I should expect Joe
to be more productive when servicing A/C
issues. Makes sense, right? However, this
example is wrought with assumptions that
prevent any chance of accurately measur-
ing ROJ let alone seeing a measurable im-
provement in Joe skill set. Unfortunately,

TECHNICAL COLLEGE

this scenario is typical of how shop own-
ers choose to train their team.

Using the A/C update class as an
example, it's usually held prior to A/C
season, and most likely delivered by
a parts supplier in an effort to sell him
A/C products that year. However, there
are problems with this strategy. Sending
your team to an annual update class is
not a well-planned learning program. It
is simply throwing training at a perceived
problem. All training should be assigned
for the purpose of improving a skill that
has been measured and deemed inade-
quate. Sending your team to training that
they see no value in because they weren't
involved in the decision or because they
already understand the topic or skill only
creates animosity in your team. They will
come back and say it was a “waste of time”
or ‘I could have taught the class” because
the content didn’t match their skills gap.

So, let’s assume you have gained your
team’s commitment and identified the
learning manager for your company, who
in turn has created all the job roles and
identified the team’s knowledge gaps. Fur-

>> CONTINUES ON PAGE 29
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PENNZOIL PLATINUM HE™ OIL FILTER

Synthetic-blended 2-ply gradient
density media has a 95% efficiency*

Greater capacity compared to economy
oil filters - helps reduce engine wear and
helps promote longer engine life

Pennzoil Platinum HE™ oil filters
outperform economy oil filters when

it comes to efficiency and capacity.
So your customers get maximized
performance — and you get a
maximized bottom line. Contact your
local Shell sales representative
about new Platinum HE™ oil filters.
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“Cars and repair procedures
are changing and you have to

know how to get back to

pre-loss condition.”
— JOEL MYERS, SNAPSHEET, INC.,

AUTOMECHANIKA TRAINING — LIVE! ATTENDEE

MONTHS

1.0
l

WATCH + LEARN

Diagnosing intermittent stall concerns

MOTORAGE.COM/Stall

How to recruit technicians

MOTORAGE.COM/RecruitTechs

Building the road to great technicians

MOTORAGE.COM/GreatTechs

IS reprogramming for you?

MOTORAGE.COM/Reprogram

TRAINING EVENTS

SEPTEMBER 16-18
2016 CAN Conference
Westin Chicago Northwest

Itasca, lllinois

OCTOBER 8
AERA Conference
Speedway Motors Museum

of American Speed
Lincoln, Nebraska

OCTOBER 15
Automechanika Chicago LIVE —
Training Event
Fox Valley Technical College
Appleton, Wisconsin
OCTOBER 24-28
Advanced Selling Skills for

the Service Advisor; RLO Training
Seattle, Washington
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NOVEMBER 1-3
AAPEX

Sands Convention Center
Las Vegas, Nevada

NOVEMBER 1-4
SEMA

Las Vegas Convention Genter
Las Vegas, Nevada

NOVEMBER 19
Automechanika Chicago LIVE —
Training Event
Joliet Junior College

Joliet, lllinois

FEBRUARY 15-18
MACS 2017 Training Event
and Trade Show

Anaheim Marriott
Anaheim, California
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profit annually™
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oil change

MAKE IT A PENNZOIL CHANGE.™ f ¥ @~

*For particle sizes = 30 microns
**Based on a $10.00 charge for the Pennzoil Platinum HE™ Oil Filter ©SOPUS Products 2016. All ights reserved. CS10444-11
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OLDER VEHICLES ARE NOT
NECESSARILY EASIER TO FIX

The majority of calls we receive on our
technical help line are with vehicles 15
years old and newer. With the complexity
of newer vehicles, these calls have be-

/

mune to being difficult. There are plenty of
times when those seemingly “easier” calls
come in and end up being a “lunch eater.”

come increasingly more difficult to do. Suf-
fice it to say that when a call comes in for
a vehicle that is from the '90s or the early
2000s, it usually becomes a break against
the brain burners we normally receive. That
doesn't mean the older vehicles are im-

\
Broader coverage.
Better performance.

Wayne Colonna continues at
Motorage.com/NotEasier

MASTERING GAS DIRECT INJECTION
For many years, gas direct injection was an
oddity on a very small number of cars dat-
ing back decades. It has become so com-
mon now, however, that if you purchase a
new vehicle, there is a very good chance
you'll own your first GDI-equipped ride.
This article covers some operational and
diagnostic highlights for GM and Ford.
Continue reading about GDI at
Motorage.com/MasterGDI

gﬂl\fﬁrsal joint

REPLACING TIMING BELTS

In theory, replacing a timing belt is pretty
straightforward: remove everything in
the way, line up the components, replace
the belt, set the tension, top off any
fluids lost during the procedure and then
neatly reinstall everything that came off
— no problem. In reality, one mistake or
oversight can cause drivability concerns
or damage a very expensive engine, and
it's quite easy to make a mistake or forget
something critical during routine timing
belt replacement.

Learn more about replacing belts at

Motorage.com/BeltReplace

Expanded line of U-joints from SKF

Building on our industry-leading expertise in bearing and seal technology,
SKF has updated our U-joint offering with broader coverage, including an
expanded range of the high performance Brute Force line.

WHICH WAY T0 G0O?

¢ More part numbers for broader coverage of automotive, truck, Diagnostic techs are truly creative when

agricultural and industrial applications

e Improved catalog with key specification information for easier parts
identification

Ask for premium and high performance premium quality U-joints from
SKF, a trusted supplier to automotive and truck professionals worldwide.
Learn more at vsm.skf.com.
You(@® www.skfpartsinfo.tv W @skfpartsinfo

=
3 Repai
p Be Gar Care Aware

\ ® SKF is a registered trademark of the SKF Group | © SKF Group 2015

it comes to inventing testing methods.

We think of ways to apply theories we've
learned to applications not originally
intended. For instance, | may apply the
training | received about a Ford Drive-By-
Wire Throttle Body to some other manu-
facturer as the testing procedures may be
the same. This article discusses the steps,
tools and tests performed to prove without
a doubt what is causing a complaint.

Read the testing methods used here
Motorage.com/Testing
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YouTube Search “Ranger Rimguard”

www.bendpak.com/rimguardwheelclamps

© 2016 Ranger Products, Inc. ® BendPak and Ranger are registered trademarks.
*Patent Pending

Still afraid to service powder coat wheels and
expensive alloy rims? Be scared no more because
Ranger tire changers feature non-marring
RimGuard™ wheel clamps*. Permantly attached
Polymer and Urethane shields protect delicate
wheels and are adjustable to accommodate

rim sizes ranging from 9” - 30”. Put aside

your worries - not those expensive wheels.
Contact your local BendPak/Ranger dealer

or call 1-800-253-2363.

R Ranger
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>> CONTINUES FROM PAGE 22

ther, assume you have engaged everyone
on the team in designing the program
and you've chosen the content provider,
resulting in a well-thought-out plan. As
spring arrives, you are approached by
your parts supplier with an A/C update
class opportunity to which your learning
manager responds by identifying team
members who can actually benefit from
the class or by saying, “Thanks, but we in-
cluded that topic in our current learning
plan.” Only then will you see a positive im-
pact on your bottom line. Anything else is
wasting money by providing untargeted
training and not including your team in
the plan to leverage those funds effec-
tively. Do you see the difference?

To summarize, having a well thought-
out learning plan prevents you from just
wasting training on a perceived problem,
and instead results in a team that is more
likely to engage in the training prescribed,
which will deliver a better ROL

Now let’s look at the first measurable
we described: how to know if a team
member is able to apply the knowledge
learned during training. There are a cou-
ple of traditional methods used today
that are limited in their accuracy. One is
the typical test that uses multiple-choice
questions to try to measure the student’s
knowledge base. Considering there are
more than a few systems on amodern ve-
hicle, it is nearly impossible to accurately
measure a student’s knowledge base by
asking only a handful of questions. The
other traditional method is probably
what most do today: nothing. You send
atech to class and hope they come back
and apply what they've learned. This as-
sumption will typically not work out well.

CHRIS CHESNEY is the
Senior Director of Customer
| Training for Carquest

| Technical Institute (CTI) and
N Advance Professional.
chris.chesney@carquest.com

You might send a tech who really needs
A/C training to a good A/C class with the
goal of helping them reduce their return
rate on A/C services. If, in fact, the tech
did not choose to apply any of what they
learned in class, it may take months for
you to realize this as the vehicles they ser-
viced start returning for re-repairs.

One other legacy method of knowl-
edge transfer confirmation consists of
having a mentor who is knowledgeable
about the system in question observe
the tech who attended class to deter-
mine if they can apply the new skill ef-
fectively. Continue reading at MotorAge.
com/trainROL

MANN
FILTER

Take a deep breath.

Increase profits with FreciousPlus™ cabin air filters.

- Free
kitt

FreciousPlus does more than filter airborne contaminants - it gives you a
new opportunity to maximize profits. Stock $249 or more of FreciousPlus
and receive a free point-of-sale kit to help educate your customers and
drive profit. Learn more at freciousplustech.com/kit.

MANN-FILTER - Perfect parts. Perfect service.
FreciousPlusTech.com
©2016 MANN+HUMMEL Purolator Filters LLC. All rights reserved.
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SERVICING SAFETY

WHAT YOU NEED TO KNOW ABOUT SERVICING VEHICLES WITH
ADVANCED SAFETY SYSTEMS WHILE ENSURING YOU DON'T CAUSE ANY PROBLEMS

VANESSA ATTWELL //
Contributing Editor

dvanced vehicle safety
systems used to be found
pretty much only on ex-
pensive, higher-end vehi-

cles — but that's no longer the case.
Systems that can prevent or miti-
gate crashes and compensate for oc-
casional driving errors seem to be very
common now, even on less expensive
units from most vehicle manufacturers.
And while it’s great that safety is no lon-
ger an expensive luxury, well-meaning
technicians performing routine service
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procedures can easily damage advanced
safety systems, which is not good news
and can be prevented.

For the most part, the systems con-
sist of computer-controlled inputs and
outputs, and there’s not much mainte-
nance or service required to keep them
operating well. However, those advanced
safety features can cause big headaches
if you're not careful during routine ser-
vice. But there’s no need to worry.

With a little planning and know-how
you can avoid causing any problems, fix
a few common faults in the systems and
definitely keep your customers happy
and safe on the road. Here's a quick over-

view of some the common systems used
and some typical service precautions
that will keep repairs problem-free and
keep the systems functioning as they
should — and keep you stress-free at
the end of the day.

Lane Departure Warning and
Lane Keep Assist systems
Frankly, it seems that even economy
vehicles are equipped with fairly ad-
vanced, computer-dependent technolo-
gies that keep drivers, passengers and
pedestrians safe on the roads.

One of the most common advanced
safety systems used is the Lane Depar-

PHOTOS: VANESSA ATTWELL



MIGHTY NAMED BEST-SELLING OIL AND AIR FILTERS
IN 2015 FAST LUBE OPERATORS NATIONAL SURVEY

— NATIONAL OIL & LUBE NEWS

Because our customers are our
#1 priority in everything we do.

Learn more at mightyautoparts.com/why =

N Sl b Miigihify

OE QUALITY CHEMICALS & PERSONAL TRAINING & '

PARTS
A LUBRICANTS SERVICE R POWERING YOUR PERFORMANCE®



TEGANICAL AILLIZIHY

ture Warning system that tells drivers
they're wandering too far out of the
marked lanes, very much like “rumble
strips” or rough pavement along the
edges of the road are intended to do.

This electronic version, however,
sounds an alarm (typically a buzzer/
light combination) and sometimes even
vibrates the steering wheel or seat to let
the driver know that the vehicle is wan-
dering too far out of the acceptable zone
and that they should take corrective ac-
tion immediately.

These “passive” warning systems use
lane markings as the basis for their calcu-
lations, and while these systems can be
useful, manufacturers are quick to point
out that the systems are only as good as
the road markings. They often can mal-
function when the markings aren’t clear.
They can also malfunction in the rain
and snow, which can be very frustrating
indeed. In fact, from personal experience,

many customers will actually shut these
systems off using the interior switch or
controls because the false alarms are
incredibly annoying — even though the
false activations tend to amuse passen-
gers in the vehicle who watch the driver
get “zapped” repeatedly when the system
activates.

Many vehicles seem to have auto-
correcting Lane Keep Assist systems as
well, which take Lane Departure Warn-
ing systems a step further by actively
correcting the vehicle’s direction when
it wanders too far out of the traffic lane
rather than just passively alerting the
driver to the problem. These “active”
systems also typically use lane markings
for reference (though a few systems do
use the road edge to judge road position
instead of lane markers so, again, it’s
critical to consult service information
for the exact vehicle involved to under-
stand the systems used) and the control
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SENSORS FOR BLIND SPOT
DETECTION SYSTEMS are typically
located on the bottom of the side mirrors.

module decides when corrective actions
are needed and acts accordingly using
the steering or braking systems. Even
though corrections are made without
driver input, the computer’s corrections
can typically be overridden by the driver
using the normal steering controls, and
the system can be completely disabled
if desired.

And as with Lane Departure Warn-
ing systems, the Lane Keep Assist sys-
tems aren't foolproof either. The systems
can be adversely affected by reflections
from road debris, large shiny objects
or trucks that reflect into the camera,
so the driver (or technician test driving
the vehicle) still needs to be vigilant and
maintain control.

System limitations aside, however,
there are a few things to be mindful of
when servicing vehicles with Lane De-
parture Warning and Lane Keep Assist
systems to avoid inadvertently causing
problems.

For example, even though systems
vary among manufacturers, most ve-
hicles use a camera located in the base
of the rear view mirror at the top center
of the windshield in the system. Because
light travels back and forth through the
windshield to the camera, using non-
OE quality replacement glass has been
known to adversely affect the system’s
operation, as have dark tints and even
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just general grime on the windshield. In
fact, anything in the path of the camera
can adversely affect system operation,
so it's important to be careful when
working in that area.

A few manufacturers do use a more
expensive radar-based system for their
lane departure warning systems, with
the sensing unit mounted at the front of
the vehicle, usually in the front bumper
or grill area. Always consult service in-
formation to be sure.

If the system vibrates the seat to alert
the driver to problems, keep in mind
that the vibrating motors inside the seat
use wiring harnesses that might crack
or break if abused (broken or crushed
harnesses have often been found in cer-
tain light-duty trucks), so be particularly
careful about throwing anything onto or
under the driver’s seat — the harnesses
may not like the extra stress.

Finally, like any other computerized
system or program, Lane Departure
Warning and Lane Keep Assist system
operation is only as good as the inputs
and outputs. It'’s a nice touch during
routine service to clean any dirt, bugs
or grime from the sensors so that the
system operates as reliably as possible.
It’s a small thing, but it's a professional
touch that can make a difference when
your customer decides where to bring
their vehicle for the next service.

Collision Avoidance Systems
Another safety feature that used to only
appear on higher-end vehicles but is
fairly common now is the Collision
Avoidance System that warns drivers of
impeding front-end collisions so they
can take evasive action — or in some
cases brake or steer the vehicle without
any input from the driver at all.

Always consult the owner’s manual
and service information for the details
on how a specific system operates and
what software and components are
used, but at a very general level the sys-
tems are similar to lane departure warn-
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ing systems. Instead of watching lane
markings these systems scan for other
vehicles (though not so much small
vehicles and motorcycles) and in some
cases also scan for pedestrians. Some
of the advanced systems scan for large
animals by the side of the road at night.

If a problem or impending colli-
sion is detected, the system alerts the
driver with an alarm or vibration, and
depending on the system, it also might
pre-charge the brakes so that the vehi-
cle can stop quickly to shave valuable
milliseconds off braking time and avoid
the collision completely — or at least
slow down for an extra few millisec-
onds to get the vehicle to a lower speed
to minimize damage and injury to both
the vehicle occupants and whatever is
being hit. Some systems will prepare
the vehicle and occupants for impact if
it determines that a collision is unavoid-
able by doing things like closing the
windows and tensioning the seatbelts.

It's also worth noting that some sys-
tems will use the steering and braking
systems without driver input to avoid an
impact if the controller determines that
no driver action is being taken to avoid
the impending collision.

During routine service the system
will probably go unnoticed (especially
if you're careful on the test drive) but
there still are a few important things to
keep in mind to ensure that service goes
smoothly.

For example, be aware that changing
anything that affects ride height, brak-
ing, steering or lighting can also affect
Collision Avoidance System operation.
Always consult service information to
be sure. To be safe, tire pressures and
sizes should always follow manufacturer
recommendations and shouldn’t vary
from side to side.

Also, it's important to be mindful of
doing anything to the brake switch cir-
cuit on certain systems since this criti