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It’s what’s inside our industry-
leading diagnostic tools that gives 
you the assurance that you’re 
doing the job right the first time, 
every time. By upgrading to 16.2, 
you’re not only maximizing your 
diagnostic tool investment, you’re 
guaranteeing that it’s always 
providing the same comprehensive 
performance as it did on Day 1. 
So you know you can handle any 
challenge that pulls into your bay. 

WE’RE CONFIDENT YOUR SNAP-ON FRANCHISEE OR OTHER SALES REPRESENTATIVE  
CAN TELL YOU MORE ABOUT WHAT MAKES SOFTWARE UPGRADE 16.2  
ESSENTIAL FOR GETTING THE MOST FROM YOUR DIAGNOSTIC TOOL. 
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A REPAIR IS ONLY AS GOOD
AS THE SUM OF ITS PARTS.
LET US BE YOUR PARTNER IN QUALITY.
When it comes to repairing BMW and MINI vehicles, only Original Parts are engineered and tested to 
ensure the high-quality fit and performance your clients expect. By choosing to repair with Original Parts, 
you’ll add value to your business and build lasting relationships with your customers.

Order Original Parts from a BMW or MINI Retailer and benefit from:
• Precision engineered and tested parts that fit right, the first time.
• An extensive selection of local inventory + Cross-Canada availability within 24 hours.
• Parts backed by a limited 2-year warranty.
• Technical support from factory-trained Parts staff.

Let us help you deliver the high-quality service your BMW and MINI customers demand.Visit bmw4ir.ca for 
a list of Retailers and to learn how partnering with the BMW Group can strengthen your client relationships 
and your bottom line.

BMW & MINI
Business with Independent Repairers.

©2016 BMW Canada Inc. “BMW”, the BMW logo, BMW model designations and all other BMW related marks, images and symbols are the exclusive property and/or trademarks of BMW AG, used under licence. 
©2016 MINI Canada. “MINI”, the MINI logo, MINI model designations and all other MINI related marks, images and symbols are the exclusive property and/or trademarks of BMW AG, used under licence. 
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Once again, we’re looking for the 
Canadian Technician of the Year.

And, once again, I’m sure we’re going 
to regret that we have only one award 
to give out.

Out of the scores of nominations we 
receive, we routinely wind up with a 
dozen or so really great finalists, the 
kind of technicians that anyone would 
be proud to have on their team.

Winnowing down the nominations 
to a single winner has always been 
tough… but we’ve developed a “scoring” 
system that works pretty well. It consists 
of the nine basic qualities that any 
ambassador for our industry really 
needs to possess. And then there’s a 
tenth consideration that has proven very 
useful as a tie-breaker.

So what makes for a Canadian 
Technician of the Year? In our view, it 
boils down to the following:

Repair skills. This is a no-brainer. A 
technician needs to be able to fix cars. Our 
best nominees are usually among the most 
productive and efficient in the shop.

Diagnostic skills. The best techni-
cians think like computers, with super-
sleuthing skills and a natural ability to 
locate electronic glitches.

Customer service skills. We like to 
hear about technicians who are quick 
to interact with customers, and who 
help create a relaxed retail environment 
where people feel comfortable asking 
questions and dropping their cars off.

A leader in the shop. We know that 
respect among technicians is earned 
through skill, cooperation, and gener-
osity. We look for early adapters who 
lead by example, are slow to criticize, 
and quick to encourage.

A leader in the industry. We’ve found 
that exemplary technicians are quick to 
share their experience and knowledge 

for the benefit of all, whether it is 
through a provincial working group or 
a local association.

A leader in their community. Life is 
about more than just work. We’ve been 
inspired by technicians who’ve stepped 
up to help worthy causes and ambitious 
projects in their home towns.

A commitment to ongoing training. 
In this field when you stop moving 
forward, you start going backward. The 
need to continue learning is unre-
lenting. A lot of our nominees are the 
first ones to sign up for a new class or 
education program.

A positive attitude. We want to 
recognize those who have learned to 
embrace challenge, seize the day, and 
start every job with a smile. They’re the 
approachable ones who set a great 
example for the next generation of techs.

Improves the image of our industry. 
As we continue to turn the corner on 
winning public approval, technicians 
can be among our greatest assets.

As for that bonus question, we always 
keep our eye open for distinguishing 
characteristics and unusual circum-
stances that make someone’s career 
accomplishments all the more impres-
sive, whether it’s overcoming some sort 
of adversity, or shouldering exceptional 
responsibilities.

Above all, we’re looking for a unique 
individual who is a model of success in 
our rapidly changing industry. Do you 
know The Canadian Technician of the 
Year? We can’t wait to hear all about them.

Nominations are now open. Go to 
www.autoserviceworld.com/awards and 
send us your pick!

If you have any thought on what you 
read in CARS, you can reach me at  
allan@newcom.ca

SERVICE NOTES

An ambassador  
for our trade
Do you know the Canadian Technician of the Year? 
Nominations are open… tell us all about them!
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YOU ARE ELITE.

You demand parts that live up to the 
highest standards. Yours.
Customers are keeping their cars longer. Parts like timing belts are working harder than ever, and it’s 
better to inspect and recommend replacement before a worn belt system becomes a costly repair.
Elite® o� ers the solutions you need to help keep your customers on the road and out of the shop. From 
Timing Belt Kits with OE-quality parts to the revolutionary Poly-V® Belt with Quiet Channel Technology™, 
Elite is a true standout in aftermarket performance. Just like you.

• Poly-V® Belts • Tensioners • Belt Kits • Hose • Accessories
Contact us at 1-888-275-4397   www.contitech.ca

    You wear your name patch like a badge of honour.

    You are equally fluent in Domestic and Foreign Nameplate.

                        You do the job right the first time, or you don’t do it.
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Low-performing students 
are not likely to do well in 
auto repair
Finding good workers is not an easy 
problem to solve (“7 Ways to Fill the 
Gaps in Your Team,” March 2016). Every 
year I’m approached by someone from 
our local high school. They have one 
or two students who are not doing so 
well in high school, and they want to 
know if I would consider hiring them 
as part of an extra-curricular trades 
learning program. My response has 
always been “No!” Students who do not 
do well in school, are unlikely to do well 
in my shop. I find it frustrating that the 
education system still holds such a 
derogatory view of the trades that they 
try to shuffle the lowest performing 
students into it.
David Leduchowski, 
owner
Integrity Automotive
Teulon, Man.
Member, CARS Advisory Panel

We need to charge properly 
for the work we do
If we don’t fix the root cause of the 
technician shortage, our industry will 
continue to struggle with finding 
skilled workers. In my opinion, it all 
comes down to how we charge for 
repairs and diagnostics. Most people 
in our industry do not charge enough 
labour or time to properly repair and 
diagnose vehicles. If you’re not charging 
properly, you can’t make the money 
you need to invest in your business.

We need to start acting more profes-
sionally and stop undercutting other 
garages. In this trade we have to be able 
to weld, plumb, fabricate, troubleshoot, 
and have a thorough understanding of 
HVAC, electrical systems, electronics, 
and mechanics. We should feel no 
shame charging for our expertise and 
rewarding those who are in the trenches 
all day long!
Josh Booy, 
co-owner
Steve’s Automotive
Woodstock, Ont.
Member, CARS Advisory Panel

Industry efforts aimed  
to keep apprentices in  
the program
I read your editorial on the important 
role mentors play in skilled trades 
apprentice completion rates (“Keep 
them Going,” April 2016) and thought it 
was a very informative piece. I wanted 
to point out that the Ontario College of 
Trades, a regulatory body for skilled 
trades and a partner of Canadian 
Apprenticeship Forum, is also working 
on solutions that help apprentices and 
promote skilled trades careers as a 
whole.

Among other initiatives, we have a 
new pilot project job bank website at 
www.hirewithconfidence.ca. The ‘Hire 
With Confidence’ site is kind of like a 
Workopolis for skilled trades profes-
sionals – including apprentices, 
employers and journeypersons.
Ann-Marie Colacino
Senior Communications Officer
Ontario College of Trades
Toronto, Ont.

skilled trades are a great 
career foundation
Speaking from personal experience, a 
foundation in skilled trades can defi-
nitely open doors to new opportunities. 
As someone who runs a large fleet, I 
can confidently say that skilled trades 

progression can take someone well 
beyond the shop floor. With determi-
nation and some additional education 
and experience, technicians can work 
their way up to even the most senior 
levels of management.
Lloyd Brierley,
General manager of fleet
City of Toronto, Ont.

alberta proposed law on 
auto repair not so scary
I read about Alberta’s “controversial” 
Bill 203 (“Big changes proposed to auto 
repair in Alberta,” May 2016). What’s 
the big deal? In Quebec we’ve had 
regulations like that for many years. 
In Quebec, technicians are liable for 
what they do, just like doctors and 
architects. I thought that consumer 
laws were the same across Canada. Is 
it possible that a consumer is better 
protected to have his car repaired in 
Quebec? Sounds like it might make a 
good article for CARS magazine!
Andre Bolduc
Impartex Inc.
Quebec City, QC
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What’s on your mind?
We want to hear from you about 
anything you read in CARS magazine. 
Send your email to allan@newcom.ca

Battery sweater
Tom Reitmeier, of Travelcare in Regina, 
Sask., found a hand-knitted battery blanket 
under the hood of a customer’s car. It 
wasn’t just a cut-down scarf, but something 
that was custom-made for the battery. “The 
car was owned by a new Canadian with 
very little English,” Tom writes. “I suppose 
he was told that it was needed in our cold 
prairie winters!”
Have an interesting picture to share? Send a 
high-resolution image to allan@newcom.ca
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By Allan Janssen

More than 100 technicians from across 
the country took part in the three days 
of Linder Technical Training in Toronto 
last month.

The event, billed as “real world 
training” for diagnostic technicians, 
involved a hands-on programming 
workshop as well as a full day of 
classroom training.

It is the 11th year for the popular 
program run by Toronto shop owners 
John and Leah Cochrane of Cochrane 
Automotive. Sponsored in part by 
NAPA’s Ontario division, Linder 
Technical Training drew students from 
as far afield as P.E.I, Nova Scotia, 
Northern Ontario, Saskatchewan, and 
Alberta.

In-class training at the Hilton Garden 
Inn in Mississauga, Ont., was handled by 
John Thornton (covering “Variable Valve 
Lift”) and Scott Shotton (with a program 
called “Transmission Diagnostics for 

Non-Transmission Technicians”).
Shotton also led two full-day sessions 

on module reprogramming for Ford, 
GM, and Chrysler at Cochrane 
Automotive in the city’s west end.

The next Linder Technical Training 
will be held Sept. 29 through Oct. 1 at 
the same locations. The hands-on 
portion at that event will be led by 
American trainer Ron Bilyeu, focusing 
on Performance Tuning for Regular 
Production Vehicles.

According to John Cochrane, perfor-
mance tuning opens new and exciting 
opportunities for repair shops, giving 
them the ability to offer customers 
more torque and horsepower, as well 
as improved driveability, shifting, and 
throttle response.

“This course is for the advanced tech-
nician and is designed to take their 
driveability and diagnostic skills to the 
next level,” he said.

Other courses are still to be 
announced.
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John Thornton leads a course on Variable Valve Lift. About 85 technicians from across 
the country attended the classroom training April 30. About 60 technicians took part in 
hands-on training on April 29 and May 1.

Linder Technical Training draws 
techs from across country
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napa names new Vp  
for Ontario region
Montreal-based UAP Inc. has appointed 
Chris Kinghorn regional vice president 
for NAPA Auto Parts, Ontario Region. 
Kinghorn, who will report directly to 
executive vice president John Buckley, 
will lead sales and operations for the 
Ontario region, including both 
corporate and associate store divisions. 
He joined UAP Inc., in 2004.

Controversial alberta 
bill sent to committee for 
further study
Proposed legislation to establish new 
rules for the auto repair industry in 
Alberta has been referred to a provin-
cial committee for further study.

The provincial legislature decided 
that Bill 203 – a private member’s bill 
described by opponents as a Seinfeldian 
“bill about nothing” – should be heard 
by the Standing Committee on Families 
and Communities.

The move gives the repair industry 
in that province a chance to explain its 
position on provisions of the proposed 
legislation that they consider to be 
unrealistic and unfair.

According to Art Wilderman, executive 
director of the Calgary-based Canadian 
Independent Automotive Association 
(CIAA), Bill 203 duplicates consumer 
protection measures that are already in 
place, and puts unrealistic constraints 
on the automotive repair industry.

“We have significant concerns about 
warranty requirements,” he told CARS 
magazine. “We don’t believe govern-
ment should be involved in warranty 
considerations at all. That’s part of the 
value proposition when you buy a 
product. Demanding that there be a 
warranty – 5000 km or 90 days – comes 
with a cost for one thing, and if you 
have a good product you can offer a 
better warranty and if you have a 
recycled or used part, you don’t often 
give a warranty at all. It comes down 
to a lack of understanding about how 
our industry operates.”

He said the most irritating provision of 
the bill was that shops would not be able 
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to charge for estimates or the diagnostic 
time that went into preparing them.

“That’s just not realistic,” he said. 
“That’s out of date by some 20 years!”

WOrLDpaC offers 
technical, management 
training at stX conference 

More than 1500 technicians, service 
advisors, and shop owners gathered in 
Dallas for WORLDPAC’s fourth Supplier 
Training and Expo (STX).

Technical topics included the latest 
diagnostic challenges, specifics on the 
new BMW engine, and new software 
solutions. Management topics included 
exit strategies, selling diagnostics, and 
how to become a visionary leader.

The event combined indus-
try-leading training, a comprehensive 
trade show, multiple networking 
opportunities, and plenty of 
entertainment.

Holding the event in the Dallas area, 
gave an opportunity for dignitaries and 
attendees to tour WORLDPAC’S 
recently opened 500,000-square-foot 
distribution center in nearby Flower 
Mound, Texas.

Carstar founder honored 
by aIa at aCe conference
Larry Jefferies has been awarded the 
Automotive Industries Association of 
Canada’s Distinguished Service Award. 
He received the award at this year’s 
Aftermarket Conference for Executives 
(ACE) in Monteal.

Jefferies is the co-founder of 
CARSTAR Canada. He is well-known 

in the aftermarket and collision indus-
tries for his leadership skills, vision and 
strategic foresight. He has served on 
the AIA’s Paint and Bodyshop 
Equipment Council, Retailers Council, 
and the Collision Council. In 2004-2005, 
he was elected chairman of the AIA’s 
board of directors.

Keith Gordon was named the AIA’s 
Young Executive of the Year.

snap-on posts diagnostic 
tips to website, Youtube
Snap-on has recently added four new 
Diagnostic Quick Tips training videos 
to its website and YouTube channel. The 
videos, based on real case studies, show 
how to apply diagnostics to specific 
vehicles and applications through two 
minute demonstrations of diagnostic 
tools solving common problems.
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News
By the NumBers 
Stats that put the North American automotive aftermarket into perspective.

The fastest quarter mile by an electric car, achieved by 
Mate Rimac driving a modified BMW M3 E30 in April 
2012. At the 1/4 mile marker, the car was travelling 
122.23 km-h (75.949 mph).
Guinness Book of World Records

Number of weeks the average 
Canadian had to work in order 
to buy a new car in 2012 (before 

tax income). In 1997, Canadians had to work 24 
weeks to buy a new car.
DesRosiers Automotive Consultants with Statistics Canada data

Percentage of 
Ontario parents who 

say they’ve spoken with their child 
about pursuing a career in the skilled 
trades.
Ipsos Reid poll for the Ontario College of Trades

The percentage by which new 
vehicle technologies are expected to 
reduce collisions, road fatalities, and 
crash-related injuries in Canada.
Globe & Mail “How autonomous vehicles will 
transform economies”

Percentage of women polled 
who take their vehicles to an 
independent repair shop for 

service; 61% take it back to the dealership 
where the vehicle was purchased; 21% take it 
to another dealership.
2016 U.S. Women’s Car Dealership Report, WomenDrivers.com

Expected global revenue from 
automotive display systems by 2021 
– nearly double what it is now. The 
technology is driven by consumer 
demand for in-car connectivity, 
infotainment, and safety features.
IHS Automotive

In Canada, the average dealership 
profit margin for used vehicles… 
compared to 3.3% for new vehicles.
J.D. Power & Associates

Effectiveness of  
hands-on learning 
among automotive 
repair technicians. 

That number drops to 70% among 
automotive shop owners, who report higher 
effectiveness of visual demonstration.
AutoVitals Inc. 

11.85 seconds

18.5

38%

18%

$18.6 billion

90%

80%

$90,000
The minimum  
annual net income missed by the 
average five-bay shop in Canada.
Bob Greenwood, Automotive Aftermarket 
E-Learning Centre

The distance a wheel that  
   is 1 inch out of alignment  
      is dragged sideways over  
         the course of a mile.
                 Hunter Engineering Company

100 feet

10.1%
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A good number of shop owners that 
I’ve had the privilege to work with have 
grown their businesses to the point 
where they no longer need to be tech-
nicians or service advisors.

They’ve become full-time managers.
Unfortunately, the transition can be 

a bumpy one, leaving them uncertain 
about what they need to be doing, and 
how they should fill their days.

My goal is to provide some clarity 
about the role of a manager.

As a business grows and hires more 
employees, there’s a greater need for a 
strong manager with the ability to 
effectively delegate responsibilities to 
others. You’ll need a good under-
standing of what these responsibilities 
are if you’re going to delegate them to 
the right person at the right time.

Whether you’re the owner or an 
employee managing the business, you 
have responsibilities… and you need 
to take them very seriously.

Your main job, of course, is to 
operate the business in such a way 
that the company makes a profit for 
the shareholders, and that its growth 

outpaces inflation. To do this, you 
must understand how to measure the 
business and how to generate relevant 
financial reports such as monthly and 
yearly income statements, balance 
sheets, and cash flow statements. You 
don’t need to be an accountant, but 
you’ll need a good grasp of book-
keeping principles and a basic under-
standing of common financial 
measurements. Much could be said 
about managing company assets, 
controlling expenses, developing the 
client database, and implementing a 
marketing strategy. It’s all part of the 
manager’s job.

In addition, you’ll need to under-
stand industry benchmarks. The most 
common ones in our industry are gross 
profit, net profit, labor-to-parts ratio, 
sold hours per work order, sold hours 
per technician per day, productivity, 
and efficiency.

A truly effective manager under-
stands these key performance indica-
tors, and can analyze how effective the 
business has been in reaching its 
targets. Managers must examine all 

now.
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Managing

The manager has a long 
list of duties aimed at 
making sure the business is 
running smoothly.

By Murray Voth
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systems and protocols, looking for 
improvements or changes that will lead 
to better results. Part of this involves 
ensuring that the team is well-trained 
on company procedures, knows how 
they work and why they’re in place.

As a manager, you have to keep 
employees focused. Management 
experts used to talk about making sure 
employees are “working hard” and 
“creating the necessary results.” These 
days we talk more about finding the 
kind of employees who understand how 
their role contributes to the bigger 
picture, and who are naturally engaged. 
This is not as simple as it sounds. It 
takes a sound strategy for this to 
happen.

Building a great team starts with 
creating positions that 
help the company 
function smoothly. 
Write a list of duties and 
responsibilities for each 
position, as well as the 
necessary skills and 
competencies. Most 
importantly, identify the expected 
outcomes for that position.

If you need to fill the position, explain 
it all in a carefully worded ad and start 
looking in the most strategic places for 
the right candidates. You want to 
attract the attention of the people who 
are best suited to the position.

When you’ve got some applicants, 
you will need to go through a struc-
tured interview process. Learning how 
to perform effective interviews takes 
training, practice, and experience. 
Remember, you’re looking for someone 
who truly fits the position. Too many 
times owners of small businesses hire 
people based on how they feel about 
the applicant, rather than whether the 
applicant is truly the right person for 
the job. You have to hire for capabilities 
and results. Look for people who can 
do the job even better than you can.

When you have completed the 
interview process and identified a 
qualified candidate, the hiring process 
begins with a formal offer of employ-
ment, complete with wage and benefit 

details, and in some cases, an employ-
ment contract.

Once you have the right people in 
place, you have to turn your attention 
to retaining them. In our industry, espe-
cially given the difficulty of finding good 
technicians, this is incredibly 
important… and it starts immediately.

Most employees want to be loyal, 
they want to be engaged, and they want 
job satisfaction. Unfortunately, some 
business owners are not good commu-
nicators, they don’t make expectations 
clear, and they take it for granted that 
employees will figure things out on 
their own. It almost seems as if they’re 
looking for employees with the ability 
to read minds. This isn’t fair.

A good manager takes responsibility 
for their employees’ work outcomes. 
They minimize disappointing perfor-
mances by offering a detailed orienta-
tion that is documented in writing.

It continues with an employee 
handbook that includes all the infor-
mation they’ll need to know to have a 
smooth transition: human resource 
programs, health and safety practices, 
and vacation policies. Expectations are 
set out clearly in a job description, and 
key performance indicators are 
measured carefully from the start.

It’s important to give feedback on a 
regular basis – both formally in a semi-an-
nual review, and on an ongoing basis, 
whenever a situation arises that deserves 
comment, correction, or praise.

Communication is an important 
facet of employee development and 
retention. Well-run staff meetings are 
a good place to start. Staff meetings 
should be short, no longer than 40 
minutes. They should have an agenda 
of items provided by all employees – 
management and staff. Encourage your 

team members to bring their sugges-
tions to the table, as well as their 
concerns and complaints. But it’s 
important to lay out some ground rules. 
A team member should only raise a 
concern or complaint if they can offer 
two potential solutions. That keeps the 
meetings productive and keeps them 
from becoming whining sessions.

As for continued learning, it’s up to the 
manager to know what kind of training 
is needed for everyone on staff. This 
means knowing where the “soft spots” in 
their skills are. A really good assessment 
tool is the CARSability program, offered 
through the CARS Council in Canada. 
Determine what training is needed, and 
then focus on sourcing and arranging it. 
There are plenty of online programs to 
get started on.

Many shop owners complain that 
their staff won’t take training even when 
it’s provided for them. Firstly, taking 
training should be an expectation that 
is spelled out in the job description. 
Secondly, the employer should pay for 
all mandatory training. And if it must 
be done outside of regular hours, the 
tech should be paid for their time or be 
given some sort of bonus. Remember, 
your goal is to facilitate the development 
of professional competences in all of 
your team members.

Competence keeps employees 
engaged and focused. It contributes to 
great results for the entire company, 
and personal job satisfaction for the 
employee.

You can see that the manager’s role 
is a vital one.

Remember, when you control the 
areas of your business that you have 
control over, you will be better able to 
deal with the unexpected. 
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Murray Voth is a 
consultant and trainer 
with Total Automotive 
Consulting & Training 
Inc. in Edmonton, Alta., 
which runs the ProShop 
program across Canada. 

He can be reached at  
murrayvoth@proshopmanager.ca.

A good manager takes 
responsibility for 
their employees’ work 
outcomes.
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No matter how good you are at main-
taining your customer base, you’ll 
always be subject to car-count issues 
that are out of your control.

People move away, sell their cars, 
lose their jobs, or depart this earth for 
the great repair shop in the sky. 
(Hopefully your last estimate was not 
the cause of their expiration!)

According to Erin Wong, director of 
Canadian operations for marketing 
services company MechanicNet Group, 
even the best shops manage to retain 
only half of their customer base over a 
three-year period.

So what should automotive repair 
shops do to find new customers and 
ensure that their service bays remain 
busy? We picked the brains of several 
industry experts to offer you the 
following nuggets of wisdom.

1 Crm software
Sometimes the best way to find new 
business is to simply mine your greatest 
resource – your own client database. 
That’s what customer relationship (or 
retention) management software is 
designed to do. It can be a powerful 
tool to ensure your clients keep 
bringing their cars back. It works by 
making it easier for you to market to 
them – keeping them abreast of your 
latest news and service offerings 

through a variety of media like e-mails, 
postcards, letters, and texts.

Karole Lauzier, vice president of 
marketing for the Laval, Quebec-based 
shop management software developer 
VL Communications, says users of the 
company’s recently launched CRM 
module have reported “increased 
business in normally quiet periods.”

And while CRM packages are 
generally used to maintain an existing 
client base, they can also offer methods 
for attracting new business, says Jeff 
Moody, general manager of Protractor 
Software Inc. He believes there’s great 
value, for example, in sending out 
promotional postcards in a target 
geographical area – something that 
good CRM packages can facilitate.

CRM can be a stand-alone product or 
built right into the shop management 
software you use, with features like online 
appointment booking and quoting.

“It’s things like that – making the 
process for a new customer that much 
easier to get into your shop – that 
makes a big difference,” says Moody.

2 Great websites
In the digital age, it’s paramount that 
potential customers can locate you on 
the web. So having a website that’s easy 
to find, informative, functional, and 
easily viewed on any device is critical. 

In other words, your digital presence 
must be responsive. And these days 
you’re going to need a mobile version 
of your site.

Wong points out that Google’s most 
recent studies suggest that when 
consumers are searching for informa-
tion, over half the time they’re on a 
mobile device.

“If you don’t have a mobile version 
of your website or a responsive website, 
people aren’t go to take the time to look 
at a traditionally sized website on a 
small screen,” she cautions.

Wong also suggests adding transac-
tional capabilities that allow your 
customers to buy parts or prepay for 
services. She says good websites should 
be on-brand, personalized for your 
shop (tell your story and humanize 
your business by putting photos and 
bios of your staff), list your promotions 
(keep them up to date), offer fresh 

ways to find 
new customers4 Keeping your car count up is mix of 

professionalism, technological know-how, 
marketing, and word of mouth.

By Rob Blackstien
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content, and prominently display 
customer reviews.

3 Word of mouth
Nothing can help boost your business 
like word of mouth. It can also sink you. 
What your customers say about your 
shop carries tremendous weight with 
other consumers – especially in the 
Internet age. A well-connected person 
can become a tremendous asset or your 
worst nightmare. 

“It used to be one bad experience 
and a customer would tell 10 people,” 
Moody says. “Now, one bad experience 
and a customer can tell a million 
people.”

Another aspect of word of mouth is 
customer reviews – a must for any 
shop. Most software providers build 
this functionality into their packages 
and it’s vital for you to encourage your 
customers to provide feedback.

“You want to give as many opportu-
nities as you can for people that had a 
good experience to give you a review,” 
Moody says.

4 social media
Promoting your business through 
social media can be a daunting task 
given that new sites seem to pop up 
daily. Twitter and Instagram are nice 
options, but all the experts still agree 
that the one place you have to be is on 
Facebook.

“We’re finding that more and more 
people are looking for and finding auto-
motive services through Facebook,” 
says Wong.

Your Facebook site should contain 
everything you need to know about your 
business: hours, reviews, address and 
phone number, link to website, appoint-
ment scheduling, photos and videos. 

And then there’s the content. Things 

like car care tips, how-it-works videos, 
photographs, and blogs are attention 
getters, providing another point of 
contact for new customers who find it 
through their friends’ “likes.”

Moody believes it’s also important 
for your shop to have a Google Business 
page, which is growing quickly as a 
digital directory of goods and services 
linked to the world’s most powerful 
search engine. It’s not hard to set up a 
free account. You’ll find information at 
www.google.ca/business.

“You can find or should be able to 
find all of the information you can 
about a shop from Google,” he says. 
“This provides instant information to 
the customer about the shop as it’s easy 
to find at least some reviews.”

Moody says there’s still a place for 
traditional marketing channels such as 
radio, newspaper, television and spon-
sorships. “It’s all about getting in front of 
the customer through a variety of media 
so all these areas have a place; it just 
depends on budget and the target market 
that the shop is going for,” he says.

There are many creative ways of 
getting new customers. But, as Moody 
points out, “having a rotating door of 
new customers is not a very sustainable 
business model. It leads to unsatisfied 
customers, overworked employees and 
a less profitable shop.”

So while you want to continually 
build your business at a sustainable 
pace, it’s even more important to keep 
your existing customers as satisfied as 
possible. And for that, service is key.

“Customers won’t return to a shop if 
they feel they didn’t get the proper 
attention or service,” says Lauzier.

In other words, you won’t have to 
devote as much of your time to finding 
new customers if you can maintain 
your existing base simply by treating 
people right. 
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What does it take to be a top shop?
Anyone looking for advice on how to 

build a successful business could do a lot 
worse than to ask industry leaders who 
have developed progressive strategies for 
attracting and retaining customers.

With that in mind, we thought it 
might be useful to summarize what 
we’ve learned from the 10 most recent 
Garage of the Year winners.

Some themes definitely emerged. 

Every single one of them, for example, 
recommended a high level of customer 
service, and of course they all talked 
about personal integrity.

But beyond the most obvious advice, 
we also found some unique nuggets of 
wisdom that could be applied to almost 
any shop.

Want to take your shop to the next 
level? Here’s a decade worth of innova-
tive ideas.

YOUR ENGINE  
CAN ENDURE MORE

Total CanadaFollow us on

TOTAL Canada produces and  
commercialize high performance 
lubricants for the entire automotive 
sector. TOTAL offers innovative  
products that meet the requirements 
of the largest car manufacturers. 

For more information, consult our 
website at www.total-canada.ca. 

Keep your engine 
younger for longer

Learning from

 ThE BEsT
Some recent “Garage of the Year” winners model the kind of best 
practices and positive attitudes that get results.   Compiled by Allan Janssen
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2014  
Columbia Auto service

Use the latest  
communication technology

Jim Voigt of Waterloo, Ont. has built a 
reputation for using modern shop 
management software to create a true 
connection with customers.

Things like pre-booking the next 
appointment, communicating directly 
with clients in a variety of convenient 
media, and carefully explaining the 
details of work done help build rela-
tionships and engender trust.

He believes in “honesty, quality, 
service on time, service done right the 
first time, and no broken promises,” as 
core principles But he says communi-
cation is the key.

“We excel at clear communication. 
We get emails from customers all the 
time saying how happy they are with 
how they’ve been treated. Yes, we’re 
fixing cars – but really, we’re in the 
people business.”

2013
Meineke Car Care Centre

Create an inviting space
Cam Campli and his team in Vaughan, 
Ont. want clients to be at home in their 
modern waiting room, with its espresso 
machine, comfortable chairs, cozy 
fireplace, free wifi, large-screen televi-
sion, and children’s play area.

The team spent a lot of time devel-
oping a truly appealing facility, and 
figuring out how to make customers 
feel comfortable.

Their efforts are definitely part of a 
trend to reverse the negative impres-
sion people used to have of the auto-
motive repair and service industry.

2012
Colalillo Automotive services

Emphasize quality work
Jim Colalillo in Mississuaga, Ont. 
describes his driving philosophy with 
two words: Zero Comebacks.

He puts a high premium on techni-
cian training and regularly invests in 
the newest equipment and scan tools. 
He’s also not afraid to inspect the work 

of even his most senior technician to 
make sure things are done right, or take 
out a customer’s vehicle for a road test.

This might seem like a recipe for 
employee and management friction, but 
it works and his staff is appreciative of 
the close attention he gives to their work 
and ensuring they get the tools and 
training they need. He also pays his techs 
a salary, rather than a flat rate.

“There is no pressure for speed 
here,” he says. “What I want is the work 
to be done right. I don’t want a job 
coming back.”

2011
Redline Automotive

Love what you do
For Eric Latino of Scarborough, Ont., 
the best thing about his job is that he 
gets to work with cars. He loves every-
thing about them – particularly the 
latest technology that drives them.

His wife Sue Latino says a career in 
automotive repair and service suits him 
perfectly, reflecting his true passion. He 
started the shop with the same kind of 
enthusiasm that some people reserve for 
a personal hobby. He got into the industry 
“for the love of working on cars.”

2010
 The Garage

Embrace diagnostics
This Vancouver institution is a true 
family operation, with four generations 
of the Tremblay family running auto-
motive businesses, dating back to 1934. 
Ronald Tremblay, a giant in the industry, 
says along the way, his family never lost 
sight of the latest technology.

“Thirty years ago, the amount of time 
needed for diagnosis was about 10% of 
the day. Today diagnosing can consume 
as much as half of a technician’s day,” 
he said. It has necessitated an invest-
ment in specialized tools and a wide 
array of high-end equipment.

His was also one of the first shops to 
recognize the value of a high ratio of 
service advisors to technicians, helping 
direct shop operations and drive the 
Concern-Cause-Correction process, 
which throws a spotlight on every job.

We take
care of it.

Ask your local
Mister 

Transmission
Store

about how Expert 
Connect can help 
take care of your
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2009
Bento’s Auto & Tire

Be part of the community
Bento de Sao Jose, who pioneered 
24-hour auto repairs and service in 
Toronto, is a fixture in his west-end 
community, always offering to help with 
local charities, fundraisers, sporting 
events, and business initiatives.

Most notably, he has been recog-
nized for his efforts to influence immi-
gration policy reform. He has a passion 
for helping immigrants settle in the 
community, and addressing refugee 
issues. Recently, he worked with the 
provincial ombudsman to develop 
better programs for new immigrants. 
He believes immigrants have a lot to 
offer Canadian society, and he wants 
to help them settle so they can 
purchase homes and start businesses 
that benefit everyone.

He’s even sponsored technicians 
and apprentices from Iran, Iraq, 

China and Kuwait
“I really believe in helping newcomers 

learn a trade to get the skills needed to 
succeed.”

2008
Auto Centre Dufferin
Plan things out carefully

Before he broke ground on his new 
facility in Shelburne, Ont., Steve Bowles 
had detailed plans to build a modern 
facility that would accommodate future 
growth and facilitate workflow and 
communication.

He spent four years carefully thinking 
about and planning it, as he waited for 
the permits and paperwork to go 
through so he could begin work on the 
building. He also kept a log-book, 
listing things that he needed for his 
new facility and what things had to be 
avoided. It amounted to some 40 pages 
which Bowles used when sitting down 
with contractors and designers.

The result was a stunning, well-lit, 
and efficient facility that gives techni-
cians the kind of room they need to do 
their best work.

2007
oK Tire & Auto service

Continual training
Tim Togeretz, in Kitchener, Ont., believes 
in training – both for his front-office 
staff and for his technicians.

It’s absolutely critical to get the best 
training available, he says.

And it starts with him. He has spent 
a great deal of his time attending 
management courses learning skills 
that would transform the way he does 
business – from creating in-depth 
financial statements to fine-tuning 
day-to-day operations, to exceling at 
marketing, human resources, pricing, 
and cash flow management.

He also is quick to stress the impor-
tance of regular technician training. He 

You’re handing down passion. That same passion drives 
us more than 100 years after creating the original shock 
absorber. It ensures the same legendary Gabriel durability 
and performance will be built into the next generation.

gabriel.com

YOU’RE HANDING 
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THAN A SET OF 
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schedules regular training programs for 
them, making training part of their 
normal work day, or helps them get the 
necessary training, covering all incidental 
expenses incurred.

2006
L.A.D.’s Auto Repair

Embrace the maintenance model
Larry Dansereau and his sons David 
and Richard have always had a good 
clientele base in the southeast part of 
Calgary, but things got smoother when 
they adopted a “maintenance” strategy.

“When we started, we were your 
traditional breakdown shop,” said 
David Dansereau of Calgary. “We soon 
began to realize that these kinds of 
‘breakdown’ customers were in fact not 
good for our business.”

He says the problem with being a 
breakdown shop is that it does not 
produce loyal customers and long-term 
revenue growth. You see a person only 

when there is a problem with the 
vehicle and once the problem is fixed, 
that effectively marks the end of the 
business relationship; and the end of 
any further revenue.

They began inviting their customers 
to buy into a regular maintenance 
program, built on frequent and detailed 
inspections designed to find problems 
before they cripple the vehicle.

It has totally transformed the 
business, allowing them to provide 
long-term vehicle care, preserving 
value and easing the strain on 
customers’ pocketbooks.

2005
 MsJ Automotive services

Rely on quality parts
John Sawatsky of Ottawa believes in 
carrying a very small inventory of fast-
turning parts, and developing a good 
working relationship with the right 
automotive warehouse to have parts 

delivered quickly and frequently.
“I believe in a good relationship with 

our suppliers, says Sawatsky. “To shop 
around to save money, well, the theory 
is wrong. It’s their job to find parts, so 
we can get on with what we do best.”

He also prefers to use high-quality 
parts that will last longer, perform 
better, and create customer loyalty 
rather than so-called ‘value’ brands 
that may be cheaper but create more 
work in the long run. 

Tell us about a shop that is using 
best practices to create loyal cus-
tomers and improve the image 
of our industry. We want to learn 
the secrets of their success. Maybe 
they’ll be the next recipient of our 
prestigious award.

Who should be our next 
GARAGE oF ThE YEAR?
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The four cylinder events that take 
place in a four-stroke engine are 
regulated by valves that have to 

open and close at exactly the right times.
But these valves are controlled by a 

camshaft (or camshafts) that create 
enormous limits for engine builders. 
The engine is rarely used under a 
constant RPM, and this is where the 
compromises begin, especially when it 
comes to intake or exhaust valve events.

This isn’t simply about the opening 
and closing of the valve. It’s about a 
combination of interconnected factors, 
like the length of time the valve is held 
open (the duration), how far it opens 
(the lift) and when it opens (the timing) 
in relation to the crankshaft and piston 
location.

The easiest way to modify valve 

events so far has been the use of 
Variable Valve Timing (VVT). This 
enables the camshafts to be timed 
either ahead or behind in relation to 
the crankshaft, to optimize power, 
emissions and fuel economy.

Basically, it provides the engine with 
more than just one camshaft profile 
– eliminating the need for the EGR 
valve on most engines.

Most engines now incorporate some 
form of VVT in the engine’s architec-
ture. But the fact still remains that the 
intake and exhaust valve events are not 
optimized across the entire spectrum 
of engine operation. Manufacturers 
have realized that enhancing valve lift 
and duration can dramatically improve 
torque at lower RPMs, improve fuel 
economy, and reduce emissions.

pumping loss
One benefit of this technology is 
lessening the effects of pumping losses. 
When an engine is under partial load 
or is idling, the throttle restricts airflow 
into the engine. This reduces the 
engine’s volumetric efficiency because 
the actual pressure in the intake 
manifold is below atmospheric 
pressure.

For the cylinder to fill at this reduced 
pressure, the piston must work to pull 
the air into the cylinder. This pumping 
work has a direct relationship between 
crankcase pressure and intake manifold 
pressure. Pumping work consumes 
energy (gasoline) that engineers cate-
gorize as pumping loss. Pumping losses 
can be minimized by removing the 
throttling effect of the throttle plate, 
deactivating cylinders, or opening the 
intake valves less. But this compro-
mises performance under load or 
acceleration

Incorporating a system that provides 
low lift under certain circumstances 
and higher lift when performance is 
needed can be accomplished by a 
Variable Valve Lift system (VVL).

At present there are two distinct VVL 
designs – each with its own advantages 
and disadvantages.

TALkINg TECH

A ‘vary’ useful 
technology

Variable Valve Lift gives automakers a valuable tool for 
improving engine efficiency.

By Jeff Taylor

Illustration courtesy of Audi AG

CARS-June2016.indd   24 2016-05-16   5:43 PM



June  2016   25

Discrete Variable Valve Lift
The Discrete Variable Valve Lift (DVVL) 
or “two-stage” system incorporates two 
different (or discrete) intake valve lift 
profiles. This can be achieved by a 
number of variations and complexity, 
but the end result is pretty impressive. 
A DVVL equipped engine provides 2-3% 
more low-end torque, 3-5% more peak 
power, 3.5-4.5% better fuel economy, 
and produces 30-50% less hydrocarbon 
emissions than a traditional non-DVVL 
equipped engine.

There are current designs that vary 
the lift of individual intake valves (in 
dual intake valve systems) to augment 
air swirl and tumble into the cylinders, 
improving combustion.

Among the designs:
Honda VTEC (Variable Valve Timing and 
Lift Electronic Control) Introduced in 
1989, Honda’s VTEC is probably the 
most common example of DVVL tech-
nology… and it has been around for a 
long time. The VTEC system uses an 
oil-actuated pin to engage a second 
rocker arm that increases the intake 
valve lift.
GM’s IVLC (Intake Valve Lift Control) Used 
on the Gen-III Ecotec engine, beginning 
in late 2012, it uses a dual-stage rocker 
arm assembly and a dual-lobed cam 
that provides low (4.0 mm) and high 
(10.5mm) lift. The rocker is locked 
together using engine oil pressure when 
activated.

Toyota VVTL-i (Variable Valve Timing and 
Lift intelligent system) Used on Celica, 
Matrix, and Corolla, it was complex 
and expensive, employing a dual-lobed 
cam and two rocker arms that could 
be hydraulically actuated. Production 
has stopped.
Fiat Chrysler VVL (Variable Valve Lift) Now 
used on the 3.6L V6 (2016), it uses a 
two-step roller cam follower and is 
hydraulically operated and PCM 
controlled.
Subaru i-AVLS (I-Active Valve Lift System) 
This system only controls one of the 
two intake valves to increase air swirl 
in the cylinders. Hydraulic pressure 
locks the rockers together, engaging a 
separate cam profile.
Porsche VarioCam Plus This utilizes 
variable hydraulic lifters.
VW/Audi AVS (Audi Valve Lift System) This 
system controls the exhaust valves on 

Illustration courtesy of Audi AG

This is the motor that drives the 
Valvetronic eccentric shaft. It’s located on 
the valve cover between ignition coils 3 
and 4.

© General Motors GM IVLC. © General Motors
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the 2.0L turbo engines, and the intake 
valves on the V6 & V8 engines. The V6/
V8 system even varies the lift of the two 
intake valves at low RPM to increase 
swirl in the cylinder.

Continuous Variable Valve 
Lift (CVVL)
The Continuous Variable Valve Lift 
(CVVL) system is capable of continu-
ously varying the valve lift in accor-
dance with the needs of the engine. As 
such, it does not have the same kind of 
stepped power curve of the DVVL 
system. 

In CVVL systems, the intake valves 
control the air flow into the cylinder, 
not the throttle plate. These engines still 
have a throttle plate for safety, but under 
normal circumstances it will be wide 
open. With a wide-open throttle plate, 
pumping losses can be minimized and 
performance, emissions, and mileage 
can be maximized over the entire 

operating RPM range of the engine.
The CVVL system tends to be more 

complicated than the DVVL setup… 
but the benefits overshadow the 
complexity and extra parts.

Among the designs:
BMW Valvetronic Introduced in 2001, it 
was the first production use of a contin-
uously variable valve lift system. The 
system was designed to reduce fuel 
consumption – and it did, by about 10%. 
But because of its bulk and the extra 
friction on reciprocating parts, it limited 
the engine’s higher RPM range, so it isn’t 
used on the M-based engines. By using 
an electric motor to drive an eccentric 
shaft rocker arm mechanism, the lift of 
each intake valve can be controlled.
Nissan VVEL (Variable Valve Event and 
Lift) Introduced in 2007, this was the 
second CVVL mass produced system. 
It works similarly to the BMW, using 
an electric motor and an eccentric shaft 
rocker arm mechanism. But it is less 
bulky and more condensed, so it works 
well on Nissan’s high-performance 
engines.
Toyota Valvematic Starting in 2008, 
Toyota’s design uses an electric motor 
to drive an intermediate shaft that 
interacts with the rocker arms. The 
system is simple, compact and light. 
The results are a 10% power increase 
and a 5-10% increase in fuel economy. 
This system showed up in North 
America on the 2014 Corolla LE Eco.
Fiat-Chrysler Multiair Introduced in 
Europe in 2009 and now available here 

Don’t get bent out of shape 
by cheap parts.
Demand the best.

MOOGparts.com
©2016 Federal-Mogul Motorparts Corporation. All trademarks shown are  
owned by Federal-Mogul Corporation, or one or more of its subsidiaries,  
in one or more countries. All rights reserved.
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Cut-away view of the side of a Multiair 
cylinder head, showing the hydraulic 
intake valve actuator, the red electrohy-
draulic actuator, and the fact there is no 
intake camshaft. Photo courtesy of  
FCA Canada Cut-away view of the Multiair cylinder 

head showing the roller rocker pump 
assembly against the cam, the actuator 
and the solenoid and the oil pathways. 
Photo courtesy of FCA Canada
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in North America, it is by far the most 
versatile kind of CVVL system 
developed so far.

Multiair allows for up to five indi-
vidual intake valve operating strategies, 
and could allow each cylinder’s intake 
valves to be controlled independently 
– something the other systems can’t 
permit.

The Multiair system cylinder head 
looks similar to a DOHC four-valve 
design, but it only has a single camshaft. 
The hydraulic controls and actuator 
assemblies take up the space of the 
intake camshaft. The single camshaft 
has the eight exhaust lobes for normal 
exhaust valve operation, but it has only 
four intake lobes. These four intake 
lobes each drive a separate roller rocker 
assembly that is attached to a small 
hydraulic piston that takes engine oil 
and pressurizes it.

The pressurized oil is sent to a 
two-way electro-hydraulic solenoid 
valve, called the Variable Valve Actuator 
Solenoid (VVA). The VVA is controlled 
by the PCM, which decides how much 
oil to send to the hydraulically operated 
intake valve actuator. This 
PCM-controlled operation translates 
to an infinitely variable intake valve lift 
operation. 

The Multiair system can perform the 
following operations or phases:

1. Full lift. This is the ideal mode for 
high-speed, high-load operation.

2. Early intake valve closing. The 
majority (80%) of engine operation 
happens in this mode. The PCM has a 
target torque value and by closing the 
intake valves early, it can allow just 
enough air to enter the cylinders to 
provide that torque. This mode elimi-
nates the need for throttle body air 
control; it will be wide open to reduce 
pumping losses.

3. Late intake valve opening. 
Designed for low-load operation. 
Opening the intake valve later (after 
top dead centre) causes a partial 
vacuum in the cylinder, generating 
greater turbulence, and improves air 
and fuel mixing. This improves fuel 
economy as well as emissions. This 

mode is used at idle.
4. Multi-lift. This system allows for 

the intake valve to be opened and 
closed more than once per cylinder 
event. This mode is not currently being 
used in North America.

5. Closed, or no valve operation. 
Again, this is not yet in use, but it could 
be used for cylinder deactivation.

The Multiair system claims a 10% 
increase in power, 15% better low-end 
torque, and 10% better fuel economy 
– all while reducing its emission output. 
But it has its drawbacks. The system is 
big and it doesn’t adapt well to VVT.

Nevertheless, it’s certainly the most 
versatile system developed so far.

Today’s VVL systems are robust. 
There are some issues, but the predom-
inate malfunction these systems seem 
to encounter is lack of maintenance 
and improper service.

On VTECs, lack of oil can turn on 
many check engine lights. And the 
Multiair can experience a no-start in 
extremely cold weather, especially if 
the wrong viscosity oil is installed.

Ford is noticeably absent from both 
VVL lists. The company holds patents 
on valve lift technology but its 
engineers claim the benefits of VVL 
are limited when combined with the 
EcoBoost system.

The next step in valve control will 
likely be fully electronic or electro-hy-
draulic like the Multiair system. 
Electronic or Valve-by-Wire systems 
developed so far are still heavy and 
cumbersome, but they’re being 
developed and it will just be a matter 
of time before we see something new 
come along to control valve operation.

Give it a couple of engine genera-
tions, and we might be looking at some 
radical changes! 
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It’s not uncommon for technical help 
lines to get calls related to a suspension 
issue in which the steering wheel doesn’t 
want to return to center after a turn.

Not to be mistaken for a normal 
steering pull (which could stem from 
an alignment issue or a low tire), this 
condition is called ‘memory steer’ 
because instead of straightening out, 
the vehicle continues to pull in the 
direction it just turned.

In other words, it has a “memory” of 
that steer.

It can be caused by a number of 
factors, but many will tell you it is 
often traced back to simple installa-
tion error.

“The most common occurrence is 
post-part replacement,” says Mac 
McGovern, director of marketing and 
training at KYB Americas Corporation, 
maker of KYB shocks and struts. 
“Vehicles don’t often manifest that kind 
of symptom due to wear or age. Most 
parts tend to deteriorate or become 
looser over time, rather than tighter. So, 
in that sense, memory steer is not so 
much an ‘Alzheimer’ thing as a ‘youth’ 
thing. More likely it’s because of a poor 
quality part, or a poorly installed part, 
rather than wear, dirt, or fatigue.”

Matt Housewright, a “Guru on Call” 
with Federal-Mogul’s Garage Gurus 
Technical Education Network, agrees. 

TROUBLESHOOTINg

Sticky
Tackling ‘memory steer’ starts with taking a close look at the 
most recently completed chassis work. Often that’s where the 
problem started.

By Allan Janssen

Steering
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He says suspension work is still viewed 
by some do-it-yourselfers as relatively 
straight forward. “We’re getting more 
calls on this than ever,” he says. “You 
really have to watch out for errors in 
DIY jobs.”

He says an increasing number of 
amateurs tackle steering and suspen-
sion work without adequate knowledge 

of proper procedures or torque specs. 
So a key question you should ask when 
trying to diagnose memory steer is, 
“Did the problem exist prior to instal-
lation of new parts?”

Upper strut mounts
If shocks or struts have been replaced, 
examine all related components, with 
a particular focus on the upper strut 
mounts.

“For most modern vehicles with strut 
suspension, the most common cause 
of memory steer is the bearing in the 
upper mounting plate,” says Joe 
Bacarella, manager of technical 
research center, and product training 
for Tenneco’s Monroe brand of shocks 
and struts.

Lack of free bearing movement will 
cause the stickiness that people report 
with memory steer. If you look you can 
sometimes find evidence that the inner 
bearing has “skidded” inside the strut 
mount. That can stem from compres-
sion force damage, perhaps from a 
defective jounce bumper when the 
vehicle bottomed out. Crushed parts 
tend to stop functioning smoothly.

“Sticking or binding can be a real 
problem,” says Bacarella. “And it’s the 
kind of thing you look for once you’ve 
seen it before.”

Proper inspection also includes 
checking the upper mount for degrada-
tion, the bearings for grittiness, contam-
ination, and free movement, the upper 
spring seat for structural integrity, and 

the dust boots for rips or tears.
“When you take the system 

apart, you need to pay close 
attention so you can reas-
semble them in the right 
order,” says McGovern. “There 
are a lot of small parts, like 
bushings and insulators and 
washers. You really have to 
watch those things.”

When you install, connect 
the upper mount first, but 
don’t tighten it down. Start 
one or two of the nuts and 
leave them fairly loose, so the 
strut assembly can settle and www.DormanProducts.com
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align in the proper place. Then put the lower mounting bolts 
on. Lower the car on the alignment rack to proper ride height 
(not hanging) and jounce it a couple of times to allow the 
components to settle properly. Then tighten all nuts to spec-
ification at the vehicle’s static ride height.

Ball joints
On light trucks, the problem is more likely to be related to 
ball joints, says Housewright.

“When it comes to ball joints, you can’t stress enough the 
importance of proper torque procedures and following the 
step-by-step installation procedures,” he says.

Rookie mistakes like hammering in the ball joints, or using 
a press on the wrong area of the ball joint, will cause a binding 
or resistance in the returnability of the steering wheel back 
to centre.

“If you have memory steer, that returnability is not 
happening anymore,” he says. “And it’s very unnerving when 
it happens. When you lose it, you’ll know it!”

Technicians should take the opportunity while the suspen-
sion is apart, to remove and clean the camber/caster sleeve 
so it’s able to move freely. If it’s seized or damaged, replace 
it. Also inspect the steering knuckle itself for damage. Clean 
dirt, rust, and burrs from bore and recess, including the 
recessed area into which the ball joint flange fits.

“That knuckle has to move freely. If it doesn’t do that, the 
restricted motion will replicate itself on the road,” says Mike 
Caron, a technical product specialist for Mevotech.

He also cautions against the improper use of a ball joint 
press. Never use the press without the proper adapter, and 
make sure the adapter fits the outer flange area. Placing the 
press directly on the ball joint can cause damage.

“If you press a ball joint and you hit the crown and not the 
flange—and some applications don’t have much of a flange 
on them—you could crush the Belleville spring and you will 
instantly create a memory steer issue,” says Caron.

Finally, use the correct torqueing sequence when installing 
the ball joint. Start by hand-tightening the lower ball joint. 
Then place in the camber/caster adjustment sleeve for the 
upper ball joint. Do not tighten the upper ball joint yet. Just 
hand-tighten the nut. Using a torque wrench, torque the 
lower ball joint to about 35 ft-lbs. Then torque the upper ball 
joint to 70 ft-lbs. Then re-torque the lower ball joint to spec-
ification (anywhere from 150 to 190 ft-lbs). Do not use an 
impact wrench.

“The ball joints have to be torqued to very specific specs,” 
says Caron. “They have to be installed with a torque wrench 
that goes ‘Click-click,’ not an impact gun that goes ‘Zzzzt-
Zzzzzt!’ The impact guns are great for taking things apart. 
They save a lot of time. But they’re not designed to put things 
together.”

Asking the right questions, inspecting all parts thoroughly, 
and installing new parts carefully are the keys to eliminating 
memory steer.  
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Impact wrench
Chicago Pneumatic says its new 
compact CP7727/37 angle impact 
wrench has a revolutionary design, and 
delivers maximum torque in confined 
areas. Available in 3/8” and 1/2” config-
urations, it’s capable of providing users 
with 220 ft-lbs (300Nm) of maximum 
torque in reverse. The impact wrench 
is designed with a direct-drive system 
and a jumbo hammer mechanism with 
steel motor, and can be operated 
single-handedly with a full teasing 
trigger.
www.cp.com

Die grinders
Monster has added three new grinders: 
the MST701 mini air die grinder, the 
MST703 mini right angle air die grinder, 
and the MST702 reversible air die 
grinder. Despite their compact size, the 
MST701 and 702 put out plenty of 
power, with free speeds of 18,000-25,000 
rpm. The MST702 has the larger 
one-half HP motor, with reversible 
rotation control to direct sparks away 
from the user. They feature ergonomic 
cushion-grip handles.
www.monsterautotools.blogspot.ca

mini impact wrench
Mac Tools has introduced 
what it describes as a key 

product in the power tools 
category. The new Mini 

Impacts Wrenches – AWP038M 
and AWP050M – feature 
variable speed trigger for 

optimal speed regulation, one-hand 
forward/reverse switch with integrated 
three-position regulator for ease-of-use, 
rubber bumpers for durability, and 
rubber-injected overlay that is resistant 
to oils and acids.
www.mactools.ca

Cordless impact
The M18 FUEL 3/8” 
Compact Impact 
Wre n c h  f r o m 
Milwaukee features a 
Powerstate Brushless 
Motor that delivers 
0-2,500 RPM and 0-210 ft.-lbs. of fastening 
torque with constant power output 
under heavy load. It features RedLink 
Plus Intelligence, which prevents over-
loading or overheating damage. The tool 
is also “One-Key” enabled, which means 
it can connect wirelessly to a smart 
phone. The One-Key app features prede-
termined set-ups for specific fasteners 
and materials, or provides complete 
control over output speed and power to 
customize the tool for the specific appli-
cation at hand. The tool’s memory 
supports up to four custom profiles 
accessed with the touch of a button.
www.milwaukeetool.ca

Ultra-compact  
impact wrench

Chicago Pneumatic 
has unveiled a new 
ultra-lightweight 
1/2” impact wrench 
– the CP7732C. It is 
20 per cent lighter 

than its predecessor, and has been 
designed to enable technicians to work 
easily in difficult-to-access areas. 
Weighing in at just 1 kg, with a length 
of 108mm, it provides a maximum 
torque of 460 ft.-lbs in reverse. The new 
compact impact wrench is perfect for 
use inside the vehicle and engine 
compartment for jobs on oil pans, seat 
bolts, and body panels where tight 
spaces restrict the movement of 
conventional tools.
www.cp.com

Lithium compact impact
Snap-on says its 18-volt 
3/8-inch Cordless 
Impact (CT8810A) may 
be compact in size but offers 
more torque than compet-
itive units. It features a 
slender design and 
balanced ergonomic 
control, and has an output rating of 
230 ft.-lbs. of torque. The rapid 
55-minute charge time keeps techs 
performing efficiently and the high-ca-
pacity 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

Battery technology
Mac Tools has intro-

duced R-Spec (part 
numbers: MBR127, 
MBR203, MBR204, 

and MBR205) lithium-ion batteries, 
featuring anti-marring bumpers to 
protect work surfaces, glass-filled nylon 
outer shell for fluid resistance, and state-
of-charge indicator to let users know at 
the push of a button how much power 
is remaining.
www.mactools.ca

BABB YAA WYY AWW TCHAA pRoDUCT FoCUs: power Tools

power tool storage
Snap-on has developed a secure, powered 
tool box drawer for power tools that can 
be ordered in many new roll cabinets and 
a smaller version that can be retrofitted to 
many existing boxes. It’s called the 
PowerBank and it features built-in power 
bars so the chargers can be left in the 
drawer. The power tools sit securely in 
holsters while the batteries are being 
charged. Spare batteries can be charged during the day while the tool is in use.
www.snapon.com/powertools
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to stay ahead of 
what’s coming.

Get in the GAME!

A new era 
in vehicle repair 
technology 
is here.
To ensure the sustainability and profitability of your shop, 
your technicians need to know this - 

Vehicles have become more technically advanced 
and reliant on computers and software: as such, the 
ability to reprogram software and use OBD pass-
thru tools during repairs is essential. This training 
program will provide you with step-by-step video 
and written instructions on how to do this using 
various OEM repair sites. 

• Overview of CASIS Agreement
• Benefits of Agreement 
• Training on Tools & Equipment Required
• Video on installation of J2534
• Videos on accessing OEM Site
• Troubleshooting assistance

Purchase your 1 year access to the online training 
program (one-time yearly fee).

THE TRAINING 
PROGRAM MENU

LIMITED TIME
OFFER!

VEHICLE TECHNOLOGY
IS CHANGING

Vehicle Reprogramming.

$99

VISIT OEM2TECH.COM TO ACCESS THE TRAINING.

for AIA members & service providers 
who are members of a regional / 
provincial association

$199 for non members
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Bulbs
The Philips HiPerVision Bulb range has 
been expanded with two new 
CrystalVision ultra upgrades for 12276 
and 12086FF, the two most popular 
bulbs in the line. Philips says the 
CrystalVision ultra bulb provides a 
bright, white light for a high-tech style, 
so drivers will be able to color match 
the 4000K bright white performance 
of their fog lights to their HID and LED 
headlights. The formerly ‘dealer only’ 
lighting applications are now being 
made available to the aftermarket.
www.usa.philips.com

management training
Canadian automotive management 
trainer Kelly “the Coach” Bennett has 
released a new online training program 
on pricing parts for profit. The program 
addresses what Bennett describes as a 
perennial problem in the automotive 
aftermarket: improperly pricing parts. 
“We simply cannot price parts the way 
we used to and maintain the needed 
gross margins running a shop in 2016 
and beyond,” he says. The program, 
available at www.tinyurl.com/maximiz-
ingpartsprofit, features a three-step 
system to improve parts pricing: an 
on-line training video called Pricing 
Parts for Profit, a parts price maximizer 
electronic calculator, and a series of 
instructional articles on selling parts 
properly.
www.kellythecoach.com

Heavy duty laundry 
detergent
Permatex has introduced Fast Orange 
Grease X Mechanic’s Laundry 
Detergent, a professional grade 
laundry detergent designed specifi-
cally for automotive technicians. It 
can effectively clean clothing that has 
been soiled by automotive grease, oil, 
tar, greasy dirt, and automotive fluids. 
It features a built in pre-treater that 
can remove up to 99 percent of auto-
motive stains and odors, and its 
proprietary soil release/antistatic 
agent actually helps repel future soils 
and keeps the washing machine clear 
of residual grease.
www.permatex.com

Disc brake pads and rotors
Raybestos has introduced a line of disc 
brake pads and rotors specially manu-
factured to meet the demanding needs 
of law enforcement professionals. The 
new Raybestos Police friction line offers 
coverage for pursuit and special service 
vehicles that require optimal perfor-
mance during high speed activity. The 
Raybestos Police line is long wearing 
and high-temperature fade resistant, 
while providing quiet operation and 
vibration-free performance. Coverage 
for pursuit and special service vehicles 
is available for up to and including 2016.
www.raybestos.com

®

www.autopartsdepot.ca

Precision Brand
Precision Engineering
Precision Performance

ProMax High Carbon
Cross Drilled Rotors

are manufactured using European
High Carbon content standards

which increases density and
improves the thermal stability

of the brake rotor.

CarbonMax Rotors are
designed for high end European

vehicles (Audi, BMW,
Mercdes Benz, Porsche,

Range Rover, Volkswagen) that
are originally equipped with
High Carbon brake rotors.

ProMax High Carbon Cross Drilled
Rotors allow for increased heat

transfer, offers quieter brake
operation and less vibration.

Coated hat and fins for
rust prevention and for a cooler

running brake rotor.

High Carbon
Cross Drilled Rotors

Now Available
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Brake pads
Robert Bosch has 

expanded its line of 
QuietCast and Bosch 

Blue Disc brake pads, with 
three new brake pad set SKUs. The new 
SKUs extend coverage for late model 
Asian and European vehicles. Hardware 
kits are included for select applications. 
All Bosch premium QuietCast Disc 
Brake Pads feature friction formulas 
specific to the application – semi-me-
tallic, NAO or copper-free ceramic – and 
include synthetic lubricant with all 
applications. Bosch Blue Brake Pads 
feature OE-style, multi-layer shims and 
are designed for “generalists” looking to 
provide customers with the best value.
www.bosch.ca

product catalog
Dorman Products has 
released its 2016 Service 
Dealer Guide, with 
listings for over 100 
formerly ‘Dealer Only’ 
parts that are now 
available to the after-
market. These exclusive 

new parts reduce dependency on the 
OE dealer and provide Dorman’s 
customers a better choice in automo-
tive replacement parts. Highlighted 
throughout the Service Dealer Guide 
is Dorman’s OE FIX campaign, repre-
senting part solutions engineered by 
Dorman to correct known OE flaws.
www.dormanproducts.com

european friction Line 
Raybestos European disc brake pads are 
now available for popular European 
nameplates. The new Raybestos 
European friction line includes coverage 
for Alfa Romeo, Audi, BMW, Jaguar, Land 
Rover, Mercedes-Benz, Mini, Porsche, 
Range Rover, Saab, Volkswagen, and 
Volvo. Raybestos European disc brake 
pads are engineered to meet OE fit, form 
and function, while delivering quiet 
operation and solid stopping power. The 
new line consists of 135 part numbers 
for 90 percent coverage with additional 
SKUs to be introduced in the coming 
months.
www.Raybestos.com

Heavy duty hose elbows
Continental is now offering SAE 
certified silicone hose elbows for heavy 
trucks. The ContiTech-branded elbows 
exceed OE specifications. The four-ply 
coolant silicone hose and elbows will 
meet or exceed OE specs to meet 
extreme environmental conditions. 
Silicone has a 400-degree continuous 
rating and a 450-degree peak rating.
www.continental-elite.com

stretch bolts
CRP Automotive now offers Rein 
Automotive Aluminum Stretch Bolts 
for BMW engine applications. These 
stretch bolts are designed as replace-
ments for the “one-time use” fasteners 
used by BMW to mount components 
such as transmissions, oil pans, water 
pumps, power steering pumps, and 
alternators to their engine assemblies. 
The new line of stretch bolts meets 
BMW specifications.
www.reinautomotive.com

Fluorescent dye
CPS Products has released its Vivid 
AC Dye in a new cartridge (part 
number 477108). The highly fluo-
rescent formula is co-solvent free 
with a chemistry specially designed 
to find leaks fast. It is certified to 
meet SAE J2297 for use in R-134a 
and R-1234yf mobile air condi-
tioning systems, and is compatible with 
hybrid vehicles. Vivid AC Dye works with 
“Pistol” style injection systems.
www.cpsproducts.com

suspension parts
Fe d e r a l - M o g u l 
Motorparts has 
introduced 708 
additional Moog-
branded suspension 
parts so far this 

year, representing more than 130 
million potential vehicle service oppor-
tunities. The brand also launched a 
new website – www.MoogParts.com 
– for automotive service professionals 
and others seeking in-depth diagnostic 
tips and the latest product information 
related to steering and suspension 
parts, driveline components and wheel 
hub assemblies. Included among the 
latest Moog parts are control arms, 
chassis parts, and hub assemblies.
www.moogparts.com

BABB YAA WYY AWW TCHAA

Diagnostic software 
upgrade
Snap-on has increased the optional 
European coverage available for 
Software Upgrade 16.2, to help techni-
cians keep even the toughest European 
repair jobs in-house. The latest release 

includes all new Alfa Romeo coverage 
as well as new and enhanced coverage 
back to 1997 for Audi, BMW, FIAT, 
Jaguar, Land Rover, Mercedes-Benz, 
MINI, Porsche, Smart Car, Volkswagen 
and Volvo. The new software provides 
access to 105,440 additional codes, 
tests, tips and data for vehicles as far 
back as 1997, as well as new 2015 
domestic and Asian coverage. The 
exclusive Fast-Track Troubleshooter 
coverage goes all the way back to 1980 
with 17,490 new tips and timesavers.
www.diagnostics.snapon.com
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ADvertiser inDex

Rick Cogbill is a freelance writer and a former 
shop owner in Summerland, B.C. You can read 
more garage misadventures in Rick’s book, “A 
Fine Day for a Drive,” available at www.thecar-
side.com.
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needs to be connected to a ground point on the engine or 
chassis, not to the negative post of the battery.”

“Why not?”
Basil closed the hood. “Because to make its calculations, the 

BCM needs to monitor all the current flowing through the 
battery. Since you connected directly to the negative battery 
post, the BCM doesn’t know your battery is fully charged.”

Baldy looked worried. “So what do I do?”
Basil smiled. “Nothing. Go home, shut off the truck and 

don’t touch anything for eight hours. That will give the BMS 
time to relearn the battery’s current state of charge. If that 
doesn’t solve it, then we’ll have to do a BMS reset.”

After Baldy left, I dragged Basil back into the lunchroom. 
“Ok, impromptu training session. Tell us about this BMS. I’ve 
never even heard of it!”

Quigley started another pot of coffee while Basil gave us 
some background. “The battery management system monitors 
battery conditions and takes actions to extend battery life. 
For example, if the battery is draining rapidly, it will disable 
non-essential items so that you can at least start the vehicle 
and get home. Conversely, if there is very little electrical load 
required while driving, it will reduce alternator output by 
cutting power to the fields, resulting in less drag on the engine.”

“Why bother?” asked Beanie.
“Longer battery life and better fuel economy,” replied Basil. 

He also told us that replacing a battery on a vehicle with BMS 
requires a BMS reset with a scan tool. “BMW has been doing 
it for years, although they call it ‘Battery Registration.’ If the 
reset is not carried out, all the measurement data collected 
for the old battery is not deleted and future state of charge 
measurements will be inaccurate. Theoretically, the battery 
could be receiving a higher rate of charge than it requires, 
which could shorten the life of the new battery.” 

There was one last piece of advice. “Aftermarket electrical 
devices added to a vehicle with BMS should also not have 
their ground connection made at the battery post.”

Tooner wasn’t buying it. “I’ve been replacin’ batteries for 
over 40 years! I ain’t never had no problems!”

Quigley snickered. “40 years, eh? Isn’t that the same amount 
of time you’ve been married?”

Basil sighed. “The point is, there’s a procedure to be followed 
that will ensure the system is operating at peak performance. 
Isn’t that really what we’re after?”

He’s right. It’s like flowers and chocolate; who really knows 
why it works? But it does, and whether it’s batteries or 
marriage, peak performance is always a good thing. 

...continued from page 38
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There was tension in the room… and it was all in Tooner’s 
lower back. The doghouse is not a comfortable place to sleep.

Basil coughed politely. “So just to be clear, Mabel is upset 
because you forgot your anniversary, and now you don’t know 
what to do.”

“I know what to do,” muttered Tooner. “I just don’t know 
why I gotta do it.” He banged the table with his fist. “It’s time 
that woman learned some sense!”

Beanie whistled. “Wow, Toon, did you tell her that? Like 
out loud?”

Quigley removed a steaming bowl of homemade soup from 
the microwave. “Ha! Nobody’s that stupid.”

Tooner glared at him. “And this is coming from Mr. Twice-
Divorced and now living back in Momma’s basement?”

Quigley frowned. “Hey, let’s not get personal. And besides, 
Momma’s a great cook.”

I rinsed out my sandwich bags in the sink. Normally I’d toss 
them, but I’m under orders to reduce, recycle, and reuse. 
“Don’t fight it, Tooner; it’s a woman thing. Just buy Mabel the 
flowers, throw in some chocolates and you’re good to go. The 
procedure’s worked for 40 years.”

Our lunchtime discussion was interrupted by the bell over 
the front door. Baldy, our local barber, was standing at the 
counter, keys in hand. “How was the weekend?” I asked, drying 
my hands. “I heard you and Buck Pincher were going fishing.”

Baldy scowled. “Yeah, and as usual it’s gonna cost me. It 
always does, anytime Pincher rides along.”

I glanced out at Baldy’s 2013 F150 pickup. “Don’t see any 

dents. What’s wrong?”
“What’s wrong is Buck brought along his generator. I told 

him a campfire and flashlights would be sufficient, but no, 
Buck had to have AC power!”

“Let me guess. The generator wouldn’t start and you spent 
all your fishing time working on it.”

He nodded. “Yeah. And now my truck’s broken.”
Buck’s genny had a dead battery, so they’d hooked up jumper 

cables to the truck battery to get it going. After two hours of 
tinkering, they finally gave up. That’s when Baldy noticed the 
message on his dash screen, telling him the truck was going 
into battery saver mode. The truck started, but there was no 
radio or AC, along with other assorted accessories. Fearful of 
being stranded in the woods, Baldy refused to shut off the truck 
until they had repacked their gear and driven back to town. 

“Okay, I was overcautious,” he admitted. “But at least we 
made it home. I stuck my battery charger on overnight, but 
I still got no accessories.”

Basil had come out to listen. “Sounds like your truck went 
into Load Shed mode.” There was dead silence. “Uh, that 
means the Body Control Module turned off unnecessary 
accessories to conserve your battery.” He took us out to the 
truck and opened the hood. “See this hall effect sensor on 
the negative battery cable? Since 2011, Ford has been utilizing 
a Battery Management System (BMS). So if you have to 
recharge your battery, the negative clamp of the charger 

...continued on page 37
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Who’s really in charge?
Getting peak performance out of anything is a bonus for Slim…  

whether it’s from an employee, or a battery!

By Rick Cogbill
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