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Toronto’s Centennial Collegee
named Malcolm Sissmore as
its alumnus of the year for
2015.
And while I don’t personally know all of the alumni
from this particular college,
I dare say they couldn’t have
picked a better person.
Malcolm attended Centennial
ial in the
early 1980s to learn about engines, but
he quickly broadened his horizons
because he had a head for business. Over
the years, he offered his considerable
technical and marketing talents to a
variety of aftermarket companies, until
he arrived at Delphi, one of North
America’s largest automotive parts,
equipment, and services companies. He’s
now the vice president for Canada, with
special emphasis on the company’s
telematics and interconnectivity strategy.
At the convocation ceremony in May,
he spoke off the cuff to some 3,000
students, extolling the virtues of skilled
trades and stressing the importance of
having passion for your work. It’s what
makes you stand out from the crowd,
he told the graduates.
“If you show passion for what you’re
doing, you will go places, I guarantee
it,” he told them.
Clearly Malcolm believes in trades
schools. They’re a big part of an automotive education, offering both theoretical and practical training that make
for a well-rounded technician. They also
offer a wealth of ‘soft skills’ that make a
good employee. And they’re the perfect
training ground for today’s automotive-minded young people.
Above all, they’re a solution for our
coming human resources nightmare:
the difficulty of finding good

technicians. More students in
trade schools means more
apprenticeships, which means
more techs in the pipeline for
our industry.
o
It’s true that you’re not always
ggoing to find that perfect
ccandidate who will apprentice for
five years and then become a
fiv
20-year employee. These kids are
20
finding their way. Not all of them are
suited to life in the bay. Some of them are
going to quit on you, or not perform up
to par, or not have the life skills or discipline to thrive in a work environment.
But don’t give up on apprenticeships.
Don’t give up on trade schools. They’re
going to play a huge part in the future
viability of our industry.
Find an eager young person with a
mind for motors, get them enrolled in
an apprenticeship that will give them
the basics they need to perform for you.
And then work with them to bring them
up-to-speed on today’s high-tech
vehicles.
“The skills our technicians possess
are incredibly valuable,” says Sissmore.
“And they’re only going to get more
valuable as engines become more
complex and repair knowledge is
concentrated in the heads and hands
of the most elite technicians.”
If you want to make sure you have
elite technicians in your bays five years
from now, you need to start building
your team now.
Apprenticeships are step one, not just
for those young people you’ll be hiring,
but for the future success of your
business.
You can reach me at 416-614-5814 or
allan@carsmagazine.ca.
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on the

WEB

>

Introducing the
NEW AutoServiceWorld
aftermarket portal
Check out the new CARS web site on the AutoServiceWorld.com aftermarket
portal. Along with sister titles, Jobber News and L’automobile, our newly
designed web offering brings you the most comprehensive digital package in
Canada’s automotive aftermarket. With both a global landing page and channel
specific content for jobbers and WDs, service providers, and other aftermarket
professionals, autoserviceworld.com is a “must go to” resource.
Add us to your favourites and visit often!





MORE NEWS

CONTROL ARMS
YOU CAN
COUNT ON.
Count on MOOG® to have the
control arm coverage you need to
get the job done. With the quality
and performance you expect
from the leader in steering and
suspension components.

EXACT-FIT ENGINEERING QUALITY
Built to exacting
application-specific
requirements



MORE PRODUCTS

MORE FEATURES

www.AutoServiceWorld.com/CARSmagazine

Check out our online
Calendar and
find out what’s going on!

On the go?
Enjoy our digital edition
and review our previous issues.

Participate in our
Weekly Reader Poll
We’ll report back on the current
issues everyone’s
talking about.

Sign up for our twice weekly
E-newsletter to ensure you are
up-to-date on industry news.
Delivered to you every Tuesday
and Thursday

Follow us on Twitter and like us on Facebook
NEWCOM BUSINESS MEDIA

RK621159
2008-2014
Mercedes-Benz C300

moogproblemsolver.com
©2015 Federal-Mogul Motorparts Corporation. NASCAR
is a registered trademark of NASCAR, Inc. MOOG is a
trademark owned by Federal-Mogul Corporation, or one
or more of its subsidiaries, in one or more countries.
All other trademarks shown are the property of their
respective owners. All rights reserved.
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An aftermarket line so premium,
you can only call it Elite®.
For aftermarket parts that live up to a higher standard, depend on
Continental Elite. Our full line of automotive and heavy-duty products
delivers proven results every time, without exception.
Elite Engineering
Driven by more than a century of groundbreaking
research and proven track-to-street technology.
Elite Fit
Products meet or exceed OE standards, with
expanded coverage for all makes and models.
Elite Performance
Best-in-class
reliability and
durability for 100%
customer satisfaction.

The content of this publication is not legally binding and is provided as information only. The trademarks displayed in this publication are the property of
Continental AG and/or its affiliates. Copyright © 2015 ContiTech AG. All rights reserved. For complete information go to: www.contitech.de/discl_en

Contact us at 1-888-275-4397 www.contitech.ca

LETTERS
Story of beloved client was
a refreshing read
I just read Bruce Eccles’ story (It’s Your
Turn, September 2015). I thought it was
a great read and I couldn’t agree more.
I too have had clients like Ed through
the years and I must say the story was
moving. It was so refreshing to read an
article like that. Nice work.
Jason Hladyniuk
Oxford Tire & Auto Centre
Woodstock, Ont.

Legal case highlights
the risk of doing safety
inspections
As a licensed technician of almost 40
years, the news article I just read in the
September issue (“Charge Against Tech
Reinstated”) scares the hell out of me!
It was always my understanding that
when we did a safety inspection, a
“pass” meant that on the day of inspection the vehicle passed. Nothing more.
In fact, a headlight could burn out the
very next day and that vehicle would
no longer pass if re-inspected.
Most older cars I’ve inspected had
rusty brake lines or fuel lines running
underneath the car. If there were no
leaks and it held pressure with a forceful
stomp of the pedal, I would pass the car.
After reading your article, it seems that
even if the vehicle technically passed on
the day of inspection if something goes
wrong months later the authorities can

come back on the technician for passing
an unsafe vehicle.
It would seem that any car exhibiting
even a slight amount of rust on the
frame or brake lines cannot be certified.
We might as well scrap all cars once
they get to be eight years old for fear of
litigation.
I don’t think I will be signing any more
safeties on these older cars. I’m inclined
to tell the customer with an older vehicle
to take it elsewhere to get a safety.
It’s just not worth the risk!
John Poos
Guelph VW
Guelph, ON

Manufacturers should
take responsibility for
their products
I could not agree more with the writer
of the letter “Vehicle rights argument
is becoming absurd” (September 2015).
I have often wondered why the manufacturer is allowed to offer 84 months
financing but only offers 36 months
warranty. Of course they will catch a
number of naive people that just “sign
and drive” and then find themselves
with an 84-month albatros around their
neck. The manufacturers should be
help responsible as long as they own
part of that product.

FOUR TIMES...
THE BEST.
THE PROFESSIONAL’S
CHOICE.
We are pleased to announce
Wagner Brake is the
only four-time winner
recognized by the
industry as
the overall best brand
of replacement
brake pads.*

Michael Peter
Milton Import Car Centre
Milton, Ont.

EYESPY

Now your
covered!
Lost the cap for your washer fluid reservoir?
No problem! Your local plumbing store
should have just what you need! At least
that’s what this customer seems to have
figured out. Thanks to Norm Greville from
Westend Motors of Oakville, in Oakville,
Ont. for sending this in.
Have an interesting picture to share?
Send a high-resolution image to
allan@carsmagazine.ca

INSTALL THE BEST
TODAY!
*Frost & Sullivan Replacement Brake Pads
Product Leadership Award Winner

©2015 Federal-Mogul Motorparts Corporation. All rights reserved.
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Tested To The Extreme.
Delphi Fuel Delivery Parts.

©2015 Delphi Automotive PLC. All rights reserved.

We put 100 years of under-the-hood experience into every
fuel delivery part we make. It’s no wonder we back them with
a lifetime warranty. We test them to be durable up to 150,000
miles and in more than 20% ethanol—so they deliver 100%
satisfaction for you and your customers.
delphiautoparts.com

WIN YOUR DREAM SHOP FROM DELPHI!
Visit DelphiDreamShop.com to enter

NEWS

Lexus tops J.D. Power customer service survey
Independent repair shops
beat most dealerships
in Canadian customer
satisfaction survey, but still
fail to live up to expectations.
A survey of Canadian consumers by
J.D. Power & Associates suggests auto
repairers still have some way to go to
meet service expectations.
J.D. Power’s 2015 Canadian Customer
Service Index Long-Term (CSI-LT) Study
measures the service experience, satisfaction and intended loyalty among
owners of four- to 12-year-old vehicles.
Results show that only 15%
of service occasions in the
past year resulted in a perfect
10/10 rating, while two out
of three (67%) were rated at
8/10 or below.
According to J.D. Ney,
manager of J.D. Power’s
Canadian automotive
practice, the key to unlocking
significant revenue potential
lies in “delighting customers.”
“In a world where a shop
can’t differentiate its service
by fixing the car right, because
everyone’s doing that, the soft
skills become the real differentiator. The ability to
communicate, educate,
convey value, and build relationships,” he said.
Lexus dealerships ranked
highest in customer satisfaction, setting the bar for excellence among dealerships and
aftermarket shops.
“Lexus has been at or near
the top before,” Ney pointed
out. “In fact, they seem to
trade off the top spot with NAPA
Autopro. Obviously they do a great job
of fixing cars – that goes without saying
– but they’ve always referred to their
customers as guests, and that has set

the tone for how they treat everyone
who walks in the door.”
Overall, aftermarket shops topped
auto dealerships for customer satisfaction (749 vs 731 on a scale of 1,000).
“Independent shops tend to do better
at building that critical close-knit relationship with their customers,” said
Ney. “The dealership community has

to keep in mind that aftermarket shops
don’t have the benefit of warranty work
to drive their business. Every dollar
that an independent shop earns is retail
business, and so, as a result, they’re

really good at selling what they do.”
He said the 2008 recession fundamentally changed how dealerships view
their business, as margins on new
vehicle sales were compressed.
“A lot realized that service is where
they have to make their business viable,”
he said. “Many have done that, but some
are still not focused on that because of
the constant flow of work that warranty
brings. You maybe don’t have to work
so hard on the relationship when you
know the customer is going to come
back anyway.”
Among vehicle owners who ranked
their most recent service experience
at 10/10, 93% said they “definitely will”
return to the service facility for
work. Among those who ranked
their most recent service at 8/10
or less, only 40% said they
planned to return.
“This underscores the importance for Canadian vehicle
service facilities to focus on
providing a consistently
outstanding customer experience,” said Ney.
He noted that to maximize
satisfaction, service facilities
should focus on the key performance indicators (KPIs) that
generate the most positive
impact on the customer experience. The top three performance
measures and their impact on
satisfaction scores include:
rCFJOHDPNQMFUFMZGPDVTFEPOUIF
customer’s needs (+63 points);
rQSPWJEJOHBOBQQPJOUNFOUPO
the day desired (+56); and
rQSPWJEJOHIFMQGVMBEWJDF  
Dealers are more likely than
aftermarket providers to
perform a multi-point inspection on vehicles (77 per cent
compared to 70 per cent).
“A lot of dealerships are increasingly
process-driven,” said Ney. “It’s probably
what they see as the best way to make
sure they hit all their marks.”
October 2015
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Under Paul Hyatt’s leadership, Ontario-based Superior Tire grew from one location to 16.

Paul Hyatt to be inducted
into TIA hall of fame
Canadian industry veteran says he “probably got more out of
serving” with Tire Industry Association than he gave.
By Allan Janssen
Paul Hyatt, the chairman of Superior
Tire, will be inducted into the Tire
Industry Association (TIA) Hall of Fame.
“Isn’t that terrific,” the veteran tire
man said when congratulated. “What
a shock!”
He found out about the honor while
with his wife on a two-week holiday to
Russia. Although it was meant to be a
personal vacation, he did manage to
get a little work in.
“That particular day, just out of
curiosity, I’d gone to see a tire shop in
Moscow,” he explains. “It was not quite
like ones we’d see here in Canada. It
was on a back road – they tend to keep
their automotive repair shops away
from the main streets – but it was wellequipped. They had quite a few tires.
And, despite the language barrier, I
certainly could tell what they were
doing.”
The visit was reminiscent of his
efforts as a TIA executive to bridge the
gap between cultures, and create new

12 CARS

ways for tire dealers to work together.
“When I was president of TIA, I was
always attempting to make the organization as international as it could
be,” he says. “We had trips to different
spots around the world, mostly Europe
but also to parts of the Middle East,
where we gave speeches, and got
involved in trade discussions and such.”
He got to the point where he was
comfortable talking to legislators about
tariffs and regulations and safety
issues. The result of their efforts was
strong international representation
within TIA and a productive balance
of domestic and global initiatives.
He’s also a past president of the Tire
Dealers Association of Canada, and the
Ontario Tire Dealers Association
(OTDA). In 1990, he was inducted into
the OTDA Hall of Fame.
At age 77 he’s still active within the
industry. He’s now chairman of Superior
Tire, the company he bought from
founder Walter Chudy.
In 2012, Hyatt sold the company to
two partners who were Superior’s

first franchisees.
There are now 16 Superior Tire
locations throughout Canada. In the
early 1960s, when the company still had
only one location, Hyatt got involved
with the Central Canada Tire Dealers
Association – which ultimately became
the Ontario Tire Dealers Association.
The real benefit of membership, he said,
was getting a chance to learn business
principles from other tire dealers.
“Business 101 is kind of tough to understand,” he says. “I would go to conventions and trade shows and talk to the
other business leaders and ask them a
lot of questions. I’m sure I learned more
from them than I passed on to others!”
He believes that learning “by the seat
of the pants” is quite common in the
tire industry, as it is in the mechanical
repair business.
“When you’re new, you don’t know
about inventory, or payables, or receivables, or how much mark-up you
should be applying when you sell
something. You have to learn that stuff
or you’re out of business,” he says. “I
made some mistakes, but they weren’t
bad enough that I couldn’t recover!”
He believes tire dealers will continue
to thrive as long as they manage to
work together to weather the changes.
“Things are always moving in our
industry,” he says. “If it’s not new legislation, it’s something else.”
The Tire Industry Association is also
honoring Ross Fischer, the late owner
of McCord Auto Supply; Herman “Hy”
Freeman, retired technical services and
training manager for Rema Tip Top
North America; Bucky Stein, founder
of Target Tire; and Dr. Raghupati
Singhania, chairman and managing
director of JK Tyre & Industries Limited.
The Hall of Fame inductions will take
place at Nov. 2, 2015 at the Tropicana
Las Vegas.
The Bowie, Md.-based association
has a 90-year history of representing all
segments of the national and international tire industry. It bills itself as the
leading advocate of technical training
for tire service technicians, offering a
number of popular courses.

NEWSBRIEFS
New website helps consumers find VSPs

Agreement signed over HD service information

The National Automotive
Trades Association (NATA)
has launched a new web site
to help consumers get in
touch with vehicle security
professionals – the only ones
allowed to obtain security-related information necessary to repair
vehicles or generate new keys. The site, www.findavsp.ca, allows
consumers and businesses across Canada to identify trusted,
accredited technicians and locksmiths. New car dealers can
continue to access security data through their car company.

A memorandum of understanding has been signed making
service information for model year 2010 and later trucks and
buses available to independent repair facilities. The landmark
deal ensures the release of diagnostic information to aftermarket
equipment and tool companies to ensure that there are options
for the safe and effective repair of vehicles. Signatories say it also
eliminates any need for state, provincial, or federal regulation.

Alain Masse named new president of UAP Inc.
Alain Masse has been appointed president of UAP Inc. He has
been with UAP since 2011, stepping in following
the departure of Robert Hattem as UAP president
late last year to lead all corporate functions for
UAP’s Auto Parts Division as well as the Heavy
Vehicle Parts Division. UAP also announced that
John Buckley has been promoted to the position of executive
vice president for Napa Canada. Last June, Pierre Rachiele was
named executive vice president, Heavy Vehicle Parts Division.
They will both report to Alain Masse.

Who would you trust to look under your hood?
DesRosiers Automotive
Consultants asked 1,500
vehicle owners which of the
leaders of Canada’s major
political parties would make
the most trustworthy auto
technician. Respondents with
newer vehicles (between one and three years old) were reported
to be more likely to trust Thomas Mulcair. Owners of four- to
12-year-old vehicles preferred Stephen Harper. And those with
vehicles 13 years old and older were most likely to choose Justin
Trudeau. So… what does all that mean? DesRosiers admits that
the answer, while interesting, probably has very little relevance
to political ability or governing intentions.
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By the NUMBERS
Stats that put the Canadian automotive aftermarket into perspective.

60.9%

Percentage of the
Canadian light-vehicle
market represented by light trucks. Passenger
cars make up the remaining 39.1 percent.

18

2.2%

38

%

Percentage of time
customers are
contacted by repair
facilities after their vehicles have
been in for service.

16

775 MILLION
Number of wireless devices estimated
to be used by Americans in 2017.

14 CARS

$527

Average
amount spent
by customers
who were informed that additional
work was required on their vehicles.
(Nearly half authorized the work
to be completed.) Consumers who
were not advised of additional work
spent an average of $225.

Number of people that can be
crammed into a Smart car. Check it
out at www.ow.ly/Pojv7

Number of new vehicle
technologies ignored by at
least 20 percent of vehicle owners. The
five features owners most commonly
report that they “never use” are
in-vehicle concierge (43%); mobile
routers (38%); automatic parking
systems (35%); head-up display
(33%); and built-in apps (32%).

Increase in Canadian new-car sales experienced in
August 2015, year-over-year. The 175,512 units sold
was an all-time August sales record, bringing Canada
to 1,285,959 units year-to-date.

21%

Percentage of owners of older
vehicles (aged four to 12
years) who take their vehicles
to both aftermarket and OEM service facilities.
At an average of three visits per year, each
customer represents nearly $700, making the
21 per cent battleground customers worth
more than $1.5 billion in annual potential
revenue for service providers.

$3703

The amount Generation Y (1977-94) consumers
indicated they’d like to spend on high-tech
options for their vehicles. That was about $700
more than Gen-X (1965-76) consumers and
more than $1,000 above Boomers (1946-1964)
and Pre-Boomers (pre-1946).

Sources: DesRosiers Automotive Consultants; J.D. Power & Associates; AIA Canada,
Federal Communications Commission (U.S.), Guiness Book of World Records
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Number of years
Porsche has led the
pack in a “thingsgone-right” study
that measures owners’ emotional
connection to their new vehicle.
Also in the top five this year: Jaguar,
BMW, Mercedes-Benz and Audi.

Not all oil ﬁlters are created equal. If you want your customers to trust you, you have to trust your parts.
So protect your customers’ engines with NAPA oil ﬁlters, built with the highest quality materials to
guarantee consistent oil ﬁltration for both synthetic and conventional oil. Because it’s not just your
customers who are riding on it—it’s your reputation.

866-GET-NAPA | NAPACANADA.COM

ENTER for the chance to

WIN

See ULTRA™ Calipers live
at AAPEX Booth #3826

a 2015 Ford
Mustang GT!
®

For every CARDONE
ULTRATM Caliper you buy, you
get a chance to win the Grand Prize,
a Ford Mustang GT! Also, one lucky
winner will be drawn each month to win
a $250 VISA® gift card! Simply enter by
registering and reporting each product
promo code online at cardoneultra.com
between April 20 – November 30, 2015.

Scan here to learn more about why
CARDONE ULTRA Calipers go beyond others.

NO PURCHASE NECESSARY. Offered in the 48 contiguous U.S. & Canada (excl. Quebec) to owners/employees of auto repair shops, installers, or do-it-yourself individuals, 18 or older (or age of majority). Begins
12:00 AM PT April 20, 2015 & ends 11:59 PM PT November 30, 2015. To enter w/o purchase, you must legibly handwrite in ink on a piece of paper the following required information: date, name, date of birth, employer
name (if applicable), the number of brake calipers you have installed (within the last 2 years), address, contact telephone number, and email address & mail to: “Cardone Entry Request”, PO Box 7227, Mesa, AZ 85216.
Limit 1 request per envelope. Must be postmarked on or before 1st business day after month end. Entries do NOT carry over into subsequent monthly drawings; but are eligible for GP drawing. Limit 40 entries per
entrant/per sweepstakes (limit 60 in 1st sweepstakes), regardless of entry method used. Odds of winning a monthly prize depend on the number of eligible entries received for the respective drawing; odds of winning
WKH*3GHSHQGRQWKHQXPEHURIHOLJLEOHHQWULHVUHFHLYHGGXULQJWKH3URPRWLRQ3HULRG6XEMHFWWRFRPSOHWHRI¿FLDOUXOHVDWZZZFDUGRQHXOWUDFRP9RLGLQ$.+,DQG4XHEHF ZKHUHSURKLELWHG6321625&DUGRQH
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Is it time to give back?
There’s tremendous personal satisfaction in helping people who
haven’t had the same opportunities that you’ve had.
By Todd Green
I generally don’t encounter people
who think the auto repair business
is an easy one. Quite the opposite,
in fact. Many talk about the
hardships – the skinned knuckles,
the sore backs after hours of
standing (or crouching) under a car,
the cold in the winter, the wet in the
spring, the heat in the summer…
And while most of the complaints
are legitimate, they tend to
ignore all the great rewards
that come with the trade – the
relationships you build, the
technical knowledge you
acquire, and the enjoyment of
using your talents to solve
complex problems. On top of
all that, you’re relatively well
compensated, in a field that
is always hungry for more workers.
You’ll never be out of a job!
In the grand scheme of things, professional development has been pretty
easy for you. You’ve had the opportunity
to attend high school shop classes, a
post-secondary trade school, and
ongoing technical training courses at
work. You’ve also had access to
manuals, trade publications, and online
forums. There’s no doubt that Canada
is indeed a land of opportunity.
Unfortunately for many around the
world, those kinds of opportunities are
not so easy to come by.
One way for you to address that
injustice is to find a way to start giving
back.
I’m not referring to returning the socket
set you “borrowed” from a co-worker a
couple of years ago. I’m talking about
helping people who face a real challenge
getting started in this trade.

That can take many forms. Some
people give money to a trade school.
Others will donate equipment or automobiles. As for me, I’ve elected to share
my knowledge with technicians in
foreign countries who don’t have the
opportunities I’ve enjoyed as a
Canadian.
In the summer of 2011, I took a leap
out of my comfort zone and found
myself teaching automotive technology
halfway around the world, in a rural
area of Mozambique. It was a positive
experience that I will never forget. The
people I encountered welcomed me. I
worked beside them, guiding them, and
doing my best to ensure that the techniques I shared would help them build
a better life for themselves.
That trip lasted five weeks, and, yes,
there were some sacrifices on the home
front. I missed my wife and kids, but
managed to keep in touch via email

and the occasional phone call.
Earlier this year, I embarked on another
training trip. This one was a little closer
to home. I traveled to the Mexican Baja
Peninsula, where conditions were much
easier than they were in Africa. The goal
remained the same – share knowledge
to help others improve their lives. I spent
a week working with amazing people,
doing my best to share what I’ve learned
over the course of my career in the automotive trade.
In addition to the time away from
home, these types of trips come with a
financial obligation. But isn’t life
about the journey
and experiences
along the way? If I
can help others
because of the
opportunities
afforded me, isn’t
that a positive goal?
Words fail to explain the personal
satisfaction that comes when someone
genuinely says, “Thank you for making
this trip so I could learn.” You don’t get
the same sense of fulfillment doing
your daily work. This, I assure you.
Knowledge is power. By teaching
people how automotive systems work,
you help them develop skills that will
change their lives – quite similar to the
way your life was changed when you
entered this trade here in Canada.
Isn’t it time to give something back?
You’ll be so glad you did.

Todd Green is a former
technician who has
written the “Grumpy
Mechanic” column on
automotive repair for the
Calgary Herald. He’s also
an automotive
i iinstructor, and a member
of the Society of Automotive Engineers.
You can reach him at
grumpymechanic2@gmail.com.
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Training with a purpose
Your new service advisor will be a critical part of your business
if they know what you want and are trained to accomplish it.
By Alan Beech
'HDU&UDLJ
'HDU$ODQ
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Taking on a new service advisor is rarely
an easy transition for any shop.
Whether your business is growing and
you need to add a new face at the
counter, or you’re experiencing a staff
changeover and filling a pre-existing
position, finding the perfect service
advisor for your shop is difficult.
I’ve found that there are two factors
that make the integration process far
from pain free.
First, many shop owners lack a clear
understanding of the role they need
filled. What I mean is that they haven’t
properly defined the service advisor’s
roles and responsibilities. How is your
new hire supposed to exceed all of your
expectations when they have no idea
what your expectations are?
Second, I find that many shops lack
a formal training process. The
October 2015
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assumption seems to be that they’ll
figure it out over time. What training
they offer usually involves job
shadowing and ‘learning by doing.’
Don’t get me wrong; these are legitimate ways to train, but they’re not
very efficient and they often cause
frustration for both parties along
the way.
If this sounds familiar to you, you
may have a bigger hole in your business.
It’s the lack of clear processes that
dictate every aspect of how
your shop operates. This could
be why your new service
advisor is struggling.
I would encourage you to
start taking control of this
situation by writing out the
complete service process for
your business. This may seem
daunting but it’s an essential
step, not only for your
employees but also to ensure you
provide a consistent level of customer
service.
Start at the initial contact with the
customer. Outline exactly how you
want them to be greeted and the scope
of the information you want your
service advisor to collect.
Next, consider the first appointment. How prepared do you want your
service advisor to be for each guest?
For example, do you want him to
review past work orders before the
customer arrives? Do you want him
to print a list of maintenance items
and past declined work? Perhaps begin
working on the new work order? Do
you want a consistent process for
getting work approval, timelines, and
client contact information?
And what about the estimate? Do you
know how you want it laid out and what
it needs to cover? For example, how do
you order the jobs, and how do you
break out the pricing? To make sure this
part of the process is smooth and easy,
enter preset price matrixes and job
codes into your computer program. This
will improve price consistency and estimating efficiency.

While you’re outlining the sales
process, it’s also important to include
the techniques that you find to be most
effective in a sales presentation.
Finally, conclude the service process
with a description of how you’d like to
handle the return of the vehicle. It’s
important that this is not left to chance.
It will form your customer’s final
impression of your shop. All efforts
should be taken to ensure they leave
on a high note.

technician-level understanding of
engine management. But he must be
familiar enough to explain to the
customer what the techs will be
doing.
Make sure your he’s well versed on
how to properly sell the value of maintenance services, as well as the intricacies of selling different types of tires.
These, along with many other topics,
are commonly left for the service
advisor to learn along the way.
Purposely set some time aside
to explain and discuss them.
Finally, I’d recommend
spending some time on sales
training. Whether you outsource
your service advisor’s training
or do it yourself, it’s a fundamental component of the job.
Once the service process has
been taught, basic sales training
has been completed, and
related topics have been covered, it’s
your job to audit their process. You
have provided your new hire with
everything he’ll need to be effective
in the job. If at this point he’s still
underperforming, you’ll either need
to figure out if you missed any training
steps or if he’s simply not the right fit
for your shop.
A good service advisor who can effectively quote and sell services is an
invaluable asset to your team. They’re
an investment in your business, and
it’s essential that you be willing to
invest time into giving them proper
training.
I guarantee that by following a more
disciplined process-driven training
protocol, you’ll have a more effective
and competent service advisor, who
will also feel more confident in his
abilities.

A good service advisor who
can effectively quote and
sell services is an invaluable
asset to your team.
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Once your service process has been
developed and written out, I’d
encourage you to take some time and
thoroughly review it with your new
service advisor. Provide him with a
copy so he can have it as a reference
whenever he needs it.
While discussing the service process,
it’s essential that you get his full buy-in.
He needs to understand its objectives
and agree on the value of a consistent
service process. Once the process has
been taught he will then be accountable for the entire process.
Having a service process already
prewritten before hiring will give the
training some focus and direction.
However, don’t be surprised if there are
still some learning curves after the
initial training. There’s no question that
training is a continual and ongoing
process. It’s your responsibility to
ensure that all areas of a new hire’s
training are covered.
Take the time to thoroughly review
all the computer software and
programs.
Also ensure that he has a sufficient
knowledge of automobiles. There’s
no need for him to have an advanced

Alan Beech is a
management consultant
and the owner of Beech
Motorworks in Hamilton,
Ont. You can reach Alan at
alan@beechconsulting.ca.
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WHAT I’VE LEARNED

Rick McMullin, checking out a Sunfire that came in on a hook recently. Some people
just don’t want to hear the laundry list of problems their cars have.

The price of

safety

Ontario shop owner is committed to fighting
dangerous vehicles on public roads. By Allan Janssen
Rick McMullan digs through a pile of
work orders, pulling example after
example of safety related work that has,
for whatever reason, been declined by
the owner of the vehicle.
Corroded brake lines, broken
steering components, leaking shocks,
broken ball joints, bald tires… it reads
like inventory from a scrap yard.
“It should never come to this,” says
the owner of Ricky Ratchets Auto
Repair in London, Ont. holding up one
particularly offensive inspection report.
“These people are meandering through
traffic, on streets that bicyclists are
driving on, that kids are on.”
If he was ever tempted to turn a blind
eye to unperformed maintenance, he
resisted it. So determined is he to help
clean up Canadian roads that he spends
much of his day educating his
customers about the importance of

vehicle maintenance. He has written
and spoken about the problem in the
local media. And he’s even started up
a website – www.unsafecars.net – to
publicize the blight of neglected
vehicles on public roads.
It all comes at a cost. Some
newcomers to his shop object to the
“laundry list” of problems his technicians uncover, especially when other
shops didn’t find nearly as much work.
“We’re known for doing thorough
inspections and documenting problems.
I guarantee we’ve lost business over it,”
he says. “Some people just don’t want
to hear the list. They’re the ones who
don’t come back, or who delay their
visits until the car gets really bad.
But there are wins too, like when
customers admit to him, as they
sometimes do, that they’re glad they
had their car fixed.
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For Rick McMullin, removing unsafe
cars from public roads is part of the
reason he’s in business.
He just got a dangerous Sunfire off
the road.
“It came in on a hook. It was at the
point where the steering rack and the
sub-frame were no longer connected.
The aluminum steering rack had rotted
out. The brackets had separated from
the rack. And the sub-frame was rotting
out,” he says. “It just shouldn’t get to
that point.”
But his biggest frustration is that
there’s no compelling reason other than
finances for people to finally unload a
stinker of a car.
The last time he’d seen the Sunfire
was about 14 months ago when it came
in for a battery. The owner didn’t like
the laundry list of suggested repairs
he’d come up with so she went
elsewhere for oil changes and tires.
McMullin wishes every shop was
as vigilant about pointing out
dangerous vehicles.
“What’s more dangerous? Texting and
driving, or an inability to steer the car,”
he asks. “When I’m on the 401, I want
the guy beside me to be able to steer and
the guy behind me to be able to stop.”
Like many in the industry, McMullin
has become a proponent of mandatory
annual inspections.
“Here’s my reasoning,” he says.
“People who are a year away from an
emissions test will take care of things
that might cause their car to fail. If we
had a safety inspection, people will be
more aware of what would cause their
vehicle to fail, and they’d be more
inclined to address it.”
He says there needs to be a real threat
that their vehicle – the one they rely on
every day to get them to work and
school and the soccer field – will be
taken off the road if it fails.
“And none of that ‘conditional pass’
stuff, either,” he says. “It doesn’t make
sense to me to just do some of the work,
not all of it, because it’s too expensive.
Yes, it’s going to cost money. That’s the
price of safety.”
He’s aware that annual inspections
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McMullin has become a proponent of mandatory annual inspections for Ontario.

might have the unfortunate effect of
making ‘lick and stick’ inspections
more common. He knows they happen.
As an experiment he once sent
someone to purchase an illegal certificate. The transaction was conducted
at a local sub shop and the “mechanic”
who signed the safety never even saw
the vehicle. All he needed was the VIN
and the mileage.

Does it have to come
to a senseless death
like that before we take
the problem of unsafe
vehicles seriously?”
Rick showed the bogus certificate to
some provincial inspection officers.
They said they were aware of the
problem, and promised that the
province has plans to do something
about it.
“Am I different from most
mechanics?” he asks. “I think there’s a

desensitization going on. Some people
think we’re not going to change
consumer attitudes. We’re not going to
solve chronic neglect. We’re not going
to change the world. But I think we
have to try.”
It may stem from the lower ball joint
that dropped out of the Ford Taurus he
was driving as he was about to get on
the highway. Or that door that came
open on an old MG when he was a kid.
He knows bad stuff can happen.
“When a child walks down the street,
he shouldn’t be in danger of being hit
by a car that has lost its steering. Does
it have to come to a senseless death
like that before we take the problem of
unsafe vehicles seriously?”
He says he’ll continue to campaign
for annual inspections as the best way
to make a much-needed change.
“I’ve seen a lot of broken cars and,
I’ll tell you, the E-test taught me
something,” he says. “It showed that
if you make people aware that there’s
an inspection coming and it has
real consequences, they’ll do the
right thing.”
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Hiring

When there are more positions available than bodies to fill
them, it’s more important than ever to have a strategy to keep
your benches filled.

RIGHT
By Allan Janssen

Are you offering continual in-house
technical training to your
technicians?
According to a panel of experts at
the recent Congress of Automotive
Repair & Service in Detroit, you should
probably think about it as a means to
combat the growing labor shortage.
In-house skills development is no
longer something found only at large
corporations in resource-based industries. With today’s technician shortage,
more and more companies are trying
that strategy, including automotive
repair shops.
“Speaking to shop owners, I’ve found
that the trend is to grow their own
talent,” said Chris Chesney, senior
director of customer training at the

Carquest Technical Institute.
“You’re going to have to make that
decision to invest in your employees.
Be willing to train,” agreed Robin
Rayburn, editor and general manager
of the human resources website
Interviewing.com. “Right now you may
see it as too expensive, too costly in
time and resources. But we’re getting
to the point where you’re just going to
have to do it to compete for the talent
that’s out there.”
The panel was moderated by Bob
Wills, the director of mechanical
service for the Automotive Service
Association (ASA), and owner of Wills
Auto Service in Battle Creek, Michigan.
He said the automotive repair
industry is prime picking ground for
industries like aviation, big oil, heavy
truck repair, photocopier repair, and
HVAC.
“Given what we’re seeing, we have to
build our own employees,” he said.
It was a theme that was echoed often
during the panel discussion, including
by ASA vice president Tony Molla.
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“If you can’t afford to empty your
shop and take all the techs to training,
you need to develop a learning
culture, where you take it upon
yourself to grow your own talent,” he
said. “That’s your responsibility. You
have to train, and mentor, and facilitate. You have to make it happen.”
Molla said automotive shops need
to be proactive in developing their
staff and finding creative ways to keep
them from leaving for greener
pastures.
“What we’re talking about isn’t
new. We’ve been competing for
talent since the early 1900s,” he said.
According to panelists, one of the
solutions is to find new sources for
the next generation of technicians.
“How many of you are involved in
the industry advisory committee at
your local high schools? You have a
farm team right in your own
community,” said Pete Meier, a
technical editor and director of
training for UBM Advanstar. “And
yes, many high schools are eliminating their skilled trade courses. If
that’s happening in your area, it’s
something you and your fellow shop
owners need to fight for.”
In a separate workshop, Rayburn
offered practical interviewing techniques to identify the best employees
for your operation.
She said in an industry like automotive repair – which demands high
levels of customer service and exceptional quality of work delivered in a
timely manner – having the right
people in place is absolutely critical
to success.
Asking the right questions when
you interview prospective candidates will give you the best chance
of finding someone who will fit in
with other employees, round out
your resource bank, and contribute
to your company’s success.
She described the typical job
interview as a great opportunity to
go beyond resume facts. To do that,
you have to ask questions that can’t
be answered in a single word.
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“If you’re getting one bit of data,
you’re probably wasting your time
and the candidate’s,” she said.
She said questions should lead to
discussions. Among the conversation starters:
r)PXIBWFZPVJEFOUJGJFEPQQPSUVnities to develop your skills?
r8IBUNPUJWBUFTZPVUPQVUGPSUI
your greatest effort?
r%FTDSJCFBTJUVBUJPOJOXIJDIZPV
excelled at a difficult task.
r*GZPVIBEUXPIJHIQSJPSJUZUBTLT

“If you can’t afford
to empty your shop
and take all the techs
to training, you need
to develop a learning
culture, where you
take it upon yourself
to grow your
own talent.”
to perform that take about two hours
each but you only had three hours
to complete them both, what would
you do?
r8IBUXBTZPVSHSFBUFTUBDDPNplishment at your previous
workplace?
r8IBURVBMJUJFTTIPVMEBTVDDFTTGVM
manager or supervisor possess?
r8IBUXFSFTPNFPGUIFQSPCMFNT
in the last shop you worked at, and
how did you help solve them?
In many of these questions, there’s
no single right answer, she said.
“There are wrong answers, or bad
answers… but there are lots of right
answers.”
The best ones show how a person
thinks, and how open they are to
asking for help or becoming a
team player.

She avoids the oft-asked question,
‘Where do you see yourself in five
years’ because you’re essentially
asking the candidate to lie to you.
“People are hopping around more
and more, these days, especially the
millennials,” she said. “They stay an
average of 18 to 24 months. Ask them
instead what they want to accomplish in this position, or what they’re
most excited about learning.”
She said the number one quality
that employers are looking for,
across all industries, is grit.
“Last year it was happiness. This
year it is grit and self-control,” she said.
Defined as the ability to maintain
interest and effort toward very
long-term goals, grit is considered a
significant marker for success.
Rayburn warned against overvaluing current skills and undervaluing potential for future growth.
“If you have the ability to invest in
training, lean toward the candidate
that has the better attitude toward
learning,” she advised. ‘Can they do
the job?’ is not the same as ‘Can they
learn to do the job.’ Ask yourself if
they could get better at the job.”
The final consideration in any job
interview is whether you want to
work with the person.
“This is different from do you want
to be their friend,” she said. “You
want someone you can have productive interaction with on a day-in,
day-out basis.”
Learning how to interview
successfully takes time. Because
employers do it so rarely, they don’t
get a chance to improve. But
managers who are committed to
conducting productive interviews
will get the hang of it with practice.
“Bad interviews are easier to do.
They require less time, less thought,
and less creativity on your part,” she
said. “If you want a good interview
you have to invest some time first.
The payoff is a better team, a better
experience for your customers,
and a better working life for
everyone involved.”

Uncover the truth.
truth.identiﬁx.com

MYTH:
;OLJVTWL[P[PVUOHZ[OLZHTLYLHS^VYSKKPHNUVZ[PJZHZ0KLU[PÄ_

TRUTH:
6\YYLHS^VYSKÄ_LZHYLKVJ\TLU[LKMYVTV]LYTPSSPVUJHSSZ[VV\Y9LWHPY/V[SPULZPUJL 
;OLJVTWL[P[PVUPZQ\Z[NL[[PUNZ[HY[LKHUK[OLPYZVJHSSLK¸YLHS^VYSK¹Ä_LZHYLUV[OPUNTVYL
[OHUJVTTVUS`YLWSHJLKWHY[ZHUKUVU]HSPKH[LKÄ_LZ-YVTYV\[PUL[VYHUKVTVUS`V\Y
[LZ[ Ä_WYVJLK\YLZHYLJVUÄYTLKHUK]HSPKH[LKMVYYLSPHISLPUMVYTH[PVU`V\JHUJV\U[VU

ONLY IDENTIFIX GIVES YOU:
Over 750,000 short-cut tests written by our own OE factory-trained,
ASE Master, L1 Carline Specialists
-P_LZJVUÄYTLKI`WYVMLZZPVUHS[LJOUPJPHUZPU[OLÄLSK
0UMVYTH[PVU]HSPKH[LKI`V\Y*HYSPUL:WLJPHSPZ[ZILMVYLILPUN
posted to Direct-Hit®
-P_LZSPZ[LKMYVTTVZ[[VSLHZ[JVTTVU[VWVPU[`V\PU[OLYPNO[KPYLJ[PVU
;LJO[PWZ[OH[`V\^VU»[ÄUKHU`^OLYLLSZL

The other guys might tell you what the problem could be.
We tell you what ﬁxed it. Who would you want in your shop?

You deserve the truth.
Call 1.800.745.9649
to take the Fix Faster
Challenge today. And
ﬁnd out why over 50,000
shops choose Identiﬁx
to boost productivity
and drive revenue.

Express Delivery. Unlimited Service.
Visit mbwholesale.ca – your best source for Mercedes-Benz GenuineParts.
Get the parts you need – on time, the ﬁrst time.
Mercedes-Benz Corporate Stores have the largest
GenuineParts inventory in Canada. We have dedicated
parts specialists serving the greater Toronto and
Vancouver areas. Wholesale customers receive priority
service for pick-up at our parts counters, wholesale
pricing and group rates.

Wholesale Parts Customers beneﬁt from:
8 Our knowledge-base of all models and years
8 Same-day delivery of in-stock items
8 Next-day/express delivery for special orders
8 GenuineParts made to original speciﬁcations
8 Quality, ﬁt, performance and safety
8 Comprehensive warranty on parts
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Mounting

police

It may be one of the simplest
jobs in the business… but
we still get questions about
mounting tires. Are you doing
it correctly?
By Tom Hines

For seasoned technicians, mounting
and sealing tires may seem like old hat.
After all, when you’ve done a thousand
tires, you’ve pretty much got the hang
of it, right?
Yet myths and misperceptions persist
about how to do the job properly.
Some bad practices have developed
too. Remember the days when a
common way to seal a tire was using
lighter fluid and an open flame? Using
an explosion to seal a tire may have
been dramatic but it was never safe!
Our industry has become much more
sophisticated and the most obvious
bad practices may be behind us. But
even with today’s super-helpful tire
equipment, there’s still room for error
– especially if you’re new to the job!
Whether it concerns bead breaking,
tire removal, rim inspection, or the
use of sealers, differences abound. And
then there’s TPMS to worry about. This
relatively new and particularly
sensitive technology complicates the
wheel removal and installation process
a little bit.
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Given the breadth of the topic, we thought
it would be worth looking at the prescribed
way to seal and mount a tire. Thanks to Jas
Singh at Fountain Tire Marine Drive in
Vancouver for demonstrating.

Cleaning the rim or wheel

Breaking the bead
When breaking the bead of a tire, best practice is to remove the Schrader valve completely from the tire valve. Make sure the
tire is completely void of air pressure before
pressing the bead breaker shoe against the
tire. Position the TPMS sensor directly across
from the bead breaking shoe so as not to
damage the TPMS sensor.
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Corrosion from salt, moisture, and road grime
can cause pitting on the sealing surface of the
wheel, creating slow leaks that can be hard to
find. Many times, this is repairable by cleaning
the bead surface or using a professional wheel
repair service. If you’re working with chrome
wheels, be aware that the chrome may have
separated from the wheel. If that’s the case,
the wheel is not serviceable and should be
replaced. Use a wire wheel or wire brush to
remove obvious corrosion and surface grime.
Then clean the wheel seating bead on both
top and bottom. Use a cleaner to remove any
dust or residual particles. Apply the sealing
agents as per the manufacturer’s instruction.
The sealer can fill in the minor imperfection
left by the corrosion

Removing the tire

Installation

Rotate the tire until the TPMS sensor is in the
11 o’clock position before removing the tire.
This will have the tire moving over the TPMS
sensor and reduce the chance of accidentally
damaging of the sensor.

When installing a tire with TPMS sensors,
move that sensor to the 5 o’clock position
then rotate the turntable to install the tire.
This helps the tire clear the TPMS sensor
during installation.

to enter the tire and enables the tire to seat
on the rim. Never exceed the manufacturer’s maximum inflation pressure embossed
on the tire. A bead blaster is available for
those stubborn tires that don’t want to seat
properly.
It all sounds simple enough, right? Like I
said, tire mounting is not rocket science, but it
does need to be done correctly. After all, your
reputation – not to mention the safety of your
customers – is on the line.

Pressurizing the tire
When inflating a tire, again, make sure the
Schrader Valve has been removed from the
tire valve. This allows a greater volume of air

Tire repairs made easy
Tire repairs are a common procedure at many shops. They’re
a customer pleaser too, because a quick repair means they
don’t have to buy a new tire that will cost hundreds of
dollars.
While it’s nice to be the hero, sometimes you have to tell
them their flat tire is ready for the scrap bin. Puncture
repairs are only possible in the tread area of the tire. Where
damage extends into the shoulder of the tire or sidewall,
that tire cannot be repaired.
For speed rated tires, you need to find out from the manufacturer whether it can be repaired and whether it retains
its speed rating after the repair. Similarly, some run-flat
tires can be repaired, while others cannot. You need to
check with the manufacturer.
Even if the type of tire is repairable, the extent of damage
will tell you whether
you should go ahead.
For example, you
shouldn’t even start the
job on a tire with less
than 2/32” left on the
tread. Neither can you
repair a tire that is
In case it needs to be said,
leaking from the spot of
patches go on the inside of the
a previous repair. If the
tire! Tyler VanGaalen, a technician puncture is more than
at Competition Toyota in London, a quarter inch inch
Ont. sent in this EyeSpy picture of (6mm) in diameter, it
a patch job that had been done to cannot be repaired.
the outside of the tire. Needless to
Where repair is
say, it was never going to last!
possible, use a two-piece

Thomas Hines, RSE,
ASE-MCAT, has held a wide
variety of jobs in the automotive aftermarket. He currently
lives in Vancouver, B.C.

stem and patch repair,
or a one-piece stem and
patch kit. Never use just
a plug, or just a patch. A
plug by itself is only a
temporary repair. A
patch alone doesn’t fill
in the missing rubber
that the puncture This make-shift repair job on a
created. The hole will sidewall of a Mustang GT broke
allow water and air to the rules in many different ways.
enter the cords, which It was actually holding air when it
could result in a blister. was brought into Desboro Garage
Plugs and patches are in Desboro, Ont., but the service
meant to work advisor there managed to sell a
replacement to the vehicle owner.
hand-in-hand.
Repair work must
only be done when the tire is fully removed from the hub.
You can’t complete a proper inspection when it’s still attached
to the wheel assembly. Work in good light as you check the
external and internal surfaces for damage and debris.
Remove any debris and ream the puncture channel,
starting from the inside, a minimum of three times using
an electric or air-powered drill. Repeat from the outside
and then use a probe to check for splits in the radial plies.
Buffing the area thoroughly and evenly with a low-speed
buffer. Be careful when buffing the inner liner. If you expose
the casing body cords, the tire must be scrapped.
After you apply cement, allow it to dry naturally. Don’t
used forced air, fans, or heaters to accelerate the drying time.
When you’ve applied the patch and plug, re-inspect the
entire tire carefully. After remounting and inflating the tire,
check again for damage or leaking.
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It’s too easy to blame the
materials when a customer
complains of noisy brakes.
Sometimes we helped create
the problem by not being
more thorough when we
installed them.
By Jeff Taylor
For most of us, it wouldn’t be a normal
day if we didn’t have to do at least one
brake job. Replacing pads and rotors
have become so routine that we rarely
have an issue with them anymore.
Nevertheless, once in a while, a brake
job will come back to us with a noise
or vibration complaint. There isn’t
always a good reason for the problem,
so we might be a little too quick to pin
the blame on the brake manufacturer
or the pad material. But there are also
times when the cause can be traced
back to something we overlooked.
Customers who come back with a
complaint say they hear squeaks,
squeals, and squawks especially when
they apply the brakes lightly or with
moderate force. So… what causes these
noises? And why don’t they happen
under harder braking?
In a nut shell, the cause is vibration.
The actual brake material is resonating.
Most commonly it comes from the
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The abutment bracket with the caliper
removed, showing rust and corrosion.
This is where noise is generated.

whole pad assembly, but it can also
come from the shoes. This noise is most
commonly made during light application because there isn’t enough force to
keep everything tight in the abutment
bracket assembly. When you brake hard,
the calipers clamp everything down.
If you want to prevent these annoying
noise issues, it’s going to take more
than just slapping in a new set of pads
and hoping for the best. You’re going
to have to be particularly diligent at
every stage of the job.

Starting the job right
Almost all vehicles today use a floating
caliper design so the issues and
problems are fairly similar across all
vehicle platforms and hardware
manufacturers.
The first step in any brake job is
disassembly… which sounds easy

Brake pads with abutment pads.

Brake pads with new shims and pad separators.

enough, but there are a few steps that
we need to pay special attention to.
After detaching the caliper, don’t let
it hang by the flex hose. Vehicle manufacturers have been utilizing smaller
and lighter-weight components in an
effort to improve fuel economy. Modern
flex hoses are not as robust as they used
to be, and the additional strain can
damage them.
Once you’ve removed the caliper and
its bracket from the mountings on the
spindle or axle assemble, it’s time to
formulate a plan of attack to ensure
this brake job doesn’t come back
because of noise or vibration complaint.

Abutment bracket
The abutment bracket is the piece that
holds the pad. It can be a significant
cause of noise if not serviced properly.
Besides being subject to all the heat
and forces generated during a stop,
these brackets gather dust, road grime,
salt, and winter chemicals.
Start by carefully inspecting and thoroughly cleaning the area where they sit.
Modern systems are designed with just
enough space to allow free pad

movement while still absorbing some
noise-causing vibrations. The build-up
of corrosion and rust often locks the
pads in place, causing accelerated wear,
pad failure, uneven braking, and noise.
You can use wire wheels or brushes to
clean the area, resorting to gentle filing
if necessary, or even blasting the area
with sand or glass beads if that option is
available to you. If you can’t get it clean
or it is too badly corroded, replacement
is obviously the best option.
The abutment pads are a throwaway
piece and should be replaced whenever
you replace the brake pads. These
complicated little pieces of metal are
designed to provide a flat smooth area
for the pad edge to ride on, absorb
vibration, and provide anti-rattle properties. Some even help push the pads
back slightly to reduce drag (more on
this in a bit). All of these critical properties are compromised when rust,
heat, or fatigue takes its toll.

Pins and boots
Now it’s time to inspect and service the
guide pins and their sealing boots.
The boots must not be cracked, torn,

or hardened. They’re designed to allow
movement while still providing protection against the elements. In extreme
(but not necessarily rare) cases, the
guide pins can be stuck or seized in the
bracket. When this happens, replacement may be the only option. If they can
be removed, they’ll need to be properly
cleaned with new lubricant applied.
The pin holes need to be free of the
old lubricant. After prolonged exposure
to dust, moisture, and road grime it is
probably doing more to impair free
movement than enhance it!
The area that the boots attach to
should also be cleaned, with all rust
removed so it can provide an optimal
sealing surface that will prevent foreign
material from entering the pin hole. In
some cases, these boots also serve as
a bushing that the guide pin rides on.
After too many brake applications, they
deform into an oval or egg shape that
causes a rattle because it can no longer
hold the caliper securely.
After cleaning and visual inspections
for wear and tear, the guide pins and
boots should be reinstalled or replaced
and properly lubricated with the correct
lubricant. This is an area that can’t be
discounted, and using the proper
lubricant is absolutely critical. That old
tub of water-attracting white grease just
won’t cut it anymore. The lubricant
needs to be compatible with the rubbers
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the bracket is ready to be reinstalled on the spindle over the
rotor. Some bracket fasteners are torque-to-yield and will need
to be replaced. Make sure you apply the correct torque and
threadlocker. Again, stay away from the use of anti-seize.

… and everything else
Anti-rattle clips should be replaced if they’re not part of the
actual brake pad. The same goes for any pad separators which
lose tension over time. These spring-like pieces not only
isolate noise-causing vibration, but they push the pad back
just far enough to increase fuel economy, increased pad wear,
and lower pad temperatures, without affecting the brake
pedal feel.
Brake pad shims are just like all the other parts. Heat cycles,
rust and corrosion wears them out. If they’re separate from
the actual brake pad, they need to be replaced and lubricated
with the correct lubricant. Always follow the manufacturer’s
instructions.
Vibration dampers are also becoming more common and
they have to be properly reinstalled, or replaced if they’ve
been damaged.

The obligatory road test
Burnishing in the new pads is just as important as all the
other steps that we’ve been so careful to perform. And this
shouldn’t be done by the customer.
Proper burnishing of the pads involves about 10 stops from
60KPH down to 10KPH under gentle and easy brake pressure.
This is not a panic stop but a controlled stop that burns the
pads and glazes the rotors. Allow the pads to cool between
applications.
This procedure allows for proper pad-to-rotor brake
material transfer and will provide optimal brake performance.
If the new pads are not properly bedded to the rotors, pedal
fade, and noise can be a concern.
I know what it’s like when you get busy in the shop. It’s easy
to skip a few of these steps and usually you get away without
any issues. But as components get lighter and smaller, even
the smallest vibration is felt… and more importantly heard.
Remember, most times the customer wasn’t hearing any noise
before he came to you for a brake job!
Look at it this way: we always take the time to figure out a
problem the second time around. But if we pay a bit more
attention the first time, we can avoid the issues that cause a
comeback.
Those comebacks are done for free… and they’re a productivity killer!

Jeff Taylor is a former ACDelco Technician of
the Millennium and Canadian Technician of the
Year. He’s the senior tech at Eccles Auto Service
in Dundas, Ont.

Visit us at AAPEX, Nov 3-5,
in Las Vegas, NV, Booth 33021
LIQUI MOLY offers manufacturer approved
motor oils for every car.
Since 1957, demanding car owners in Germany have used and trusted LIQUI MOLY.
Our company offers the highest quality motor
oils and
additives for gasoline and diesel engines.

Isn‘t it time YOU discover LIQUI MOLY?

Available at:

www.liqui-moly.us
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PRODUCT
FOCUS:

Belts and Hoses

They’re still reliable profit centers… if technicians are
inspecting components and all related parts properly.

If it feels like you’re doing fewer replacements of belts and hose than you used
to, you’re probably right.
Today’s vastly improved compounds
and rubber formulations for both have
impacted the traditional change
intervals.
The newer engines and enclosed
engine compartments have created an
environment with increased torque
demands as well as increased under
hood temperatures. Some alternator
pulley diameters have also decreased,
which adds to the overall demand of
the poly rib belt for flexing.
As a result, most OE automotive
coolant hoses and belts are now made
of EPDM, which stands up much better
to the high heat and harsh environment
in which these components operate.
EPDM doesn’t exhibit the same signs
as other types of rubber when they’re
close to failing. They do not crack as
Neoprene belts did in the past. Instead,
today’s belts lose rib material, similar
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to that of a tire tread. This makes it
difficult to just open the hood of a
vehicle and complete a visual inspection. Over time a belt that started out
with a V profile starts to look more like
a U. As it wears, it will have less surface
area contact with the pulley and begin
to fail or make noise.
It’s important for technicians to
show vehicle owners what a worn belt
looks like and educate them so they
understand that a belt with worn
grooves won’t be able to maintain
friction with the engine’s pulleys.
While EPDM and other material
changes allow belts and hoses to last
twice as long as they normally did in
most applications, the time and labor
involved in the job have generally
increased.
Ten years ago, hose replacement was
a matter of loosening a few clamps, and
removing the hose. Today we’re seeing
many more assemblies and quick-connect fittings, not to mention tight engine

compartments which sometimes means
complex removal procedures.
As for belts, the intervals have
increased to as high as 160,000 km.
Some vehicle manufacturers only offer
inspection intervals. In either case, belt
wear tools are available which indicate
when a belt has reached its replacement period.
In Canada, component manufacturers generally suggest a serpentine
belt and hose inspection at 100,000 km
and replacement at 150,000, at which
time other related components should
also be checked.
It’s particularly important to check
the system’s idlers, tensioners, and
pulleys. They may have held up fine
until now, but can they be expected to
last another 160,000 km? And if they
don’t, the resulting failure could do a
lot of damage and increase the cost and
difficulty of the next replacement.
If the parts are accessible now, and
replacement of all related hardware

could avoid a costly and inconvenient
breakdown, the customer would
probably approve the work.
When replacing radiator hoses,
always do so in pairs (upper and lower).
This may be most conveniently accomplished during other repair occasions,
such as during radiator or water pump
replacements. Check the hoses for any
leaking, cracks, bulging, or other signs
of wear.
Always use radiator hoses that are
resistant to electro chemical degradation (ECD). And with branched radiator
hose assemblies, always replace the
entire assembly, not just the hose
segment.
Plastic components (such as QuickConnect couplings and tee connectors)
weaken with heat and time. They do a
great job when they’re first installed on
a vehicle, but they are sealed with a
single O-ring in most cases and are leak
prone if removed and then reinstalled.
By showing a vehicle owner what the
O-ring looks like after one of these
hoses has been removed, the technician
can help them understand why it’s so
important to install a new hose rather
than trying to reuse the old one.
The bottom line is that belts, hose
and related parts are still reliable profit
centers for automotive service operations if technicians are inspecting the
components properly.
Studies have shown that nearly 20
percent of all vehicles on the road in
North America have a serpentine belt
that needs to be replaced. Those belts
are among the most-overlooked maintenance items on vehicles today. So
there’s still room for increased sales
opportunities for service centers.

Belt noise
Another reason to pay close attention
to belt-driven systems is the problem
of belt drive noise. Often the belt is
blamed for the cause of the noise, but
this is not typically the case.
Because of the demands on today’s
serpentine belts, the belt ribs have to
be designed to balance the rib surface’s
coefficient of friction to ensure the belt

is aggressive enough to pull the
required accessory torque load, yet low
enough to allow “quiet” slip during shift
slip conditions and/or slight pulley
misalignments.
In most cases, the belt will perform
as expected with no noise generation,
but if belt noise is experienced, the most
common causes are: pulley misalignment, low belt tension, accessory
malfunction or bearing failures, and
fluid contamination. All of these possible
causes should be evaluated and
corrected prior to installing a new belt
onto the drive system.
If installing a belt onto a locked center
drive application (that is, one with no
automatic tensioner), the belt should
be installed at 35 pounds per rib span
tension, then after about three minutes
of run-in time, the belt be re-tensioned
to 30 pounds per rib. This will ensure
the belt is seated correctly in all pulleys,
and will provide the sufficient cord
stretch to maintain the proper tension
throughout the life of the belt and thus
avoid any noise due to belt slip.

Timing belts
Timing belt replacement jobs can be
very complex and time consuming. If
any of the related components such as
the tensioners, pulleys or water pumps
fail, there can be significant engine
damage. This, of course, often leads to
much more expensive repairs.
Customers need to understand the
complexity of the job and that, in most
cases, the labor component is more
expensive than the parts. Since we
already have ‘hands on’ the components that need to be replaced, it’s
much more cost-effective to replace
them all at once.
With all the changes brought by
engine technology and product development, belt and hose jobs have
changed a bit, but they are still a key
part of vehicle maintenance.
They remain an important service
you can offer to your customer. And
with proper inspection, tools, and
parts, they’re an important part of your
shop’s profitability.
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BAYWATCH
BA
Lithium compact impact
Snap-on says its new 18-volt 3/8-inch Cordless Impact
(CT8810A) may be compact in size but offers more torque than
competitive units. It features a slender design and balanced
ergonomic control, and has an output rating of 230 ft.-lb. of torque.
The rapid 55-minute charge time keeps techs performing efficiently
and the high-capacity 4.0 Ah 18-volt battery provides ample
runtime. It includes a built-in one-watt LED that projects light
directly onto the work area.
www.snapon.com/powertools

Surge tank brochure

Axle components

Behr Hella Service now has over 130
part numbers in its Surge Tanks for
Passenger Cars brochure. This 2015
brochure contains more than 30 new
parts for surge tanks for the most
popular European passenger cars. The
line includes radiators, condensers,
both HVAC and radiator fans, oil
coolers, compressors, vacuum
elements, pressure switches, PAO-Oil
68, receiver dryers, expansion valves,
and evaporators.
www.myhellalights.com

American Axle & Manufacturing (AAM)
has announced the availability of new
rear axle components for 2014 GM
Silverado and Sierra trucks, and
Suburban and Tahoe SUVs. There is a
new 9.5” and a new 9.75” ring and pinion
gear set combination and new differential cases for each. Each kit comes in
three different ratios. Due to the pinion
gears having metric threads, AAM
includes the pinion nut, collapsible
spacer, and pinion seal packed with the
gear sets. New ring gear bolts must be
purchased separately.
www.demandaam.com

Exhaust system
Corsa Performance
Exhausts
has
announced a selection
of new high-performance
exhaust
systems now available
for the 2015 5.7L V8 Dodge Charger R/T,
Chrysler 300, and Challenger 5.7L R/T.
Available in two sound levels, these
cat-back exhaust systems feature a
straight-through, 2.5” dual rear exit
design that maximizes airflow to improve
performance and fuel economy.
According to Corsa’s flow bench testing,
the company’s Dodge Charger R/T
system provides 75 percent better air
flow than stock, and Corsa’s Chrysler 300
system improves airflow by 95 percent.
www.corsaperformance.com

Brake pads
Ferodo brake pads for European
passenger vehicles are now available
in North America. Fitted as original
equipment on eight of Europe’s top 10
best-selling passenger car models,
Ferodo brake pads are manufactured
by Federal-Mogul Motorparts, a
division of Federal-Mogul Holdings
Corporation. With more than 200 part
numbers, the new offering of genuine
Ferodo Premier pads covers 95 percent
of European passenger vehicles in
North America.
www.ferodo.com

Reman and new parts
Cardone has introduced 22
A1 Cardone reman
numbers and 24
Cardone Select new
part numbers, some
of which are new SKUs only available
to the aftermarket through Cardone.
Among the new part numbers are CV
axles for Chevrolet Impala and Honda
Odyssey. There are also new wiper
motors for Chevrolet Corvette and
Dodge/Jeep trucks.
www.cardone.com

Hybrid accessory kit

All-terrain tires

Gates has released an
innovative accessory
component kit for
the Ford Drive
Electric Hybrid System. This new kit
(part # 38274K1) contains the replacement belt, tensioner and pulleys for the
Ford E-450 Azure Hybrid Drive System.
Gates developed a custom belt to meet
a need that spiked when the Azure
Dynamics Corporation, which produced
a hybrid drive system requiring a special
dual-sided serpentine replacement belt,
filed for bankruptcy. Gates recreated
the very unique belt as well as the
pulleys and tensioners required.
www.gates.com

Goodyear has added two
new tires to its Kelly
Power Line. The new
Kelly Edge A/S and Kelly
Edge AT tires cover the
performance touring,
passenger, CUV, SUV and all-terrain
tire segments. The Kelly Edge Power
Line of tires is available in 85 unique
sizes to cover 89 percent of the market.
The A/S features biting tread block
edges for all-season traction in wet, dry
and snowy conditions. The AT has
flared tread block edges that help
shovel mud, dirt, and gravel away from
the tread for off-road traction.
www.goodyear.com
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#

BRANDED

ENGINE
PROTECTION*
ENGINEERED WITH

9STOPS THE SPREAD OF CORROSION
9DELIVERS LONGER ENGINE LIFE
9GUARANTEED FOR

INHIBITORS

**

ALL VEHICLES

(DOMESTIC/ASIAN/EUROPEAN)

*Prestone is the number one selling Antifreeze/Coolant brand in North America.
**Flush and Fill: Stops the spread of corrosion and provides up to 5 years/250,000 km
freeze-up/boil-over protection with a complete flush and fill per manufacturers’ recommendations.

BAYWATCH
BA
Steering and suspension

Power window regulator
assemblies
Continental Commercial Vehicles &
Aftermarket has unveiled new VDO
Power Window Regulator Assemblies
specifically designed for the 2001 - 2005
Chrysler PT Cruiser. The assemblies, P/N
WL48564 (Front Left Door) and P/N
WL48565 (Front Right Door), are the
correct fit and offer easy and trouble free
installation. No wire splicing is required.
www.vdo.com/usa

Pass-through device

Three-stage lift arms
Rotary Lift has been granted a patent
for its Trio vehicle lift arms that have up
to a 20 percent greater reach than traditional lift arms, so they can be used to
service a wider range of vehicles.
According to Rotary, the three-stage
design enables technicians to more
easily move the arms into position and
then precisely position adapters for
lifting. Jim Dirksen, vice president of
light-duty for Rotary Lift says the lift
arms are particularly appreciated by
older techs. “As the technician population ages, bay ergonomics become
increasingly important,” he said.
www.rotarylift.com

Ride control
Tenneco has announced a
significant expansion of
its Monroe ride control product line, with
more than 307 new parts, including 45
replacement strut assemblies that
together cover over 15.3 million additional passenger vehicles. The company
now offers strut assemblies for approximately 113 million North American
passenger vehicles. The coverage
expansion includes products for such
popular applications as Jeep Compass
and Patriot; Acura MDX; Honda Pilot;
Chrysler Town & Country and Dodge
Caravan; Nissan Sentra, Altima and
Murano; Hyundai Azera and Sonata; Ford
Focus; Lincoln MKZ; and Saturn Vue.
www.monroe.com

The new Snap-on
Pass Thru Pro III
(EETA113C) has
been enhanced to make the J2534
vehicle reprogramming process easier
than ever. The company says technicians will experience improved ease of
use with automatic access to an
updated reprogramming toolbox, now
supporting Windows 8. The Pass Thru
Pro III includes new protocols for fault
tolerant CAN, new CAN lines and
access to additional late-model vehicle
networks. In addition, the device allows
automatic firmware updates via USB
as a vehicle connection is no longer
required for firmware updates.
www.passthrupro.snapon.com

Clutch catalog
Schaeffler Group USA
Inc. has announced
the release of the
2015-16 edition of the
LuK RepSet clutch
catalog. The LuK automotive aftermarket program represents more than
98% application coverage for the U.S.
and Canadian passenger car and light
truck vehicle population. The 2015-16
updated edition of the LuK catalog is
clearly organized and intelligently
structured to assist distributors and
technicians to quickly and easily find
the information and parts they need
for a complete repair. The 2015-16
edition is the first issue with all
content provided in English, French
and Spanish.
tinyurl.com/cars-product-817

Federal-Mogul Motorparts
has expanded its line of
Moog Steering and
Suspension parts with 70
new parts across domestic and foreign
applications. The latest Problem Solver
parts include: Front lower ball joint for
Chevrolet Equinox, GMC Terrain,
Chrysler 200, and Sebring, Dodge
Avenger and Journey; inner tie rod end
for Buick Verano, Chevrolet Cruze, Volt,
Silverado, GMC Sierra 2500HD &
3500HD, Dodge Ram 1500, Chrysler
300, 300C, Dodge Charger (2011-2014);
and rear stabilizer bar link for BMW
X3 and X4.
www.moogproblemsolver.com

Electronics guide
Dorman Products has
introduced its latest
Complex Electronics
Guide, to help customers
keep pace with today’s
changing vehicle technology. The guide
helps illustrate highlights of this innovative category. Available electronically, it offers high-tech solutions for
direct-replacement parts in several
categories: safety, convenience, powertrain, body control, and hybrid systems.
www.DormanProducts.com

Software update
Mitchell 1 has introduced a number of
enhancements to its ProDemand automotive repair, diagnostic, and maintenance information software. One of the
key updates is an expanded Quick Links
bar that includes data for common
specs, fluids, tire fitment, reset procedures, service manual, wiring diagrams,
code diagnostics, component locations,
and technical service bulletins. Among
other new features, the program now
includes ‘how-to’ videos added on the
home screen.
www.mitchell1.com
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I shrugged. “I could take a quick look in the morning,” I
said grudgingly. Quick was the operative word. I only had one
day to get my trophy fish
The next morning, I found the Toyota van parked in a shed
made of lodge pole pine. Behind the shed was a large meadow
spreading down towards the lake. The blue water sparkled
in the morning sun, and off in the distance a loon called as
a large trout broke the surface to snag an insect. I sighed and
turned back to the van. First things first.
I checked if all the fan speeds were working. They were.
Then, grabbing a screwdriver from Louie’s battered tool box,
I removed the glove box door and shone my flashlight up
inside the dash. “Oh oh, you’ve got varmint problems, Louie.
Probably some field mice from the meadow out back.”
Louie grabbed his shotgun out of the van and aimed it at
the dash. “Alors! Stand back and I’ll shoot them!”
I threw up my hands. “Whoa there, buddy, don’t get carried
away!” Reaching up under the dash, I pulled out a handful of
shredded paper. “But I think I’ve found your missing receipts.
Looks like they made a nest in here.” Louie banged on the
dashboard with the butt of his gun, but nothing moved inside.
“I think nobody is home,” he declared, scratching his beard.
“Maybe they made another nest inside the heater box,” I
suggested. “That could be what’s blocking your air flow.” It
was a simple thing to remove the blower motor. I expected
to find more paper, but I found something else instead – a
dead mouse jammed up against the air conditioning evaporator. The evaporator fins were also plugged with road dust
and bits of plastic bag that the mouse had dragged in before
his demise. A few hours later we had the system cleaned out.
Louie was happy; he had his wind back.
“Do you think maybe this one had friends?” Louie pointed
to the rear AC unit mounted to the roof behind the front
seats. I hadn’t noticed it before. “I only ask because my clients
complain that there is no wind coming from there as well.”
He was Tooner’s friend, so what could I say? But by the
time I’d cleaned out the second mouse nest from the roof air
unit, it was late in the afternoon and the fish were no longer
biting.
“Well, look at it this way,” said Tooner on the following
Monday. “You got to enjoy nature for a few days. Plus, you
got to meet Louie. Quite a guy, eh?” He handed me back the
Polaroid photo Louie had taken on Sunday morning before
I left the lodge. It showed me in full camo, holding up two
dead field mice by their tails. “At least you didn’t get skunked
completely.”
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Rick Cogbill is a freelance writer and a former
shop owner in Summerland, B.C. You can read
more of Slim Shambles’ misadventures in
Rick’s book, “A Fine Day for a Drive,” available
at www.thecarside.com.
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The Nesting Mess
Louie gets his wind back… but can Slim get his trophy fish?
By Rick Cogbill
Sometimes you just have to try something new. For me, it
was fishing. Real fishing.
As a kid, I’d caught minnows in the creek near our house.
But for the real thing, Tooner suggested I contact his buddy
Louie Le Lac, who runs a fishing lodge up in the interior.
Tooner promised that Louie would make sure I came home
with “a trophy fish.”
I survived the three-hour flight in the small plane through
the mountainous terrain, but the pilot wasn’t impressed.
“Your first time flying?” he asked, holding his nose.
Louie met me at the grassy landing strip. It was easy to
pick him out – he was the only one around. “I’ll take that,”
he said, grabbing my duffle bag. “The other bags you throw
in the trash can next to the hanger, eh?”
As we walked toward his vehicle, I did a double-take. “You
don’t see many of these in Canada,” I said.
Louie opened the sliding side door of the 1999 Toyota
Hi-Ace minivan. “Oui, I bought it from a friend who imported
it from Japan.” We climbed in and he started up the 3.0L diesel.
“It takes a little getting used to driving on the right-hand side,
t’sais?” He threw it into gear. “But she rides like a dream on
the logging roads!”
It was hot and the temperature inside the van rose
steadily as we sped through the woods toward his lodge.
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Apparently Louie’s cologne of choice was Eau de Muskrat.
“Would you mind turning up the AC?” I asked. “It’s a little
stuffy in here.”
Louie shrugged. “She’s already on maximum. Je ne sais pas
pourquoi, but she doesn’t put out much wind from the vents.”
Suddenly his cell phone rang. Louie held it to his ear and
drove with one hand. “Oui, Peggy, oui, I know. But I’ve already
told you, you must have the receipts already. Qu’est ce que
c’est? Because I don’t have them, that’s why!” He flipped the
phone closed and tossed it into the centre console. “It’s my
bookkeeper,” he explained. “She’s bugging me for paperwork
that I don’t have.”
“Did you misplace it?” I asked.
Louie threw both hands in the air – a scary thing, given
the roads we were on. “Impossible! Every receipt I get I put
in the side pocket of my door. Then once a week I empty the
door pocket and give everything to Peggy. She’s lost it, I’m
sure of that.”
After checking into my cabin, I took a hot shower and then
met Louie at the main lodge for dinner. Over the meal, he
discovered I was a mechanic. “Très bien! Maybe you can fix
my wind problem, non?”
...continued on page 45

Loren Gross
LG Automotive
Owner & Technician
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I’VE BEEN AROUND THE BLOCK.
I CHOOSE AUTOLITE.
“I’ve installed thousands of iridium spark plugs. I use Autolite’s Iridium
enhanced plugs because their durability and ignitability give me the
performance I demand for less than the pricier OE brands. Techs like
me don’t care about a name. We only care about performance, and
Autolite delivers.”

Fully warrantied premium plugs at an
exceptional value. Autolite.com.

Check out our full line of premium
plugs at Autolite.com
REAL PERFORMANCE. REAL VALUE.
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