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THE NEW COMPETITION

SERVICE NOTES

It’s a new year but those same old lingering challenges facing automotive repair and 
service shops haven’t gone away.

In fact, more are coming.
While many experts believe the supply chain will be easing, the cost of parts is still 

high. Recruiting and retaining good, young, skilled and qualified technicians — not 
to mention capable service advisors — is still a challenge. All while vehicle technology 
advances, electric vehicle purchases continue to grow among consumers and customers 
expect a whole new experience from you.

Yeah, your work is cut out for you, shop owners.
Of course, you will have to navigate this all while being busy. Just about every leader 

we asked for the Shop Executive Outlook expects a continuous stream of vehicles to roll 
into your bays on a regular basis. After all, many more older vehicles are on the road 
today and need servicing.

The challenges seen on the new car side of the industry are presenting opportunities to 
you — people are hanging on to their vehicles or replacing their old cars with younger-
but-not-new cars. 

Good for you, right?
Hopefully, so long as you’re taking advantage. Those who may not set foot in a repair 

shop very often, if at all, for five years because they’re driving a new vehicle are being 
introduced to the aftermarket experience. 

Are you treating them well? Giving them a memorable experience? Planting the seeds 
for future visits?

If not, there’s a competitor staring right at your customer, hungry to get them: The 
dealer.

A recent report from Lang Marketing noted that dealers are looking to scoop up your 
business. They’re knocking down any barrier they can. They’ll take any age vehicle. 
They’ll take all makes and models.

“This has enabled dealers to capture share from some of their DIFM competitors, 
especially service stations and garages, which have largely been unable to keep pace with 
the improving position of dealers in the eyes of many vehicle repair customers,” Lang 
reported.

Read that last part again. Consumers think dealers are improving their position over 
the aftermarket. Dealers are investing — in the customer experience, in their employees. 
As they always have, they’re hammering home that they are the best place to service a 
customer’s vehicle. They see the swath of six-year-plus vehicles that are out there and 
think they should be in on the action.

“Dealers have invested in tools, equipment and training to meet the 
challenges of repairing today’s sophisticated vehicles,” Lang added.

Dealership sales are down. Used vehicles cost a lot more than they 
used to. So their strategy is to come after your bread and butter. They 
can’t possibly take all of your business; their network isn’t as wide as 
independents. But they’re looking to get as much as they can.  

How do you combat this? Browse the Outlook in this issue. Gather 
up the ideas and insights from this industry’s top minds. They all 
want the industry to succeed. Following their guidance seems 
prudent. 
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LETTERS What’s on your mind?
We want to hear from you about anything you read in 

CARS magazine. Send your email to adam@turnkey.media

IS YOUR SHOP TOO BUSY? WHY THAT’S A BAD THING, 
AND HOW TO MANAGE IT
I have a real problem with parts suppliers who don’t keep common ordinary items 
on the shelf but can keep $50,000 worth of tools or whatever instead. I realize you 
can’t stock every item for every vehicle but come on: Get the safety-related parts 
in stock. As a shop owner and service writer, I have to guess a week in advance of 
what a vehicle may or may not require and have to order in these ”maybe we need 
it” parts because they refuse to keep ordinary parts in stock.
Barry Dale, Trinity Repair

SKILLED TRADES IMPORTANT BUT WE DON’T WANT TO 
WORK IN IT: CANADIANS
No wonder in the automotive trade we have such a hard time recruiting new 
workers. The competition to entice them to automotive becomes even more critical, 
such as good working conditions, good pay, good benefits. It will be interesting to 
see if this industry can pull it off when all us old farts are long gone.
Brian Browning, Centre Point Automotive

HOW MILLENNIALS APPROACH MAINTENANCE AND 
REPAIR
I feel like this is self-inflicted. A lot of them don’t want to spend the time to learn 
about their car. They definitely do not read the manual as seen by the questions 
asked online. And when we try and discuss it with them, they glaze over and expect 
it to be as simple as a 30 second TikTok.
Shawn Greenberg, Seamless Auto Care

This is a perfect opportunity to market our selves and educate Millennials on 
the benefits of maintenance. They may not use their vehicles as much as older 
generations so they may tend to forget about it. Manufacturers push maintenance 
intervals out longer which makes it harder to track for consumers. Our job is 
to take all of the unknown out of maintenance for them. Millennials also have 
a tendency to purchase higher end vehicles that have substantially more cost to 
maintenance. Again it is all about educating them. This goes a long way to building 
a relationship with a long time client.
Bob Ward, The Auto Guys

WHAT FLASHY MARKETING REALLY SAYS ABOUT 
YOUR SHOP
I think you are wrong. Coca-Cola, McDonald’s and Wendy’s all advertise to keep 
market share. They know the competition is working on their market share and it 
costs twice as much to get it back once lost. Advertising the right way brings in new 
people that hear a message intended for them. It’s called message to market match. 
Yes, you can bring a steady repeat and referral business in and do quite well but 
people die, move away and get new cars and the smart marketer is filling the funnel 
and prospecting. Do the wrong type of marketing and waste your money and there 
will be no new valuable clients arriving.
Rick McMullin, Rickey Ratchets Auto Repair

IT’S YOU 
WHO 
DRIVES 
THE 
INDUSTRY.
That’s why NGK created 
Shop Squad, a community 
for automotive repair 
professionals to level up 
their skills, exchange 
expertise, and gain 
knowledge in the industry. 

KKeep your edge. 
Join the Squad at 
shopsquadonline.ca
or scan the code.
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NEWS

TIGHT FINANCES 
TURN FOCUS 
TO VEHICLE 
MAINTENANCE
THE INCREASED COST of living has put 
families in tight financial positions and 
vehicle owners are opting to take better 
care of their cars by investing in them so 
they can hang on to them longer, according 
to a survey from the British Columbia 
Automobile Association.

Seven in 10 B.C. drivers reported that 
the high cost of living and economic 
uncertainty has them keeping their current 
vehicle for much longer than they planned, 
according to the survey. Even though 
money is tight, they’re opting to repair, 
rather than replace.

In fact, they’re more attuned to 
maintenance these days. Almost half 
(49 per cent) admitted to skipping 
recommended vehicle maintenance and 
repairs in the past due to costs. But more 
than four in five (83 per cent) said they 
can’t risk being without their vehicle as a 
result of a breakdown.

Furthermore, 93 per cent of respondents 
agreed it’s worthwhile to get the most out 
of their vehicle even if they consider it 
costly to maintain.

B.C. OUTLINES 
TRADES 
CERTIFICATION 
PLANS
BRITISH COLUMBIA ANNOUNCED its 
plans to move forward on certification with 
a multi-phase approach that will give those 
in the automotive industry the most time to 
get certified.

SkilledTradesBC will formally recognize 
the skills of trades workers, help them 
get standardized training, earn higher 

EyeSpy
Have an interesting picture to share?  

Send a high-resolution image to 
adam@turnkey.media

John Groppo from Tower Service in Hamilton, Ontario, send us this photo of a 
2010 Hyundai Elantra that had its entire hood and air filter compartment packed 
with dog food. The customer dropped it off, complaining about a lack of power. 
“It was as definitely the work of a very energetic squirrel!” Groppo said. The 
compartment was filled right to the brim by the critter.

SECRET STASH

www.theinductor.com
877-688-9633

Tag us in your photos 
#InductionInnovations

This tool is manufactured in the USA with genuine OEM 
parts. Available through your local tool distributor.

The Mini-Ductor Venom HP is the 
highest powered Mini-Ductor at 
1800 watts of power. This handheld 
induction heater generates 
high-frequency magnetic fields 
to produce a flameless heat that 
releases ferrous metal from corrsion 
and thread lock compounds faster 
than ever before. More precise, safe, 
and reliable than a torch.

> ⅞” Pre-Formed Coil
> 23” U-Form Coil 
> 41” Bearing Buddy® Coil 

INCLUDES:

LUG NUTS GRAPHICS GEARS

Mini-Ductor® Venom® HP
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NEWS

wages and better navigate through the 
industry’s evolving needs.

In all, 10 trades will be designated 
for skilled trades certification. The first 
seven will focus on the electrical and 
mechanical trades — ranging from 
commercial electrician to sheet metal 
worker — while phase two will focus on 
automotive.

Uncertified trade workers in phase 
one will be required to register as an 
apprentice or pass a certification exam 
before December 1, 2023.

The three automotive trades — heavy-
duty equipment technician, automotive 
service technician and auto body and 
collision technician — will require 
certification in 2024 under phase two of 
the plan. No hard deadline has been set 
yet but tradespeople will have one year to 
make the transition once announced.

TROUBLE 
AHEAD AS 
RETIREMENTS 
LOOM
A RECENT SURVEY found that 
nearly two-thirds of automotive 
aftermarket shop owners plan to retire in 
the next 10 years.

But how many of them have a proper 
plan to transition? That uncertainty has 
some industry experts worried.

Of those looking to retire, 37 per cent 
plan to sell their business while 48 per cent 
plan to pass it on to family or friends — a 
number that took panellists of a recent 
webinar by surprise as that number was 
higher than they’ve generally been used to.

Another 13 per cent of respondents to 

the survey, conducted by shop software 
company AutoLeap, said they simply plan 
to lock the doors and walk away.

“I think we’re in trouble,” said Cecil 
Bullard, chief executive officer of the 
Institute for Automotive Business 
Excellence and RLO Training, during a 
recent AutoLeap-hosted webinar when 
assessing the number of people willing to 
close the business when they retire.

That’s a significant number of shop 
owners who don’t have a plan moving 
forward and the loss to the industry could 
be significant, he added.

“And so I think we’re going to see a 
real drop in shops,” Bullard continued. 
“Combine that with the cost of education 
and the need for education in schools and 
there are going to be quite a few shops, 
probably, that don’t exist in the future if 
they don’t make some changes today.”
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NGK TO BECOME 
NITERRA

NGK SPARK PLUGS CANADA will be 
known as Niterra Canada Ltd. as of April 1.

The ignition and sensor specialist 
announced the name change late last year but 
had not picked the date for the new name to be 
official.

The change includes a new corporate logo 
and identity as part of its goal to unify the global 
brand in an effort to transform the company’s 
business portfolio. The global enterprise is also 
taking on a name change, becoming known as 
Niterra Co. on the same day.

The NGK and NTK brands, which the 
company called “trusted” in the industry, will 
continue to be used for its portfolio of spark 
plug and ceramic-related products.

The word ‘niterra’ is a combination of the 
Latin words ‘niteo’ — which means shine 
— and ‘terra’ — which means Earth. In its 
announcement, the company said it chose 
the new name and colours — the name is in 
green with a golden accent on the dot of the 
lowercase ‘i’ — to present a broader image of 
its modern identity.

USED VALUES INCH 
BACK UPWARDS
CANADIAN BLACK BOOK reported the 
first year-over-year decline in used vehicle 
values since the summer of 2020. But even 
though 2022 ended with a decline, 2023 started 
with an increase.

Its Used Vehicle Retention Index for 
December came in at 157.6, a 0.7 per cent drop 
from November and 0.6 per cent decrease year-
over-year.

It was the first year-over-year decrease since 
July 2020 when the index sat at 100.5 points.

“Increasing interest rates and slowly 
improving new vehicle supply has had a 
cooling effect on the wholesale market but the 
overall lack of used supply has offset much of 
those pressures,” said David Robins, principal 
automotive analyst and head of Canadian 
vehicle valuations at Canadian Black Book.

But the downward trend came to an end 

once the new year kicked off. The Index for January 2023 showed a slight increase. Now 
at 158.2 points, the index went up 0.4 per cent (six-tenths of an index point) from the 
end of 2022.

Year-over-year, however, used values are still down. After a 44 per cent rise from 
January 2021 to January 2022, the index is down 2.4 per cent from last year.

With an index score of 158.2 points, that means used vehicle values are more than 58 
per cent above the baseline established by Canadian Black Book in January 2005. 
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CARS will regularly feature automotive schools across Canada. 
In this issue, we learn more about College communautaire du 
Nouveau-Brunswick’s Bathurst Campus. If you’d like your school 
featured, reach out to adam@turnkey.media.

Class act A special section dedicated to showcasing 
automotive trade schools

Tell us about your school. What do you offer? How many 
students do you have? 

Founded over 50 years ago, the Collège communautaire 
du Nouveau-Brunswick (CCNB) is a French-designated 
post-secondary institution offering over 80 programs 
throughout the province. The CCNB network is 
composed of 5 campuses: Bathurst, Campbellton, Dieppe, 
Edmundston and Acadian Peninsula. Unique to the 
Bathurst campus are the Motorized Mechanics programs. 
These include 40-week, pre-apprentice programs leading 
to a college certificate in the following areas: automotive 
service technician, autobody and collision technician, 
heavy equipment service technician, truck and transport 
service technician and motorcycle and powersports service 
technician. Upon successful completion of the Automotive 
Service Technician program, students have the opportunity 
to write Level 1 Apprenticeship Exam. The program has a 
capacity of 28 students per year. Apprenticeship training 
can include 4-5 block releases (Levels 1, 2, 3, 4 and Red 
Seal) per year, with a capacity of 12 apprentices per block 
release. The program has been constantly updated to reflect 
the fast pace changes occurring in the automotive industry. 
We are also the only institution in Atlantic Canada to offer 
this training in French and our instructors are committed 
to providing quality training to a very important 
percentage of New Brunswick’s population.

What unique experiences are available to students?

The Automotive Service Technician program covers Level 
1 basics such as electrical and electronic systems, braking 
systems, suspension systems, steering systems, drive shafts 
and axles, engine fundamentals, vehicle servicing, as well 
as other topics that help the student develop workplace 
competencies. The 40-week program also includes a work 
practicum allowing students to apply the acquired skills 
and knowledge in a direct work setting. Throughout the 
academic year, students also can perform practical projects 
in the campus’s automotive shop. Practical projects can 
include work on the campus’s vehicle fleet (close to 30 
vehicles of different makes, models and years) as well 
as certain projects on client vehicles, if acquired skills 
and curriculum permit. Conference speakers are invited 

College communautaire du Nouveau-
Brunswick - Campus de Bathurst
Bathurst, New Brunswick 

Lise Godin (associate dean – motorized 
mechanics), Michel Caron (dean – school 
of trades)

Name of school: 

City:
 

Head of program: 

to speak to students on occasion and industry visits also 
enhance students’ experience in relation to the field.

 

How are you preparing today’s students to be  
tomorrow’s automotive service professionals?

Instructors in the Automotive Service Technician program 
(as well as related block release instructors) have embarked 
on professional development training in regard to electric 
vehicles.  Our team of instructors are being proactive to 
prepare for the future in the automotive field and to keep 
our programs pertinent for our students as industry evolves 
and new technologies arise.  The campus is also constantly 
updating equipment to ensure students and apprentices have 
access to these latest technologies.

Why is this an exciting time to be a student in an  
automotive trade school?

Employment opportunities are increasing, working conditions 
and salaries are enticing and the continually evolving 
technologies can provide a very compelling career path for 
students who have the motivation and drive to enter the field. 
A career as an automotive service technician engages at once 
the intellectual and manual capabilities of the professional, 
all the while offering a service to a customer. Definitely, a very 
fulfilling trade to pursue.

Proudly brought to you by EDUCATION
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By The Numbers Stats that put the North American automotive 
aftermarket into perspective

Year-to-date the increase in sales for automotive 
parts, accessories, and tire stores as of Q3 2022.

DesRosiers Automotive Consultants

10.8%
3.9

6.4%

82%

New vehicle sales finished 2022 at a low 
that hadn’t been seen since 2009. Despite 

a promising start to the year, supply 
challenges slowed sales down.

DesRosiers Automotive Consultants

1.49
million

26.6 million

82%
Car shoppers found it easy to purchase a 
vehicle from a dealership in November, 
a drop from October (84%). But more 
(71% to 68%) said it was easy to find the 
vehicle they hoped to purchase.

CDK Global

Female fatality risk 
compared to male 
fatality risk shrunk to 
its lowest level with 
vehicles built between 
2015 and 2020. That’s 
down from a 
discrepancy as high as 
18%.

National Highway Traffic Safety 
Administration

2.9%

The average number of services 
performed per service visit by 
electric vehicles in the last 12 
months, higher than internal 
combustion engine vehicle 
services at 2.8 per visit.

North American Dealers Association

Forecasted vehicles in operation in 
Canada. An ever-increasing number as 
there were 25.7 million in 2021. VIO is 
forecasted to reach 29.6 million in 2028.

Automotive Industries Association of Canada

The highest vehicle 
theft rate in Canada 
belongs to the Lexus RX 
Series, 2016-2021 
model years. Out of 
34,560 insured vehicles, 
2,202 were stolen.

Équité Association

Canada’s motorists believe 
investing in winter tires is 
important. Outside of 
Quebéc, where winter tires 
are the law, winter tire usage 
now stands at 63%.

Tire and Rubber Association of Canada

481,200
People employed in 
the automotive 
aftermarket in 
Canada. Of that, 
252,000 work in core 
aftermarket sectors..

Automotive Industries 
Association of Canada
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I would call a semi-automated machine that will do the heavy 
lifting and guide the operator so they stay in control over every 
aspect of the tire change. But get one with a wheel lifter — tire 
sizes are not going down; they’re only getting bigger.

Battery chargers
From a cost-per-use perspective, this is the most used piece 

of equipment in the workshop. When you fully charge a battery 
during service that is a complete value-add to your customer.

Bench systems
Not only do bench systems contribute to the aesthetic of the 

workshop, but also to its efficiency.
Be wary of manufacturers claiming they have the “most” 

storage. In a well-run, properly organized workshop, there’s 
no need for excessive amounts of storage on a technician 
workbench. 

The important items you should keep in mind when 
thinking about a bench system are: Space for a computer; great 
lighting; storage for everyday tools; battery charger (if not fitted 
to your 2-post hoist)

Oil drainers and AC machines can also be stored one for 
every three to five bays, depending on the use of the workshop. 

One other item I’ve discovered to increase the overall 
efficiency of the workshop is the integration of sinks every 
three to five bays. This ensures hand cleaning is accessible for 
the team so they’re not leaving the workshop to clean up — an 
added efficiency.

When designing your workbench system, it’s key to think 
about the processes in place and to ensure your workplace is as 
efficient as possible.

Let’s talk about equipment. There are things you need 
to know to give your team the best opportunity to do 
the job right the first time. 

As you’re either designing, building or updating a 
facility, the right equipment is a necessity. You know 

from your own experience what it’s like to have the unpleasant 
task of dealing with poor quality or unreliable equipment.

In general, most modern equipment is pretty good. But 
there are differences that should be taken into consideration 
when choosing equipment for your facility. 

Let’s look at some key equipment for the typical North 
American shop.

Hoists
You don’t want to compromise on quality here. And don’t 

confuse quality with price. The price doesn’t necessarily impact 
the quality. You need to know the purpose of your hoist. It’s not 
a one-size-fits-all scenario.

First, figure out what kind of shop you are. For those shops 
that say they do it all, you need to ensure that you’re getting the 
hoist that best fits the vehicles you’re servicing

Air systems
As we see more technician tool kits being driven electrically, 

the need for huge reserves of air in the system may not be 
needed. If you have, or are considering, air doors then this will 
play a part in how your air system is configured and how the 
reserve system or backup system might look. 

I normally suggest repair shops have a main and then a 
small backup, both feeding a common system. 

Wheel and tire equipment
Return on investment is key with all equipment. Wheel 

and tire equipment represent the fastest, or should I say, most 
obvious payback calculation for most workshops.

With so many options available, I tend to lean toward what 

WORKSHOP EQUIPMENT: 
WHAT YOU NEED TO KNOW
Having the right equipment in your shop means being safe and more efficient

Greg Aguilera
is a director of IAC Canada, an organization dedicated to the management 
development of  repair shops in Canada.

BUSINESS MANAGEMENT



Renew your subscription

Subscription #:

First Name:

Last Name:

Title:

Company:

Address:

City:

Province:

Postal Code:

Country:

Telephone:

Email:

I would like to receive/continue to receive CARS Magazine
qYes       qNo
 
Choose Magazine Format:
qPrint        qDigital         qBoth
 

Which of the following best describes your title?
qExecutive Management 

qOperations

qRepair/Service Technicians/Mechanics

qOther Qualified Personnel

 

Do you specify, approve or influence the purchase  
of automotive parts and/or equipment?

qYes       qNo

Renew quickly online
www.autoserviceworld.com/subscribe/cars/magazine

Complete and mail this form to
Turnkey Media Solutions Inc.
48 Lumsden Crescent
Whitby, ON  L1R 1G5

OR

This location is a:
qGeneral service and repair shop

qSpecialized service and repair shop

qNew/used car or truck dealership

qBodyshop with mechanical repair facilities 

qFleet maintenance and repair facilities

qOthers allied to the field, please specify

 

How many technicians/apprentices  
are employed at this location?

 

What type of work is performed at this location?

qTire and wheel sales/service 

qOil and filter service 

qEngine reprogramming and advanced diagnostics 

qBrake service 

qEmission/exhaust Systems 

qSteering/suspension service 

qBattery and electrical sales/service

qCooling system/radiator service

qEngine repair/overhaul

qTransmission/clutch service

qEV/Hybrid service

qNone of the above 
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OIL FEATURE

No longer is there an oil that matches the season. 
“The classic distinction between a pure summer oil and a winter 

oil has long been passé,” said Oliver Kuhn, deputy head of the oil 
laboratory at Germany-based Liqui Moly. “The only thing that matters 

is the change interval. And that depends on mileage and time.”
The only time a specific oil should be used in the winter is if the vehicle is 

going into hibernation.
Furthermore, synthetic oil options should be first and foremost when 

speaking with customers. Today’s engines demand better performance; 
mineral oils simply don’t cut it anymore.

But not all synthetics are the same. There are two distinct differences. One 
is the so-called PAO oil, a classic synthetic oil that came on the market in the 
1970s. Chemically pure and effective, it’s expensive to produce. The other is 
what’s called HC oil, for hydro-cracking, which describes how they’re produced. 

“HC oils are more modern and came up in the 1990s,” Kuhn explained. 
“Today, they offer the best possible performance for all modern engines.”

When a customer is presented with options, they may choose an oil based on 
price. Ideally, if they’re someone who wants to take care of their vehicle, they’ll 
default to the most expensive one — you get what you pay for, right? 

No, that’s not necessary. It’s more important to choose the right oil.
“Today, motor oil is like a liquid replacement part,” Kuhn explained. 

“Putting in the wrong oil is like fitting the wrong replacement part. This 
threatens dangers that go beyond a little oil sludge. There are actually 
oil-engine combinations that destroy the engine after just a few hundred 
kilometres.”

Indeed, going with the right fluid type or specification is essential, Sean 
Nguyen, lubricant scientist and technical specialist at Pennzoil, told CARS.

“Viscosity is important, but the most important aspect of spring 
maintenance is proper fluid type, proper fluid level and complete fluid checks,” 
he said. “This includes everything from coolants to washer fluids to power 
steering and transmission fluids. It is not just about changing oil, it is total 
lubrication and protection of the customer’s vehicle. This brings customers back 
and protects a shop from future liability claims.”

And each car manufacturer has their own preferences when it comes to 
motor oil.

“Because each car manufacturer follows a different technological approach, 

What the pros say each shop needs to think about when it comes to motor oil  // By Adam Malik

Tips for choosing
the right motor oil
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“YOU NEED IT, WE’VE GOT IT”.
THAT’S NAPA KNOW-HOW.

Over 500,000 vehicle parts and products in inventory, all ready 
for delivery: that’s over 500,000 good reasons to make us your 
number one partner.  napacanada.com

the required oil properties deviate from 
one another. Sometimes, numerous 
properties can be combined in a single oil, 
but sometimes not,” Kuhn said.

Nguyen agreed. Follow the owner’s 
manual, he stressed. And not just for 
motor oil — for any fluid going into your 
customer’s vehicle. 

“For example, transmission fluids 
have multiple specifications, types and 
viscosities. They vary from a simple Type 
F to Dexron/Mercon to Nissan CVT to 
specific dealer-only fluids like MB236.17. 
A fluid that is labeled 'transmission fluid' 
does not mean that it will be serviceable 
in all transmissions,” he said. “The same 
would apply to power steering fluids, 
brake fluids, differentials and others. 
Every manufacturer has specific fluid 
specifications and requirements. As you 
can see, it’s important to be certain that the 
correct fluid is installed in a vehicle.”

That’s why there’s no one-size-fits-all 
option. “Anyone who says otherwise 
either doesn't know what they are talking 
about or wants to take you for a ride,” 
Kuhn told CARS.

Importantly, shops shouldn’t want their 
customers to skimp on motor oil.

“Modern engine oil has a number of 
important tasks: Lubrication is only one 
of them,” Kuhn said. “Oil must loosen 
dirt and keep it in suspension. Oil must 
dissipate the heat in the engine. It must 
contribute to lower fuel consumption. Only 
an oil that meets the vehicle manufacturer's 
specifications can do all this.”

Put the interests of the customer first, 
Nguyen urged. “There are many brands and 
types of motor oil out there that will meet 
the API specifications, and some are better 
than others,” he said. “It requires proper 
education and research to know what 
premium brands are available to service 
their customers at certain price points.”

The effects of cheap motor oil may not 
be felt immediately. When damage does 
occur, it could be catastrophic. 

As Kuhn noted, lubrication is just one 
of the jobs of motor oil. It’s especially 
important in moving along other additives 
that are key to vehicle longevity. “With 
some very modern motor oils, the base oil 
is hardly more than just the carrier fluid for 

the additive packages,” he said.
There are more than 50 different motor 

oil specifications. OEMs set their own 
guidelines to match the performance 
requirements of their vehicles, often 
exceeding minimum industry standards. 

“Engine designs can vary widely 
between manufacturers, which can impact 
the performance of the oil,” observed 
Karin Haumann, OEM technical manager 
with Shell Rotella. “For example, bulk oil 
temperatures can impact the rate of sludge 
formation or oil oxidation. Increased 
performance of engine oil characteristics 
can facilitate enhancements in engine 
design without the risk of overstressing 
the oil.  

“Using a motor oil that meets the 
specification of the OEM will ensure 
that the oil meets the specific needs of 
your engine.”

It all may sound complicated, Kuhn 
acknowledged. “But actually the solution is 
clear and simple: The decisive factor is that 
the oil meets the specifications which the 
car manufacturer has set for that model,” 
he said.
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It may be fair to say that the opportunities for automotive 
aftermarket service and repair shops have never been 
greater. It may also be fair to say that the challenges 
mount in terms of variety and complexity and in a way 

never seen before.
There is consensus on opportunities among industry 

leaders featured in this section. The growing — and ageing — 
car parc represents a massive pie for the aftermarket to share.  

AIA Canada’s latest Outlook forecasted 26.6 million VIO in 
2022. By 2028, that number is expected to reach 29.6 million. 

And this is all happening as new vehicle sales slump. 
Canada sold 1.49 million units in 2022, the lowest since 2009.

The key has been the reduced scrappage rate. People are not 
junking their vehicles at the typical pre-pandemic rate. That 
means more people are keeping those vehicles — and having 
them repaired — all while new vehicles enter the fleet, even at 
a reduced rate.

Furthermore, concerns over what people would do with 
their vehicles as work-from-home and hybrid options become 
entrenched in society — would they need or want vehicles if 
they weren’t commuting every day — have been quelled. 

“The resounding answer over the past year-and-a-half, two 
years has been, yes, people still want their vehicles,” observed 
Todd Campau, automotive aftermarket practice lead at S&P 
Global Mobility.

Hence the push of the total car parc going in a direction 
opposite than expected.

“The answer is, simply put, less vehicles are coming off 
the road each year,” he said during his 5 Trends impacting the 
North American Aftermarket presentation.

Of course, challenges remain. Namely, talent and the 
transition to electric vehicle repair. Bringing people into this 
industry to handle the increased vehicle repair volume and 
being able to repair highly complex vehicle repair is no small 
feat to overcome.

That’s why we turned to the experts. We spoke to leaders 
in the mechanical repair space and asked them how the 
year going forward will be different than last, to highlight 
opportunities, what will drive change in your business this 
year and the biggest challenge facing shops in the next 12 
months.

In alphabetical order, here’s what they told us.

COVER FEATURE

Shop 
Executive 
Outlook

Industry leaders share their views on 2023    
By Adam Malik
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EXECUTIVE OUTLOOK 2023

WHEN BUSINESS IS as good as it has been for the last couple of years, a lot can go 
unnoticed. New business models disrupt traditional models, which will continue to 
pressure and challenge shop owners. Automotive repair shops that continue to rely 
primarily on their physical locations will have their market share disrupted. Unless they 
adopt a robust digital footprint to give them the required "phygital" (combined physical 
and digital) strategy they will need to grow. 

The most significant driver of change will be the potential of consumer spending 
tightening and, thus, the market shrinking. For most owners, there is usually little change 
until the pain outweighs that of the pain associated with the change itself. When shops 
notice their top lines trending in the wrong direction, they will be forced to react or take 
other actions.

We encourage you to get ahead of this now. Start to think, "Why does your business 
exist?" "What makes your business stand out beyond the competitors?" Don't revert to 
"service" as the answer; really dig in. Are you well positioned to serve consumers where 
and when they want physically and digitally? 

The biggest challenge could very well be continuing to do the same thing we have 
always done until it is too late. If you have yet to think about the questions we are asking 
here or are unsure of the answers, the best resource could be to get a coach or strategic 
partner or join a group of highly progressive and protected peers.

James Channer
CO-FOUNDER, COO  |  IN MOTION BRANDS

Why does your business 
exist?" "What makes 
your business stand out 
beyond the competitors?"

HIRING AND RETAINING TRAINED technicians will be important, especially as 
EVs continue to become more popular. AIA Canada is collaborating with the Ontario 
Government on the Skills Development Fund (SDF) with a successful program at 
St. Lawrence College designed to upskill technicians to specialize in EVs. The 10 
participants in the first round of the SDF project have all graduated and joined the 
industry. Now we are working on acquiring more funding to expand the program.  

Retaining technicians will be important. There is pressure on wages, which means 
ASPs may have to charge more for their services. That is a reality we need to accept.   

When talking to students and tradespeople, many say acquiring tools can be a barrier. 
Other industries are training people and providing them with tools to start with no 
cost of entry. The auto care industry may need to make a bigger investment to attract 
technicians. 

The industry needs to update its image to attract labour. Jobs in the trades are 
becoming more attractive and we are competing with other industries looking to the 
same talent pool. We need to be creative. Active recruiting and mass-media ads are some 
of the ways shops and banners can spread the word about opportunities in our industry. 

AIA Canada has launched an ambassador program to advocate for the industry and 
our Young Professionals in the Aftermarket Committee continues to showcase the auto 
care sector directly to the next generation at events like Student Aftermarket Day at 
Georgian College. 

J.F. Champagne
PRESIDENT  |  AUTOMOTIVE INDUSTRIES ASSOCIATION OF CANADA

Retaining technicians 
will be important. There 
is pressure on wages, 
which means ASPs may 
have to charge more for 
their services.
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THIS YEAR, MORE consumers driving again; they’re bringing their vehicles in for 
regularly scheduled maintenance. Game-changing technologies are shaping how we 
repair, service and diagnosis these vehicles. Shop owners will be buying more advanced 
equipment and tools to work on the newer vehicles. They will also be investing in more 
training for their technicians and charging systems for electric vehicles.

Opportunities are to have your technicians trained on newer technology and to advertise 
that your business has licensed technicians trained on EVs and advanced systems.

Networking with other industry peers will play an important role as we all can learn 
from one another. Join your association.

The biggest change will be the growth of electric and autonomous vehicles. This 
will play a significant role in shaping your business and adapting to these changes. 
Consumers are driving these changes along with manufacturers.

To adjust, it will be essential that technicians be trained and able to work on these 
newer vehicles. As a business, you should be Investing in OEM equipment and tools to 
work on specific makes and models of vehicles. Safety will play an important role for you 
and your staff.

The biggest challenge will be keeping up with emerging technologies. Shops will 
need to invest and budget for ongoing technician training. We also need to attract more 
young people into our industry as a career that is today, tomorrow and the future of an 
exciting era of change.

Diane Freeman
PRESIDENT  |  AUTOMOTIVE AFTERMARKET RETAILERS OF ONTARIO (AARO)

Networking with other 
industry peers will play 
an important role as 
we all can learn from 
one another. Join your 
association.

EXECUTIVE OUTLOOK 2023

WE HAVE SEEN MORE changes and will continue to see more changes in the 
automotive world now than ever before and we must prepare for those changes and take 
the appropriate steps to make sure that we are ready. 

We must not wait until EVs are in our bays to decide whether we need more training 
or a clean, dry bay and the proper tools and equipment to perform the repairs. We 
should have been preparing for this already over the last few years. 

To have the money to invest in training, tools and equipment, we must start 
managing our business and watching the numbers and understanding what those 
numbers are telling us. We need to bill appropriately for the level of skill and training 
required to diagnose and repair technology in today’s vehicles.  

We need to inspect, report, educate and counsel our clients for the safety, reliability 
and efficiency of their vehicles. Developing and managing maintenance plans for our 
clients on how they drive their vehicles so that they do not have catastrophic and costly 
breakdowns will save them time and money in the long run. 

We must be mindful of the current economic situation. E-commerce is going to play 
a factor with parts being able to be purchased online. We are in the service business and 
our parts are backed by warranties and are installed by skilled technicians and the work 
is completed correctly. We are excited about the future and the opportunities that are 
there. 

Stacey Gustafson
SHOP OF THE YEAR  |  GUSTAFSON’S AUTO CLINIC

We must be mindful of 
the current economic 
situation. E-commerce 
is going to play a factor 
with parts being able to be 
purchased online.
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WE REMAIN TO HAVE a positive outlook for repair shops in 2023. Unfortunately, it 
continues to echo similar challenges that have existed in the last few years but now with 
the addition of inflationary pressures in the economy. 

Even with these unfavourable conditions present, repair centres are here to serve 
customers as a great alternative to purchasing a new or used vehicle. We continue to see 
the average age of vehicles coming into our repair centres growing older and that equates 
to a greater demand for our services. That is where we see the greatest opportunity for 
automotive repair shops.

The biggest driver of change in the next 12 months will be the continued increasing 
costs to operate our businesses. Many of our operating expenses have increased, and 
now is the time to really focus on both the cost and revenue sides of your shops and 
implement strategies to protect your financial performance. 

One of the biggest challenges in 2023 will be employee retention and recruitment. 
Cost of living continues to grow and so does the shortage of skilled labour in our trade. 
It might be time to review your compensation plans and ensure they’re in line with your 
local competition. Also, focus on building an environment of growth for your staff. 
Offering training and mentorship programs can really help in retaining and growing a 
solid team.

Costa Haitas
PRESIDENT  |  THE MUFFLERMAN

The biggest driver of 
change in the next 12 
months will be the 
continued increasing 
costs to operate our 
businesses.

WE ANTICIPATE SHOP BUSINESS will grow. We’re already seeing increased travel 
for vacation and work. Inflation and supply shortages are curtailing consumers’ ability 
to buy new vehicles, leaving older vehicles on the road — and in our shops — for longer. 
Inflation is driving up our operational costs. We must be smart about how we manage 
our businesses. Shops that are efficient, responsive and attuned to customer needs will 
come out on top. 

Technology will be the biggest driver of change. Digital customer service solutions, 
like online appointment booking, integrated CRM software and digital vehicle 
inspections, have become table stakes. Now more than ever, we’re able to leverage big 
data to deeply understand our customers and potential customers. 

The aftermarket needs to stay committed to learning with constant communication 
with suppliers and other industry partners to learn what’s emerging; subscribing to user 
forums and publications like this one; and staying connected to the customer as their 
needs evolve.

A lack of skilled labour has and will continue to plague the industry. We need to 
educate young people on the benefits of the industry and advocate for those already 
within it with safe work environments, strong workplace culture and opportunities to 
advance.

With a little creativity, the toolbox to attract, train and retain talent is within the 
hands of every repair shop owner. We can also stay on top of formal programs like the 
Saskatchewan Immigrant Nomination Rural and Northern Immigration Pilot program, 
Canada’s Temporary Foreign Workers program and the Canada Summer Jobs grant.

Jason G. Herle
CEO  |  FOUNTAIN TIRE

Now more than ever, we’re 
able to leverage big data 
to deeply understand our 
customers and potential 
customers



20  J A N U A R Y   /  F E B R U A R Y  2 0 2 3       w w w. a u t o s e r v i c e w o r l d . c o m       

I DON'T THINK the opportunities will change very much from recent years. We'll see 
shop visits increase slightly as the used car market seems to be growing right now. 
Although we've seen the value of used cars kind of diminish a bit over the last few 
months, I think it's going to stabilize itself quickly. People are going to maintain their 
cars more because they're going to keep them longer. This is going to drive business to 
shops.

We feel that shop count will be reduced over time simply because of demographics. 
There will be more retirements than openings of new shops, therefore, it's going to be 
a good position for consolidations. I suspect that we're going to see the bigger players 
consolidate into groups and banners.

Technology will be the biggest driver of change. It’s two-fold. First, there are hybrid 
electric and battery-electric vehicles that shops need to take into consideration and be 
prepared for. And it's not only technicians, but it's also service advisors who need to be 
trained. Second, we need to have our shops use the web and social media more, and new 
ways of communicating with customers to maintain relationships.

Inflation was and will likely remain a challenge for everyone. Cost of materials for 
parts has increased substantially. Availability of labour is a big challenge. How do you 
attract top talent? It's becoming more and more difficult to recruit. We need to have the 
best programs and the best training out there. 

John O’Dowd
VICE PRESIDENT, MARKETING  |  NAPA AUTO PARTS

 I suspect that we're 
going to see the bigger 
players consolidate into 
groups and banners.

I BELIEVE SHOPS WILL face the following challenges: Cost of parts and labour, 
technician recruitment, technician retention and managing consumer expectations. 
These aren’t necessarily different from prior years, but the time and energy needed to 
spend on them will increase. 

Supply issues will continue to make parts expensive. Explaining why repair costs 
more will require shop owners to spend more time with customers explain the reasons. 
Involvement with high schools and colleges to begin the “grow your own” of the next 
generation of technicians will force shop owners out of their comfort zones, developing 
new ways to recruit and retain quality employees. Becoming better leaders will assist 
owners in building their businesses and understanding the market forces they’re facing. 
Taking time to understand their place in the market and focusing on their business 
practices should bear fruit.

The biggest driver of change will be forecasting employee needs for the next two 
to five years. It means understanding the new generation of workers, what they want, 
how they want to work and bringing the current workers to that mindset. Flexibility, 
pay plans, work hours and benefits all need to be reviewed, monitored and updated. 
Speaking to younger workers in many different fields might give a shop owner an idea of 
next steps.

The same goes for challenges. Tools include training, networking with other shops 
and businesses, involvement at the local educational institutions and increasing 
knowledge of where they want their business to be in 2023 and onward.

Trish Serratore
SVP OF COMMUNICATIONS  |  NATIONAL INSTITUTE FOR AUTOMOTIVE SERVICE EXCELLENCE (ASE)

Now more than ever, we’re 
able to leverage big data 
to deeply understand our 
customers and potential 
customers.

EXECUTIVE OUTLOOK 2023
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2023 HOLDS A LOT of opportunities for servicing and upgrades to a wide range of 
vehicles and trucks. Supply chain concerns, increased value of used vehicles, social 
challenges with adopting advanced technologies over basic technologies and economic 
and environmental influences have caused priorities to change.

A cultural shift toward ‘taking care of what you have’ is causing consumers to ask more 
questions about their vehicles and seek options over the ‘throwaway mentality’ of recent 
decades. This creates a greater need for confident relationships and knowledge from service 
providers to support consumers’ desire to do the right thing with their vehicles.

Shops will need relationship-building tools. Invest in good training in how to be 
mindful, patient, respectful, educational and professional. Along with remaining up 
to date with diagnostic tools, technician training and EV training, one of the greatest 
challenges is to create a culture with low stress and confidence with your people. This is 
paramount in retaining and attracting highly skilled people to work in your business. 
Shops that build a confident team will succeed in the coming years.

Settling for being a repair centre is not enough. Today’s shops must tool up and 
train to be a maintenance service centre. People are becoming less agreeable to end-
of-warrantee vehicle replacement choices. Many are not ready to make the leap into 
the most advanced vehicles, opening up tremendous opportunities to add to a shop’s 
workflow to restore five- to 10-year-old vehicles that have been under-maintained for 
much less than replacing them.

Ron Tremblay
CHAIR  |  AUTOMOTIVE RETAILERS ASSOCIATION

Settling for being a repair 
centre is not enough. 
Today’s shops must 
tool up and train to be 
a maintenance service 
centre.

AS SUPPLY CHAINS LOOSEN and economic slowdown looms, our industry’s focus 
will need to revert to a more “normal” marketplace, similar to pre-COVID times. 
Buying power is shifting back to consumers, requiring us to re-focus on providing the 
most convenient and highest value experience. Speed, convenience and value will be the 
key differentiators in the market. 

The long-term trends we’ve experienced for the last several years — growth in 
vehicle size and an aging vehicle fleet — will continue to provide tailwinds. However, 
we believe that staying on top of vehicle technology, specifically the rapidly expanding 
adoption of ADAS and electrification, will be critical over the next 12 months. Many 
vehicles equipped with these features are coming off manufacturer warranty, presenting 
a tremendous opportunity for our industry. We will need to build trust that we have the 
trained technicians and the technical capabilities in our shops to service these vehicles 
as well as dealerships. 

The term “fleetification” is growing in popularity in our industry. As vehicle 
ownership shifts in this direction, driven by multiple market dynamics including the 
explosive growth of last-mile delivery and shared mobility, we will be challenged to 
adapt customer offerings to meet the needs of fleet owners and drivers. How these 
customers plan and access their service, the vehicles they drive and how they are 
charged and billed can be quite different from the consumer market. We will need to 
adapt our selling, marketing and back office tools to capitalize on this opportunity.

Greg Waring
VICE PRESIDENT, MARKETING  |  KAL TIRE

Buying power is shifting 
back to consumers, 
requiring us to re-focus 
on providing the most 
convenient and highest 
value experience. 
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OOwners of automotive repair shops and maintenance facilities understand the 
costs, hassles, and responsibilities of collecting and disposing of the used oil 
and contaminated fluids generated every day. 

Most businesses pay a third party to collect and dispose of their used oil, not 
realizing that there are viable, affordable alternatives. In light of rising energy 

prices, saving money on heating could be a huge plus for small businesses in North America. 
Not only that, but as environmental regulations tighten across North America, so does the 
liability of improper disposal.

Luckily, there are ways to save money, reduce your liability, and protect the environment 
from improperly disposed of oil at the same time. Let’s take a look at how you can capture the 
full value of waste oil and avoid costly liability issues.  

Reuse or recycle waste oil on site
If you are an auto repair shop, you are also a generator of used oil, which comes in the 

form of transmission fluid, motor or engine oil or gear oil. Unfortunately, in both Canada 
and the United States, this is not always viewed as a valuable resource and many businesses 
are even paying money to dispose of used oil. 

The Used Oil Management Association estimates that improperly disposed of used oil 
could produce enough energy to heat 360,000 garages each year.

The great news for businesses is that waste oil can be reused on-site. Buying oil can be 
expensive, especially as prices continue to rise. Reusing oil puts money right back into your 
pocket. Recycling waste oil involves putting it through a process to filter and clean the oil so 
it can be used again. There are a variety of oil recycling processes and end uses.

Ways to capture the full value of used oil and reduce cradle-to-
grave liability //   By Tim Burgin

OIL WASTE
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Some waste oil can be reconditioned 
on-site to be used again immediately, such 
as in a waste-oil heater or boiler, while other 
processes require a larger, more complex 
setup. When used on-site, you eliminate 
the need for collection and transportation, 
reducing possible spills and improper 
disposal liability. 

Reusing waste oil as fuel
Waste oil can be reused on-site with 

a waste oil heater to generate heat in the 
winter months, which can significantly 
reduce energy bills. Used oil also can 
be used in a waste oil boiler to provide 
hot water for indoor facilities, such as 
restrooms and breakrooms, and for 
washing large equipment, such as trucks. 
In light of the rising natural gas prices and 
inflation, it makes more economic sense 
to recycle and reuse waste oil instead of 
paying to dispose of it. 

In Canada, the regulations for burning 
waste oil vary by province. For example, in 
Quebec, you need to have a permit to burn 
used oil and may only do so for the purposes 
of space heating. In Manitoba, where the 
farming industry produces more than four 
million litres of used oil per year, waste oil 
burning is considered safe and effective. 
However, to burn the waste oil, you must do 
so in equipment that meets local standards. 

Cleaner burning options 
In the past, waste oil burners had a bad 

reputation. It was very dirty and difficult 
to clean. However, advanced technology 
over the last few decades has changed that. 
Today, not only are there more products 
available for reusing waste oil, but they are 
also more effective, simpler to use, and more 
environmentally friendly. 

Many newer waste oil heaters and boilers 
feature automatic fuel cut-offs, complete 

combustion technology, and ash removal 
ports as improvements. There are also many 
options available for waste oil heaters and 
boilers, depending on your needs. 

Save even more money by reusing 
Although you must purchase a waste oil 

heater or boiler to use waste oil as fuel, the 
investment usually pays for itself within a 
year. The good news for shops in Canada 
is that waste oil heaters, furnaces or boilers 
don’t require carbon tax payments. For those 
in the U.S., if you own a small business, you 
can deduct the full purchase price from your 
gross income on your tax return through 
Section 179 Tax Deduction.

What about cradle-to-grave liability?
Cradle-to-grave responsibility means 

that any person who generates hazardous 
waste material, like used oil, is responsible 
for it from the moment it is generated 
until the end of time. Therefore, once that 
oil drains into a pan until it's processed or 
burned, it is your liability.

Cradle-to-grave liability extends to any 
accidental spills, improper disposal, and 
intentional dumping by a used oil hauler. 
That means even if you hire a company to 
collect and take away the waste oil from 
your shop, you are still responsible for 
that oil. 

Luckily, there are many ways auto 
repair shops can reduce their liability.

One is to thoroughly review and 
audit all companies you use to collect, 
transport, and dispose of your waste 
oil. In both Canada and the United 
States, there are websites where you can 
search for the transportation company 
or treatment facility and find notices of 
disposal violations or other citations. This 
knowledge can help you choose a better 
waste management disposal company. 

But no one thing can totally exempt 
you and your auto repair shop from 
cradle-to-grave liability. However, 
recycling waste oil onsite and reusing 
waste oil as fuel reduces waste oil disposal 
collection. This, in turn, can reduce 
accidental spillages and environmental 
contamination.

If you need further advice on how to 
manage your waste oil, contact the Used 
Oil Management Association. They can 
help you evaluate your current used oil 
disposal processes and offer suggestions 
for waste management improvements. 
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Luckily, there are ways 
to save money, reduce 
your liability, and protect 
the environment from 
improperly disposed of oil 
at the same time."

Celebrating 60 years as your friend

Would you like to have a 
con�dential conversation 
about how Mister 
Transmission might help 
you MAKE THE SHIFT into 
retirement?
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TRAINING

I remember once offering a customer a free courtesy check on 
their vehicle during an oil change. As he turned and walked to 
the waiting room his response was, “No, thank you. That free 
inspection always costs me lots of money.”  
Back in the days when we used only paper inspections, every 

part of the inspection process was manually done. From the tech 
writing what they found on the inspection sheet, to the advisor 
interpreting the tech notes, building the estimate and then 
explaining everything that was needed to the customer. 

Time being money, only the items that needed to be 
addressed were usually discussed with the customer. 

Since no money could be made from items in good operating 
condition, they generally only mentioned if a customer asked 
about them. This led to courtesy inspections being disliked by 

Gone are the days of doing  
paper inspections. Here are the  
many benefits of going digital…

BALANCED 
INSPECTIONS AND 

WEAR HISTORY

much of the driving public.
Using digital inspections eliminates this impression through 

the ease of automation and with pictures or videos that add much 
more transparency to the process. Less time is needed to edit each 
inspection. This allows the advisor to take more time to discuss 
with the customer what was found — both the good and the bad. 

At the same time, this process allows the customer to educate 
themselves thanks to the clear descriptions and photos sent to 
them via text message. This ultimately helps them make better 
and more informed decisions on servicing their vehicles.

Some digital inspection software packages will automatically 
add the technician recommendations directly into the repair 
order of the management system as they perform the inspection. 
This step not only saves the advisor the time of copying and 
retyping the findings into the repair order, but it also frees up the 
advisor to focus more on explaining and selling. Additionally, all 
this information is automatically archived for future reference 
with no dependency on the advisor filing it.

These and other options that are part of the digital inspection 
process allow shops to give the customer a more balanced report 
of their vehicle. Instead of presenting a customer with only the 
bad items that need to be addressed, the inspection can now be 
used to show what items are in good condition. No longer is the 
inspection all bad news — it’s now more balanced.

What I call a “wear history” can now be built into each 
inspection by showing good items. Tires, for example, can be 
shown that they have some wear, but that they still have 7mm of 
tread left on them. Marking the tire with chalk or writing a “7” 
on the picture on the tablet will help the customer to understand 
this. Over time this number will count down until it is time to 
replace the tires. Building a ‘wear history’ this way will help the 
customer prepare for upcoming expenditures. 

Realize that this same method can be applied to brakes and 
other wear items on a vehicle.

Unlike paper inspections, which must be filed and accessed 
manually after the fact, previous digital inspections can be easily 
accessed through the software with just a few clicks or taps. They 
can even be reshared with customers who still might question 
how fast the tires or brakes wore out. 

Tire wear: Shops can mark ‘wear history’ by chalking a tire with the amount of tread left

Wear history: Illustrating the wear history of a vehicle’s brake pads using the gages is a great way to 
show customers the progression.
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John ‘JB’ Burkhauser
was director of education at Bolt On Technology. He has more than 35 years of experience as an auto 
repair industry specialist with expertise ranging from A Level and ASE Certified Master Tech, shop 
advisor/manager, to automotive trade school instructor, and technical writer. 

Franchise Opportunity available,  
email Sales@hotspotautoparts.com

EXCLUSIVE DISTRIBUTOR

HOTSPOT AUTO PARTS
939 Warden Ave Scarborough ON  M1L 4C5
Info@hotspotAutoparts.com  |  www.hotspotautoparts.com

An Automotive Warehouse Distributor

Brake Rotors and Drums
Brake Pads and Shoes
Brake Calipers
Hub Bearings
CV Axles
Chassis Parts
Complete Strut Assembly
Shock Absorbers
Strut mounts
Radiators
Water Pumps
Steering Pumps  
and Racks and Pinions
Steering Gears
Starters and Alternators
Batteries
Oil Pans
Fuel Pumps
Wiper Blades
Ignition Parts and Coils
Fuel lines
Exhaust Parts, Universal  
Converter, and Flex Pipes
Misc Automotive Parts

Another advantage for your shop when 
building a wear history is that the customers 
need to return to your shop regularly to get the 
inspections in order to document this wear. No 
other shop has this inspection history — only 
yours does. This documentation and regular 
visits will help build a new level of trust with 
each of your customers.

Keeping your bays full is good but keeping 
them full with repeat customers is better. 
The following statistics are just a few of 
many available online that show that repeat 
customers will lead to your shop’s success:

• Sixty-one percent of SMBs report that 
more than half of their revenue comes from 
repeat customers, rather than new business.

• A five percent increase in customer 
retention can increase a company’s 
profitability by 75 percent. 

• Reducing your customer defection rate by 
five percent can increase your profitability by 
25 to 125 percent. 

Using balanced digital inspections that 
show a wear history can play a large part in 
getting customers to return.

Another advantage to documenting 
everything and building a balanced 
inspection is the ‘CYA’ factor that it gives you 
and your shop. Providing both written proof 
and photographic evidence that an item has 
not only been checked and was found to be 
in good condition at that time can go far in 
protecting your shop.

Take this example from a shop that 
performed safety inspections with a digital 
inspection. It shared with the customer that 
a vehicle was checked, documented and 
passed inspection. A week later the customer 
returned with one of their HID headlamps 

burned out and told the shop owner that that it was missed during the inspection. 
At any other shop this would be the shop’s word against the customer’s. But at 
this shop, they pulled up the digital inspection and were able to show all the lights 
working as they should. End of discussion.

I hope that you see the value and benefits of giving your customers balanced 
inspections. Using digital inspections not only makes this possible, but they also make 
the whole inspection process more efficient through ease of use and automation. 

At the end of the day, this results in more educated customers returning to your 
shop, leading to its greater success.
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FULL LINE FILTERS
Continental has added a new line of OE 
quality oil, fuel, air and cabin filters to 
its aftermarket products portfolio. The 
new line features a wide range of filtration products for applications 
on domestic and import cars, vans, SUVs and light trucks. Continental 
premium oil filters filter media available to ensure the best engine 
performance and minimum fuel consumption. Its air filters filter out 
impurities and dirt particles that can clog injectors, increase engine 

wear, and affect fuel consumption. The cabin filters feature a pollen and 
active carbon. Continental’s gasoline fuel filters are designed to retain 
impurities less than a micrometer and separate water from fuel to help 
prevent power loss and potential engine damage.
www.continentalaftermarket.com

HEAD PROTECTION
New additions are coming to the Milwaukee 
Tool Bolt collection of head protection solutions. 

Eye visors, polycarbonate 
face shields, metal mesh 
face shields and a USB headlamp are now being 
offered. The Bolt Eye Visors are classified as 
spectacles and can be used in place of safety glasses 
with a Z87.1+ rating. The Bolt Full Face Shields 
are designed for long-lasting visibility, featuring 
an ANSI Z87.1+ rating, a fog-free interior coating, 
and an anti-scratch exterior hard coating for an 
extended lifetime. The Bolt Mesh Full Face Shield 
protects users from debris in chipping and cutting 
applications with an ANSI Z87.1 rating that offers 
a consistent wide and clear field of view. The Bolt 
RedLithium USB headlamp is a dedicated lighting 
solution for Milwaukee hard hats and helmets. It 
features an ultra-thin light head and delivers 600 
lumens of flood lighting.
www.milwaukeetool.ca  

FORD LIGHTNING 
COMPATIBLE LOCKS
Bolt Locks has introduced 
a new product line 
specifically for owners of the 2023 Ford F-150 
Lightning EV pickup. Its products allow various 
kinds of locks, including receiver, coupler pin, pad 
locks and more, to be permanently programmed 
to operate using the vehicle’s ignition key — this 
allows users to use one key to unlock everything. 
When the vehicle owner inserts their key for the 
first time into the lock cylinder, it will be coded and 
locked to that key. So rather than use multiple leys 
for multiple locks, Lighting drivers can use their 
ignition key to access other locks.
www.boltlock.com 

FRICTION, ROTOR 
COVERAGE
Centric Parts’ line of brake 
components has been 
expanded to include 86 new 
friction and rotor parts covering popular cars, light 
trucks and SUVs. First Brands Group made the 
announcement, adding that the new friction and 
rotor part numbers cover over 23 million vehicles 
in operation. The part numbers consist of friction 
coverage for late-model vehicles, including Genesis 

Hunter’s
ti re changer

NEW

Scan or visit
hunter.com/maverick

Change tires like 
you mean it.

Designed and built 
in the USA 
Fully variable controls

Unique SmartSet™ toolhead

Hydraulic speed and accuracy

Smart safety features

Automati c Infl ati onStati on™

in the USA 

BAYWATCH
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G70, Hyundai Kona, and Kia Seltos and Stinger. Rotors are now available 
for late model Cadillac CTS; Chevrolet Camaro and Tracker; Honda 
Accord, Civic and CR-V; Suzuki Vitara; and Toyota Highlander. 
www.centricparts.com  

BRAKE LINE COVERAGE
First Brands Group announced the addition of 
82 new part numbers to its Raybestos brake line, 
covering friction, rotors and hydraulics. The new 
part numbers cover more than 25 million vehicles 
in operation. New brake pad coverage is now 
available for late-model domestic and foreign nameplate passenger and 
transport vehicles, including Ford Bronco, Escape, Maverick and Transit 
150-350; Hyundai Palisade and Santa Fe; Kia Telluride; Lincoln Corsair; 
and Nissan Kicks and Versa.
www.brakepartsinc.com 

HIGH-SPEED RATCHETS
Milwaukee Tool has introduced the M12 Fuel 3/8” and 
1/4" Extended Reach High Speed Ratchets. These solutions 
deliver access in tight spaces with fast ratcheting speeds 
and up to 35 ft-lbs of max torque. The extended neck 

design provides 20 per cent more reach for technicians than competitive 
ratchets. The compact head profile and recessed forward-reverse shift 
knob reduces the width, providing best in class access at 0.76”. With 
450 RPM, these tools provide speeds up to 35 per cent faster than other 
cordless ratchets. The ratchets deliver the same torque as pneumatic 
solutions to break free and run stubborn fasteners. 
www.milwaukeetool.ca  

DOOR SYSTEMS PROGRAM EXPANSION
Continental has expanded its direct-fit replacement 
door systems program with new part numbers and 
increased application coverage.  The power window 
lifts assemblies feature long-life motors, gears, and robust housings to 
ensure an extended service life. Application coverage includes a wide 
range of imports and domestic cars, vans, SUVs, and light trucks from 
1985-2022, plus cable-operated regulators for popular late model imports 
and SUVs. Continental’s door lock actuators work with vehicle doors, 
trunk lids, fuel doors, and lift gates. 
www.continentalaftermarket.com  

HAMMERS
Milwaukee Tool has introduced a new line of automotive hammers 

www.aftermarket.schaeffler.us

Inspiration that keeps 
your wheels turning! 
When you install Schaeffler premium bearings 
& seals products, you get OE quality and more 
than 130 years of experience and manufacturing 
excellence. Our comprehensive line of bearings 
and seals provide the quality and performance 
you and your customers can depend on.

QUALITY 
BY DESIGN
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BAYWATCH

designed to provide maximum efficiency on 
the jobsite. Milwaukee’s Dead Blow Hammers 
provide maximum impact with minimal rebound 
when striking surfaces and feature a precision 
balanced design to deliver forceful blows with less 
effort. The Steel Ball Peen Hammer reduces vibration up to ten times. 
The peen end can shape, form, and spread metal, while the smooth face 
strikes punches and chisels. The Dead Blow Ball Peen Hammer combines 
two by allowing users to work in tighter areas where precision is needed 
with minimal rebound. 
www.milwaukeetool.ca  

BRAKE PADS
NRS Brakes added 22 new part numbers for 
2017-2022 Tesla, Ford, GMC, Dodge, Mazda, 
Honda, Toyota, Nissan, Mitsubishi and Jeep 
vehicles. This announcement covers 10 million 
vehicles for its galvanized premium brake pads product line. Kits include 
abutment hardware and caliper piston cushions where applicable.
www.nrsbrakes.com  

BRAKE PAD LINE EXPANSION
Advics has expanded its brake pad product line with about 24 million 

vehicles in operation added to its axle coverage. 
The necessary hardware for operation for 40 
of the 44 new brake pad part numbers added 
to the pad lineup are included. The remaining 
part numbers either do not require it, or the 
hardware is not available currently. These new part numbers provide 
coverage for a variety of makes, including GM, Ford, Lincoln, Mazda, 
Toyota, Lexus, Honda, Infiniti, Nissan, Hyundai and Kia. 
www.advicsaftermarket.com

VISUALIZATION APP

U.K.-based creative agency Holdens has teamed up 
with vehicle testing equipment manufacturer VTEQ to 
create a 360-degree product visualisation app. The app 
is believed to be the first of its kind. It was launched at 
Automechanika Frankfurt. It allows every product in 
VTEQ’s range to be browsed in an immersive 360-degree environment. 
Customers can view it from all angles and interact with it. An exploded 
view option revealed the inside of the machine, showing all individual 
component parts. These can be clicked and highlighted to bring up even 
more detailed part information. 
www.holdens.agency

WEB: AUTEL.COM  |  SUPPORT: 1.855.288.3587
EMAIL: USSUPPORT@AUTEL.COM

FOLLOW US @AUTELTOOLS 

ALIGNMENT WITHOUT LIMITS
DIAGNOSTICS + DIGITAL INSPECTION + ALIGNMENT + ADAS CALIBRATION

IA9OOWA
At the Cost of a Typical Alignment System 

MAXIMIZE 
WITH A SINGLE SYSTEM & WORKFLOW

PROFITABILITY  
& EFFICIENCY

3 ALIGNMENT
3D Wheel Alignment
with Any Electronic 
Component Reset.

2 DIGITAL INSPECTION
Text or Email All
Customized Reports 
Instantly to Your Customer.

DIAGNOSTICS1All Systems and Module 
Health Check Including 
Steering and Suspension.

4 ADAS CALIBRATION
Step-by-Step Illustrated 
Instructions with Automatic 
Vehicle Height Tracking.                RECOUP YOUR INVESTMENT IN AS LITTLE AS 30 DAYS                  CALCULATE YOUR REVENUE POTENTIAL *Return on investment varies by service volume.
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SHOP ESSENTIALS

ORDER BY 6 PM FOR 
SAME DAY SHIPPING

COMPLETE CATALOG  

1-800-295-5510
uline.ca

SHOP ESSENTIALS

π
SHIPPING SUPPLY SPECIALISTS

resistant for drops up to six feet.
www.milwaukeetool.ca

AIR DOOR ACTUATOR KITS
Four Seasons has introduced a line of air door 
actuator kits. The 11 popular application-
specific kits cover more than 25 million vehicles 
on the road today. The kits reduce time and 
labour by combining all actuators into one 
convenient kit. This allows all actuators in a common location to be 
replaced at the same time.
www.4s.com

BRONCO EXHAUST SYSTEM
Thermal R&D Exhaust Performance has added a 
complete 2021 Ford Bronco cat-back exhaust system 
with optional exhaust tips to their catalogue. This 
bolt-on exhaust system is available with a simple 
mill-finished turn down rear-exit muffler as well as a ceramic-coated 
version. Similar options are available for the tips. The company is a 
manufacturer of handcrafted exhaust systems, mufflers, resonators and 
tips. Improved heat reduction comes with the ceramic-coated muffler 
compared to the base model. Both are made with T304 stainless steel to 
avoid corrosion. Unique tip options and upgrades are also available. 
www.thermalrd.com

NECK LIGHT
Milwaukee Tool has expanded its 
RedLithium USB Lighting Solutions with 
the USB Neck Light. It provides premium 
lighting for inspection work and general 
tasks, providing durability and adaptability with complete light head 
adjustability. The light can be aimed in different directions with 90 
degrees of vertical rotation. The light features three output modes 
and two and half hours of run-time on high (400 lumens). With a 
sweat-resistant band for increased comfort, it’s IP54 rated, designed 
to survive most chemicals found in automotive shops and impact 
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On theRoad

The Young Professionals in the Aftermarket hosted its annual Holiday 
Networking Reception at the Brickworks Ciderhouse in downtown 
Toronto. Canadian automotive aftermarket professionals from coast to 
coast were in attendance. Attendees got to mix and mingle while enjoying a 
wide array of snacks and hors d’oeuvres, sharing drinks and enjoying being 
together in person once again. Some met their peers for the first time as the 
reception was cancelled for two years due to the COVID-19 pandemic.

YPA Holiday  
Networking Reception
Dec. 1, 2022
Toronto, Ontario

See the event  
reel on Instagram
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Name: 

Company: 

Address: 

 
Email:

Phone: 

Return mail to: 
Delon Rashid
48 Lumsden Cres.
Whitby ON 
L1R 1G5

Subscribe using the QR code or fill out the below form and send to

Turnkey Media is launching a brand-new quarterly 
magazine for auto service professionals:

EV World will focus on: 

• Technical articles, how-to guides
• Newest government and private sector news
• New product alerts
• Vehicle innovations, and what’s coming to your shop 
• Consumer habits and what to expect from your customers 
• And much more!

Covering the EV Repair Market



STEERING SPECIALISTS

Automotive ComponentsA/C
®

worldpac.com  |  worldpac.ca 
Access quality parts, technical training  

and business solutions all in one place.

YOU’RE COVERED
Worldpac stocks OEM parts for every situation.


