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Safety is something we talk about with 
customers every single day. But while 
we quite routinely focus on other 
people’s safety, we’re not as good at 
worrying about our own.

Take the recent concern about 
asbestos in auto parts. Most of the talk 
I’ve heard about it has come from asso-
ciations and manufacturers. Very little 
has come from the shop floor, where the 
dangers of asbestos are most potent.

Asbestos used to be common in 
construction materials and auto parts 
largely because of its ability to distribute 
heat. It was eventually banned from 
use in North American manufacturing 
because of its association with deadly 
diseases like mesothelioma, lung 
cancer, and asbestosis.

Nevertheless, it still comes into the 
country – in growing volumes – 
embedded in imported parts like brakes, 
clutches, hoodliners, gaskets, heat seals, 
valve rings, and packing materials.

Statistics Canada reports imports of 
asbestos-related imports is growing 
– valued at $6 million in 2015, up
substantially from $4.9 million in 2013.

There is clearly a demand for cheap, 
asbestos-riddled brake linings and pads, 
often shipped as “white box” second-line 
parts from offshore sources.

Are you buying those pads? You 
shouldn’t be!

You may be saving your customers 
some money but it comes at a cost. 
You’re putting them and your employees 
at great risk.

Your technicians are exposed to 
asbestos when they clean, grind, or 
install brake parts. The contaminated 
dust can be seen whenever a brake disk, 
drum, clutch cover, or wheel is 
removed. When you clean the vehicle 
or sweep the floor, you could be 
polluting the air with extremely 
dangerous asbestos dust particles.

Government health and safety asso-
ciations have written “work safe” guide-
lines to protect technicians from 
asbestos dust. They suggest things like 
improving ventilation in the shop, 
wearing positive-pressure respirators, 
and keeping hair and clothes covered.

But there’s a simpler way to reduce 
your exposure. Stop buying parts that 
could contain asbestos!

How do you know if the part you’re 
buying contains asbestos? Any reputable 
manufacturer will be able to answer that 
question. And if your suppliers don’t 
know the answer, they should be able to 
find it. If they can’t, that’s a huge red flag.

“Nationwide, thousands of people die 
each year because of exposure to 
asbestos,” says Jean-Francois 
Champagne, president of the 
Automotive Industries Association of 
Canada. “Worker safety is a priority for 
AIA’s members and it is our position that 
the automotive industry should work 
towards an asbestos-free industry.”

Everyone’s saying the right things – 
governments included – but it could 
be some time before legislators ban the 
importation of asbestos-contaminated 
goods, and even longer before you can 
be reasonably sure you’re not being 
exposed to asbestos when you buy 
white-box parts.

The Canadian government has not 
yet prevented the importation of asbes-
tos-laden products, but we can 
certainly reduce the demand for them! 
Their presence in our workplaces is 
wholly unacceptable.

Make sure that the parts you bring 
into your shop, and install on customer 
vehicles do not contain this insidious 
ingredient. Saving a few bucks is not 
worth the risk!

Please let me know what you think. You 
can reach me at allan@newcom.ca.
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Women have a place in the 
aftermarket
I wanted to thank you for your editorial 
on women in the aftermarket (Time for 
Us to Grow Up, August 2016). It 
was refreshing on many levels. 
As a shop owner for over 17 
years, I feel I’ve earned my 
respect in my shop, this 
industr y,  and my 
community. But it was not 
an easy road. I aim 
everyday to make my shop 
a place where everyone 
feels comfortable – both 
women and men!
Josie Candito
Master Mechanic High Park
Toronto, Ont.

Let’s hope the automotive 
aftermarket does indeed 
grow up
Thank you so much for your editorial! 
I work with an organization dedicated 
to encouraging more women to consider 
careers in trades. I’ve discouraged 
women from going into the auto 
industry because of how they’re treated.
Your article nailed it! Let’s hope the 
industry owns up to it and makes a 
commitment to fix it. Grow up indeed… 
it’s 2016!
Kelli Skinner, HRM workplace facilitator
Women Unlimited
Nova Scotia

It’s been a man’s world for 
too long!
I was very pleased to read your editorial 
about changing the old way of thinking 
about women in our industry. It has 
been a man’s world for too long. Women 
can do the same job – and sometimes 
a better job – than men. I have a mobile 
diagnostic business and I’ve been 
working for 30 years in the Montreal 
area. As the years goes by, I see more 
and more women getting into the 
industry… and they’re doing a very 
good job!
Claude Gravel
CG Tech Mobile
Mirabel, Que.

The frequency of  
sexist offences seems  
to be diminishing
Thank you! I have worked as a service 
advisor for six years, and I’ve had to 

work hard for customers 
to hear my voice. Some 
people peer over my 
shoulder, looking for a 
male to speak to instead. 
Others assume I must be 
married to the owner of 
the business (which I am 

not). And then there are 
those customers who 
p r o c l a i m  “ H a p p y 
Secretary’s Day!” every April 
26th. This one especially 

makes me cringe!
Thankfully, I have noticed over the 

last six years that the frequency of these 
“offences” has diminished. This is an 
encouraging trend and editorials like 
yours only help the cause.
Yvonne Meinema
Accountable Automotive
Stratford, Ont.

Let’s help women stay in the 
industry they choose
I work for an organization that trains 
journeypersons how to be better 
teachers, and apprentices how to be 
better learners. We also have a special 
project called New Boots, aimed at 
increasing the number of women 
choosing a career in a skilled trade.

I read your editorial, and just wanted 
to thank you for being such a great 
advocate for women in your industry. 
More needs to be done so that the 
women who chose this career, stay in it!
Hélène Savoie
Mentorship coordinator
New Brunswick Mentor  
Apprentice Program
Saint John, N.B.

LETTERS

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®
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The Bumper to Bumper brand is going 
national.

Already familiar in Canada’s prairie 
provinces, the Bumper to Bumper 
name will soon be seen on Uni-Select 
parts stores across the country.

The Quebec-based auto parts 
company is rebranding all of its 
corporate stores under the new red and 
black Bumper to Bumper logo. The new 
branding will also be available to the 
company’s network of 1,150 indepen-
dent wholesalers in Canada.

In the Canadian Prairies there are 
currently over 100 independent Bumper 
to Bumper locations, most of which 
will be re-imaged with the new design 
over time.

Uni-Select says the brand will provide 
a higher level of product consistency, 
as well as enhanced merchandising, 
marketing, and advertising programs.

The new look was recently unveiled 
at a corporate store in Riviere-du-Loup, 
Que. The store’s 12,000-square-foot 
showroom, bedecked in Bumper to 
Bumper colors, highlighted design 
features that will be common in all of 
the company’s corporate stores, creating 
a “national synergy and identity” that 
will be consistent from coast to coast.

According to Uni-Select, the logo 
represents two bumpers coming 
together, from front to back, illustrating 
the company’s commitment to covering 
all automotive parts for a wide range 
of vehicles.

“Bumper to Bumper is not just about 
an image,” said Ben Michaud, manager 
of corporate stores in Quebec. “It is 
everything that Uni-Select stands for 
(including) the quality of its products 
and the customer experience.”

He said a new software program has 
been selected to improve the efficiency 
of the company’s interaction with 
repair shops.

“We want to provide the best service 

possible to our customers,” Michaud 
said. “When a call comes in for parts, 
the counterperson will have the 
customer instantly popping up on their 
screen, enabling them to have up-to-
date information on that customer so 
they can provide that personal touch.”

He said the interior of the store was 
designed to be a familiar setting for 
automotive professionals, with a special 
section that features a wide range of 
tool boxes, tools, and equipment for 
customers to check out.

“When an installer comes into our 
store, he or she will feel like they are in 
a garage,” Michaud said.

Corporate stores will also feature a 
large central area where the counter 
staff will help customers, looking up 
parts and filling orders. “This is where 
the knowledge is!” he said.

Uni-Select says Bumper to Bumper 
will be much more than a brand name. 
It will offer auto parts distributors a 
broad range of business solutions. The 
Bumper to Bumper banner is billed as 
a turn-key program for wholesalers 
looking for complete program support, 
a strong brand image and a very aggres-
sive go-to-market approach.

The Auto Parts Plus store brand also 
remains part of Uni-Select’s strategy, 
supporting those independent 
customers who prefer a menu-driven 
approach.
—Steve Pawlett

NEWS

We take
care of it.

Ask your local
Mister 

Transmission
Store

about how Expert 
Connect can help 
take care of your

business.

Mister Transmission Store 
in your local area, call 
1-800-373-8432

or go to:
www.mistertransmission.com

Your
transmission

business?
Uni-Select launches Bumper 
to Bumper corporate stores

The first ‘Bumper to Bumper’ corporate 
store in Riviere-du-Loup, Que.

http://www.mistertransmission.com
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An Illinois-based manufacturer of 
gasoline direct injection (GDI) fuel 
system cleaning services plans to set 
up a production facility in Canada.

Purus Fuel Technologies (PFT), a 
wholly-owned subsidiary of 3 Rivers 
Automotive Technologies, plans to 
build and distribute its full line of auto-
motive service equipment, including 
its new IC-2 GDI service machine.

The patent-pending Purus IC-2 GDI 
service is now available in Canada. Its 
first location is at Cochrane Automotive 
in Toronto’s west end, owned by John 
and Leah Cochrane.

“We specifically sought out Cochrane 
Automotive to be our first location in 
Canada because of the work that John 
Cochrane does on drivability issues at 
his annual Lindertech technical 
training conferences,” said Scott Irwin, 
PFT founder and president. “We believe 

that if we can show the best in the 
industry the value of our system, in 
terms of effectiveness and vehicle 
safety, we would have a better path for 
growth in the Canadian market.

He says the IC-2 machine meets a 
growing need in the maintenance and 
repair world. Fuel system maintenance 
is necessary on GDI engines because 
of the lack of delivery of detergents 
from fuel spray on the intake valves.

“The fuel system problems with GDI 
are going to be an industry focus for the 
next decade or more,” says Cochrane. 
“This is an area that our customers will 
have a need for, and the techs that 
attend our Lindertech training sessions 
have significant interest in. We’re always 
skeptical and do a lot of due diligence 
first. The Purus product line is 
something that we see value in.”

The company is planning a 

meet-and-greet during Automotive 
Aftermarket Industry Week in Las 
Vegas. CARS readers are invited to drop 
by db Brasserie in the Venetian Hotel 
on Nov. 2 at 4 p.m. for complementary 
food and drink.

NEWS

Vision, VisionPlus, CrystalVision ultra and X-tremeVision
upgrade headlights

Philips upgrade headlights show your 
customer what’s ahead sooner.   More  
time to react increases their driving  
safety. With a clear view of the road  
ahead, that’s safety that sells.

Safety sells

PFT to set up shop in Canada

John Cochrane (left) with PFT founder 
and president Scott Irwin.

Don’t forget to take your camera to 
work on Oct. 12.

We want to capture a day in the 
life of the automotive repair industry 
in Canada. Show us what you’re 
working on. Pose with your tool box. 
Capture the smiles on your 
customers’ faces. We’ll turn it all into 
a mosaic that sums up what we do.

You could even win a prize. We’re 
offering $200 for the most creative 
shot, $100 for second place, and 
$50 for third place.

Send your picture to allan@
newcom.ca

On Oct. 12, let’s celebrate our 
industry, and all the faces that make 
it great!

Shops invited to 
document their  
day on Oct. 12

Picture this!
YOUR INDUSTRY IN MOTION
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NEWS
By the NUMBERS 
Stats that put the North American automotive aftermarket into perspective.

Number of consecutive 
years of growth in the sale of 

performance parts and accessories 
for light trucks. In the U.S., the light-
truck niche grew 10% last year.
— 2016 Market Report, Specialty Equipment Market 
Association (SEMA)

Average fuel consumption rating 
(measured in liters consumed 
per 100 km) of all new vehicles 
purchased in Canada in June 2016. 
That’s down slightly from last year 
but still shy of the all-time low of 
10.2 recorded in 2014.
– Averaged Rated Fuel Consumption Index, 
DesRosiers Automotive Consultants Inc.

Improvement in fuel 
economy seen in clean 
diesel cars and pickups 

over their gasoline counterparts.
– CAFE standard midterm evaluation,  
U.S. Environmental Protection Agency

Percentage of consumers surveyed 
who did not know what grade of 
fuel their car requires. Of those who 
knew their vehicle required premium 
fuel, almost a quarter said they 
nevertheless filled their cars with 
either mid-grade (16.2 percent) or 
regular (8.4 percent).
— DesRosiers Automotive Consultants Inc.

Percentage of survey 
respondents who believe the 

owner of a vehicle should be the guardian 
of the vehicle’s data. Fully half of drivers 
surveyed admitted they’re worried about their 
cars being hacked.
— 2016 KPMG Consumer Loss Barometer study.

Number of kilograms of plastic that will be 
incorporated into the average car by 2020. That’s 
up from 200 kg in 2014, as carmakers respond to 
increasingly stringent government regulations 
to meet fuel efficiency standards and reduce 
carbon emissions.
— IHS Markit

July’s year-over-year decline in new 
vehicle sales in Newfoundland. In 
fact, much of the Atlantic region 

is reporting weakness in new-car sales, with New 
Brunswick down 25.5%, and Nova Scotia down 17.9%.
— DesRosiers Automotive Consultants Inc.

Number of 
Volkswagens produced globally in 
2015 – the highest among all light-
vehicle manufacturers. Toyota came 
in a close second with 9,902,788 
units, followed by Renault/Nissan 
(8,263,768), Hyundai (8,075,640), 
General Motors (7,674,779), Ford 
(6,398,041), FCA (4,734,556) and 
Honda (4,535,375).
— IHS Automotive

Value in U.S. dollars 
of unperformed 
maintenance in the U.S. In Canada 
the number is estimated to be 
around $11 billion Cdn.
— AASA 2016 Automotive Aftermarket Status Report

The year 
Chevrolet first 

introduced factory-installed radios in 
its vehicles. Over the next 10 years, 
radios were seen as a “dangerous 
distraction” likely to cause accidents 
and lull drivers to sleep.
— Mental Floss

5
10.24

30%
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350

25.6%

18.5

9,914,613
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It seems clear to me, based on how 
we’re portrayed in the media, that the 
auto repair industry is still plagued by 
the same negative stereotype it had 50 
years ago.

I can’t count how many times I’ve 
seen technicians portrayed in televi-
sion shows and movies as dirty, uned-
ucated, and untrustworthy. And online 
blogs and reviews are filled with 
warnings about repair shop rip-offs.

It seems society still generally sees 
us as crooks, out to swindle people out 
of as much money as we can.

I don’t see nearly as much bad press 
about electricians, plumbers, or other 
skilled trade workers.

The real irony is that while our image 
hasn’t improved, the work we do and 
the skills we require have changed 
dramatically over the last 50 years.

Technology has completely trans-
formed us from being “grease monkeys” 
who tune carburetors and change spark 
plugs, to highly trained technicians 
who require ongoing education and 
frequent tool upgrades.

Today’s technicians must have the 
knowledge and ability to solve complex 
electrical faults and advanced mechan-
ical problems on today’s gadget-filled 
vehicles.

So why does our public image not 
reflect our increased skills and capa-
bilities? I believe that automotive repair 
professionals must work harder to earn 
trust and respect. We need to accept 
that our customers may be sceptical 
about our recommendations. Rather 
than resent that, we have to listen to 
their concerns, offer as much informa-
tion as we can, and reassure them so 
they feel good about the decisions 
they’re being asked to make.

And if we want them to view us as 
capable professionals, we must hold up 
our side of the bargain and stay current 
in our training and diagnostic abilities. 

It doesn’t take much to see why a 
customer would doubt us if they come 
in for a misfire, get sold a complete 
ignition tune up, and then get a phone 
call saying we also want to replace a 
fuel injector. That kind of escalating 
repair looks fishy to someone who 
doesn’t have a good feeling about the 
industry in the first place.

Unfortunately, “throwing parts” at a 
problem is still far too common in this 
industry, and that could stem from 
technicians not being given the 
freedom to perform a correct diag-
nostic. They often feel pressure from 
management to give a quick answer 
rather than a thoughtful one.

As a technician specializing in this 
area, I will say that a rushed and 
pressured diagnostic will almost always 
end with a comeback. Taking the 
pressure out of the diagnostic leads to 
much better results. Yes, we sometimes 

find ourselves in a diagnostic 
nightmare. It happens. But even when 
we lose money on the diagnosis, it’s 
still far less expensive than a lost 
customer or a damaged reputation.

Shop owners and managers need to 
have confidence in their technicians. 
When a tech does not feel trusted, their 
confidence will plummet – along with 
their motivation and productivity. This 
does nothing to reverse the negative 
reputation we’re saddled with.

If we don’t want to have the “crooked 
mechanic” stigma attached to our 
industry anymore, we must prove that 
we are professionals who provide an 
honest and valuable service.

The auto repair industry is long 
overdue for that kind of image 
overhaul. 

IT’S YOUR TURN

Got an opinion? We’ll happily give you a page to get it off your chest!  
Send your rant to allan@newcom.ca 

Improving our image
Today’s technician is nothing like yesterday’s! Unfortunately our reputation 
hasn’t kept pace with advancements in our industry.  By Marc Sleaford

Marc Sleaford is a 
technician at Fountain 
Tire in London, Ont.

mailto:allan@newcom.ca
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catalyslubricants.ca

NORTHERN METALIC 

SALES (GP)
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Hi Shawn,
I’m so impressed with your letter. So 
many people would not be able to see 
the silver lining in your situation and 
would either pack it in or keep doing 
business the same way in a new 
location.

When you look at automotive service 
in Canada, one thing is apparent. There 
is tremendous opportunity in this 
industry. If you can position yourself 
properly, you can really stand out and 
become successful.

“Positioning yourself ” in the market 
is all about being mindful of your 

clientele. Most of the large automotive 
chains and franchise auto service 
outlets position themselves to be in the 
‘value’ or ‘economy’ segment of the 
market. They compete on price, rather 
than on service and added value. As a 
result, this bottom end of the market 
is very cluttered with lots of 
competitors.

In contrast, if you take a look at the 
hospitality industry, there are plenty of 
hotel choices, from $79 a night all the 
way to $579 a night. They all provide a 
place to lay your head. This market 
competes in all segments of the 

economy. In auto service, much of the 
competition is in the ‘economy’ segment, 
leaving the premium market wide open.

Another example is the airline 
industry where you could pay anywhere 
from $800 to $1,700 for a seat on the 
same plane from Toronto to Vancouver. 
And before you say, “Who would ever 
pay $1,700 for a flight when they could 
get it for $800?” let me inform you that 
the high-end tickets usually sell out. 
Granted, there are not as many 
available seats in the first class or 
business section of the plane, but 
clearly the demand outstrips the supply.

In the auto service space there are very 
few shops that have the courage to 
compete based on the quality of their 
service rather than on price. It’s a bold 
move to stand up with a price that is 25% 
more than the competition’s. If you can 
provide high-quality service, why 
shouldn’t you charge a premium for it? 
If hotels, airlines, and virtually every other 
industry can do it, then why can’t we in 
the aftermarket service industry compete 
for the premium segment of the market?

So Shawn, what will it take to 
re-invent your business as a premium 
automotive service facility?

It would be very easy for me to 
outline the services that you need to 
offer, like complimentary vehicle 

COLLECTIVE WISDOM

Hi Alan
The lease on my building just expired and I was unable to renew it. When I 
first realized I would have to relocate, I was completely overwhelmed. To tell 
you the truth, I debated leaving the industry! However, now that I’ve had 
more time to think about it, I’ve come to realize this might actually be a bless-
ing in disguise. My shop is in a really tough area of the city and my clientele 
has increasingly been made up of low-income members of the community. 
They are wonderful people and I’ve made some amazing friends… but it has 
been a tough go financially.

I’m ready for a change; I don’t want to do business the way I’ve always done 
it. I own all my own equipment so this opportunity to re-locate my business 
to an upscale part of the city could not have come at a better time. I fully be-
lieve that there’s real potential to grow my shop into something truly great.
So what will it take for my new shop to be the very best?
—Shawn

How do you  
POSITION 
yourself?
Once in a while we get a 
chance to reinvent our 
business. What a great 
opportunity!   
By Alan Beech
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detailing and concierge services. If 
you’ve read my past articles, you’ll know 
I’ve covered these ideas many times 
before. But, in my opinion, the biggest 
obstacle you’ll face is overcoming your 
own mindset moving forward.

I’ve seen countless shops that have 
great locations and great equipment but 
the owner simply won’t charge properly 
for the value they bring to customers.

Your ‘value proposition’ is the inno-
vation, service, or feature that makes 
your company uniquely attractive to 
customers. If you do not believe you can 
charge 25% more than your competitors, 
then how are your customers supposed 
to believe it? I see it all the time when 
shop owners are discussing a labor rate 
increase. They call all the local shops to 
find out their labor rates, and then they 
say, “I can’t position my shop higher that 
than the highest in the market!”

You can’t? Why can one hotel charge 
$579 a night when another charges $79?

If you’re willing to put the time in to 
upgrade your facilities, staff, and the 
level of service you provide, you should 
not be afraid to charge for it. What do 
clients want when they’re paying for 
premiere service? They want the 
five-star treatment that stands head 
and shoulders above their previous 
automotive experiences.

If you want to provide premium 
service, offer your clients:
• High quality auto service and 

maintenance
• Five-star customer service
• Efficiency that stays on schedule

• Clean modern facilities
• Exceptional staff who are willing to 

go the extra mile.
Are these core values in your 

business?
A lot of shop owners figure that 

because they don’t charge top dollar, 
they don’t have to provide the very best 
service. This belief will get you nowhere. 
It actually sabotages your business.

Rather than make excuses for why a 
new process won’t work, hire a store 
manager who will get the job done. If you 
don’t have the necessary skills to train 
them or if you don’t have the objectivity 
required, this would be the right time to 
hire a consultant to help with the imple-
mentation. That’s what I did when I 
began to turn the dials in my own shop, 
and it’s some of the best money that I 
ever spent. I was able to pay it back in 
under two months through improved 
profitability and increased revenue.

Your job, once you have the right 
people and the right strategy, is to plan 
for the future. Understand the key 
performance indicators of your 
business. Help your staff to understand 
them so they can be focused on 
constantly improving them.

You’ll get great insights and support 
from a performance group. You’ll be able 
to rub shoulders with fellow shop owners 
who face the same challenges. They’ll 
also hold you accountable for your own 
shop’s performance. It will give you a 
chance to learn what’s changing in the 
automotive service industry and what 
you need to do to stay ahead of the curve.

I think you’re right, Shawn. This 
expired lease could be an incredible 
opportunity for you. You have the oppor-
tunity to really change your business for 
the better and affect the fortunes of you, 
your family and your staff.

Good luck! 
Take the suspense 
out of new 
suspension parts.
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.

COLLECTIVE WISDOM

Alan Beech is a manage-
ment consultant and 
the owner of Beech 
Motorworks in Hamilton, 
Ont. You can reach Alan at 
alan@beechconsulting.ca.

In auto service, much 
of the competition is in 
the ‘economy’ segment, 
leaving the premium 
market wide open.

mailto:alan@beechconsulting.ca
http://www.moogparts.com
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*24-month/unlimited-km limited warranty applies to most car and light truck Genuine Ford/Motorcraft ® Parts and Ford Genuine Accessories, purchased from Ford or Ford Lincoln dealers, that are found to be defective in material or workmanship. Parts 
and labour (up to a maximum of $150) covered for wholesale parts/accessories. Part and/or accessory failure due to: abuse, misuse, neglect, alteration, accident, racing; improper lubrication, repair, or installation; use in applications for which they were 
either not designed, or functionally intended, or not approved by Ford Motor Company of Canada, Limited; cleaning, adjustment or replacement as a part of normal maintenance; or failures caused by non-Ford parts, are not covered under this warranty. 
See your local Ford Store for complete coverage details and limitations. Motorcraft ® is a registered trademark of Ford Motor Company. ©2016 Ford Motor Company of Canada, Limited. All rights reserved.

Learn more at ford.ca/wholesale

Ford and Motorcraft ® Parts will keep your customers 

coming back for more. They’re engineered for a precision 

fi t in all Ford vehicles, allowing you and your team to work 

more effi  ciently. Not only are they a great investment for 

your business, your customers will benefi t from smooth 

installations and long-term performance. That’s what 

we call a winning combination. 

PARTS THAT WORK FOR YOU.

INCLUDES LABOUR
DISTANCE

FORD PARTS
WARRANTY*

http://www.ford.ca/wholesale
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A shop in rural Alberta, about two 
hours southwest of Edmonton, has won 
the U.S.-based Auto Care Association’s 
annual Autocare Career and Education 
(ACE) award.

Vic’s Service Ltd. in Wainwright, 
Alberta, owned and operated by Doug 
Callaghan, took top prize in the small 
business category, competing against 
automotive shops across the United 
States and Canada.

“It’s a fantastic honor,” says 
Callaghan. “I am absolutely thrilled 
and shocked. It’s really quite a thing!”

And while he acknowledges that it’s 
nice to be recognized for management 
excellence and a commitment to 

ongoing education and training, the 
real reward for his efforts is that his 
business has become more profitable 
and his life less stressful.

“If I hadn’t done what I’ve done, I 
probably would have had a breakdown 
by now!” he says. “A lot of shops are 

understaffed and under stress. I was 
there, and I knew I had to do something 
about it.”

His path to sanity and profitability 
started with management training. He 
signed up with Bob Greenwood’s 
Automotive Aftermarket E-Learning 
Centre to streamline the workflow and 

plug the productivity leaks.
“If you really want to bring your 

stress levels down, you have to get some 
help,” he says. “You can’t do it on your 
own. There are too many things going 
on in a day to allow you the time to 
evaluate where your business is at, 

what it needs, and how you’re going to 
implement it.”

He’s been running the shop for the 
past 18 years, having bought it from 
his father, Vic, who ran it as part of a 
service station. The business had a set 
of gas pumps, three bays (including a 
dedicated wash bay), and a conve-

PROFILE

‘We’re doing a better job through the inspection 
process, capturing work, and making sure clients 
aren’t leaving with only half the work done.  
Our level of professionalism has increased a lot!’

Playing the ACE
Alberta shop snags North 
American award for its 
commitment to training.

By Allan Janssen

Vic’s Service Ltd. in Wainwright, Alberta.
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PROFILE

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

nience store.
“Back in the 1970s and 80s, that’s 

what you did,” he says. “That’s what it 
was when I bought it in 1998.”

Selling repairs alongside gasoline, car 
washes, and chocolate bars made for a 
tough business, though. And when he 
had a chance to meet Greenwood at a 
conference, he asked his opinion on the 
matter. The management expert looked 
at the numbers and was able to point 
out a few potential improvements.

Within weeks, Callaghan had ripped 
out the pumps, removed the tanks, and 
taken down the canopy. It was the start 
of a great business relationship between 
Vic’s Service and AAEC.

“He has literally jumped off the cliff 
with us,” says Greenwood. “Doug’s 
attitude was, ‘Whatever you say goes.’ 
He did everything that we asked him 
to do with great discipline and without 
hesitation.”

Now the shop’s productivity levels 
are above average, says Greenwood.

“His business is strong. He has great 
client relationships. He gets referral 
business coming in. And he has a great 
team. They really have each other’s 
back. It’s a fantastic culture,” he says.

Doug recently expanded the 
business, leasing a shop nearby to 
operate as a satellite location. The 
long-term plan is to build a new eight- 
to 10-bay shop so everyone can work 
under one roof. For now, though, the 
three technicians who work at that site 

come in for a quick meeting every 
morning, to go over the events of the 
previous day and plan for the day 
ahead. Together they go over the billed 
hours, any operational issues or chal-
lenges, and recommendations for shop 
improvements. It’s 10 minutes a day 
that ensures they’re all on the same 
page. Then his two licensed techs and 
three apprentices grab their work 
orders and get to work.

Doug himself is also licensed… but 
he hasn’t been in the bay for years.

“Bob made me put a shirt and a tie 
on so I would quit sticking my head 
under cars. You can’t do that with a tie 
on!” say Callaghan.

His days are spent looking at the big 
picture, and touching base with his 
clients.

The shop hasn’t necessarily 
increased car count, though they stay 
busy. Instead, team members make 
sure they spend the right amount of 
time on each car.

“We’re doing a better job through the 
inspection process, capturing work, 
and making sure clients aren’t leaving 

Owner Doug Callaghan was recog-
nized by the U.S.-based Auto Care 
Association for his commitment to 
ongoing training and education.

Reservationist Jodi Vickers.

Service advisor Tony Morin.

http://www.total-canada.ca


Senior tech Brian Bakewell and  
apprentice Nelson Ford.

Apprentices Nick Meuters-Murphy  
and Anatoliy Mayhal.

Lead tech and shop foreman  
Ryan Chaulk.

with only half the work done. Our level 
of professionalism has increased a lot,” 
he says.

It’s a level of service that people 
demand these days.

“Today’s consumer is looking for the 
kind of stuff we’re doing now,” he says. 
“They’re looking for professionalism 
and competence and convenience. 
They want the mobile apps, and the 
social engagement, the maintenance 
scheduling. They want to know that 
we can do what the dealer does. And 
that takes more time. You can’t do it 
on your own. You need someone to 
help create that road map.”

Part of that involves knowing the 
value of what you’re selling, and not 
being afraid to charge properly for your 
services.

“A lot of shops are afraid to present 
their clients with a clear picture of what 
their vehicles need. There’s a lot of guilt 
associated with giving someone a 
$2,500 estimate,” he says. “But if you’re 
being transparent in the inspection 
process, taking pictures, and docu-
menting everything, you don’t have to 
be so fearful. People want to keep their 
vehicles maintained.”

It’s a lesson that took his technicians 
by surprise.

“If you find a seeping seal, you might 
be tempted not to bring it to anyone’s 
attention. You figure, ‘We’ll just keep 
an eye on it for next time.’ But some 
clients don’t even want a seeping seal. 
They want it fixed. I think our techs 
were caught off guard by that.”

The shop has recently adopted the 
Autopro banner, and Callaghan has 
made sure to take advantage of NAPA’s 

online and live training. He says his 
techs will be taking 50 hours of training 
each between now and Christmas. 
They’re committed to being able to fix 
everything that comes in.

Greenwood says Callaghan has been 
such a great student of the new prin-
ciples of running a repair shop that he 
wishes he could clone him.

“The award Doug has won recognizes 
how you have trained your staff, invested 

in training, and moved the shop forward. 
And he has definitely invested. He’s done 
an excellent job of that.”

The ACE Award was originally called 
the “Head of the Class” award. It was 
created in 2011 and is administered 
by the Auto Care Association’s 
education committee. This year’s 
awards were handed out at the asso-
ciation’s recent Fall Leadership Days 
in Washington D.C. 
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http://www.wagnerbrake.com


Safety 
‘do-it-yourse
Get your vehicle mainten

automotive serv
Abdelsalam Elwerfalli of Garage Salam 2000 in St. Hubert, 
Que. found this unique exhaust repair when he lifted the car 
for other reasons. The customer’s complaint was not even 
about the exhaust. He was actually quite pleased that his own 
homemade solution was still holding!

This 2000 Dodge Neon was towed in for a stall while driving. 
When John Ford, at Main & Market Autopro in Ridgetown, Ont. 
raised the vehicle, he found an axle shaft that was twisted in 
half, probably from experiencing too much torque!

Gary Smith of Bathurst Toyota in Bathurst N.B. was shocked 
to see the condition of the leaf springs on this 2005 Toyota 
Tacoma 4x4. The customer had tied a rope around the leafs to 
keep them from hitting the tire. Like that was the only concern!

Yves Boulanger, an engineer with RTL Transit in Longueuil, 
Que., sent in this shot of a truck sold at auction. “The new 
owner had the good idea of getting it checked by a service 
facility before driving it,” he wrote. Good thing! This wooden 
suspension mount wouldn’t have lasted long.

Scott McLean of Kal Tire in Castlegar, B.C. came across this 
“custom exhaust” on a 2006 Dodge 350 4x4 with a Cummins 
diesel engine. “Yes, that’s a dryer vent elbow,” he writes. “It 
came in for an alignment.”
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is not a  
elf’ project!

nance and repairs from an 
vice professional.

When Cory Mundy of Vance’s Service centre in Carp, Ont. 
opened the hood on this 2004 GMC Sierra, he found the 
power steering pressure hose had been replaced with clear 
food-grade hose, and then covered with hose clamps “to make 
it stronger.”

The owner of this Trailblazer came in to Mufflerman in St. 
Thomas, Ont. for an alignment, but technician Derek Marker 
found a transmission mount that was no longer bolted in. It 
had been strapped down with a piece of wood to try to keep it 
in position.

Someone found a new use for an old hockey puck. The owner 
of this 2008 Nissan Rogue brought the vehicle in for service 
to Brantford Nissan in Brantford, Ont. He neglected to mention 
the homemade sub-frame bushing!

Jay Galang, a technician at Soares Automotive in Vancouver 
B.C., found this improvised fuel tank mount on a 1992 Dodge 
Ram 2500. The rear end of the gas tank was being held up by 
some straps that the customer had put on himself.

The team at Pembina Valley Auto Service in Winkler, Man. sent 
in this picture of a rear coil spring from a 2000 VW Beetle. 
Someone had decided to “repair” it with snap ties and hose 
clamps!
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Give them peace of mind that lives up to the highest 

standards. Yours. Install the confidence of trusted 

performance with Elite® by Continental belts 

and hose, and recommend replacement before 

it becomes a repair. With a track record 

of proven results for more than a century, 

we make it our priority to keep your 

customers on the road. Just like you.

Learn how you can install confidence at continental-elite.com

The Elite® by Continental line offers a full range of premium belts, hose and 
accessories engineered for perfect OE form, fit and function on all makes and models.

Install confidence.

http://www.continental-elite.com
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The automotive repair and service 
world seems to be a world of “us” versus 
“them.”

It’s a world defined by the differences 
between dealerships and aftermarket 
shops, franchisees and independents, 
collision shops and mechanical shops.

But jobbers are increasingly telling 
their wholesale customers that there 
doesn’t have to be a divide between the 
distribution side of the auto parts 
industry and the installation side. And 
they’re proving their point with 
programs and perks designed to make 
shops more profitable.

The question is, how well received 
are these programs?

“There are some shops that really do 
get it and are using the programs and 
products fully,” says Zara Wishloff, vice 
president of sales and marketing at 
Edmonton-based APD. “But there are 
still lots of people that are not engaging.”

And that disconnect confuses him.
“We invest a lot of our time devel-

oping tools for our customers, and we 
do our best to listen to them to figure 
out what they need,” he says. “We want 
them to be successful. We really care 
about their businesses.”

Mark Stein, owner of Blaine’s 
Automotive, in Severn Bridge, Ont., says 
he’s also mystified that more shops 
don’t take advantage of what’s available.

“In today’s day and age, repair 
deadlines are tighter than they’ve ever 
been before, and customers expect 
more than ever. Any perk from your 
supplier is an advantage,” he says.

His father, Blaine, ran the business 
back in the 1970s when deliveries from 
the parts store came once a week. By 
the time Mark got into a management 
role in the business, deliveries had been 
ramped up to twice a day. But that was 
still not nearly enough.

“I called up the jobber and I said, ‘Let 
me run something by you. I will call 
you first every time I need something, 
if you can promise me you’ll send a 
truck up as quickly as you can.’ We 
agreed to give it a shot, and it has been 
fantastic for both sides.”

There are now six or seven deliveries 
a day. It makes his shop more efficient, 
and it’s not a hardship for the jobber.

“They needed my loyalty to make 
that work,” says Stein.

“There is value in having loyalty,” says 

MANAGEMENT

There are plenty of programs designed to help improve your 
business… Are you taking advantage of them?

By Allan Janssen

Working with your

JOBBER
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Jeff Mitchell, strategic accounts devel-
opment manager for Carquest Canada. 
“The jobber’s perspective is, ‘If you 
spend money with me every month, 
year after year, and something goes 
wrong, I’m going to look after you. I 
don’t want to see you hurt.’”

“The thing we focus on when we talk 
to shops is who their competitor truly 
is today,” says Mitchell.

He says Carquest, like other ware-
house-distributors, builds its programs 
by looking at what independent shops 
need to compete against dealerships – 
things like technical training, nationwide 
warranty, and roadside assistance.

As for parts, he’d rather see people 
buying quality parts that raise the repu-
tation of the entire industry.

“Some shops get caught on the price 
of something. They think buying a 
lower-priced part wins them the job. 
But their margins are lower, their 
comebacks are higher, and their 
customer satisfaction suffers.”

The price issue is an important one 
for Stacy Gustafson, who owns 
Athabasca Tirecraft in Athabasca, Alta. 
with her husband Kevin.

“The price of parts is always third on 
our list of priorities. Marking up parts 
is one thing, but where we make your 
money is selling labor,” she says. “Good 
jobbers understand our business and 
what we need to be successful. They 
understand the way we run a business. 
And running a successful repair shop 
is very different from running a jobber 
store. They get that.”

She doesn’t worry about a part that 
costs $10 more than it used. She trusts 
that the jobber has the shop’s larger 
interest at heart.

“You have to have trust in the people 

you do business with.”
Building trust through relationship 

is incredibly important, says Steve Van 
Kessel, owner of Parry Automotive, a 
Modern Sales jobber in Orillia, Ont.

“If we’re bringing a product to our 
customer, we hope they know we 
wouldn’t be wasting their time,” he says. 
“We’re both in this for the long haul. 
We want to partner with shops that are 
going to be around for years, and who 
will think of us as their partners.”

He believes one of the challenges for 
shop owners is that they’re bombarded 
with program options from jobbers.

“Shop owners are so busy with what 

they have going on from day to day that 
they don’t have the time – or don’t want 
to make the time – to scope out all the 
opportunities that are offered,” he says. 
“We’re in a very mature industry, and 
there’s a tremendous amount of compe-
tition. People are overwhelmed.”

Seeing the surfeit of choices that 
shops have, Uni-Select has taken steps 
to simplify things.

“We’ve had great success with our 
Build Your Own Program model. It 
allows each shop to select just what 
they need, and pay for only those 
items,” says Linda Donnini, senior 
director of national business solutions 
at Uni-Select. “They like the flexibility. 
We have all the tools and solutions that 
they might need. But instead of trying 
to fit it all under one program, they get 
to pick and choose what they need. 
And once a year, they can revisit it and 
opt for a different package.”

“In today’s landscape, automotive 
service providers (ASPs) need new 
tools,” says John O’Dowd, senior 
director of marketing and banners at 
NAPA Canada.

MANAGEMENT
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“Technology is the biggest challenge 
for shop owners – both the use of tech-
nology to repair vehicles and to attract 
new customers. In the dealership world 
they’re used to tackling new tech-
nology. But a lot of corner garages still 
need some help.”

And the training is not restricted just 
to the technical variety, he adds.

“Most of our ASPs customers come 
from a mechanical background. And 
while it’s important to stay up to date 
with mechanical training, they need a 
lot of help on the business end,” he says.

“A lot of them are not used to seeking 
new business. They grew up in the 
business when you could wait for 
someone to come through the front 
door. Today you need to find your 
customers and entice them. Shops need 
a jobber that can help them drive some 
of the business in with modern CRM 
systems, advertising programs, 
GeoMarketing, and social media. Some 
of these things represent a barrier for 
many of our ASP customers. We help 
them through it.”

Steve Yurchak, vice president of 
Worldpac Canada, also says training is 
the most important offering these days.

“For many shops this is the biggest 
challenge they’ll face. They need to 
know how to fix the car of tomorrow. 
Staying up to date is difficult when your 
bays are full and you’re run off your feet 
taking care of the cars of today,” he says. 
“We have some of the best training 
available. We want to help them stay 
on top of vehicle technology so they 
can stay in business.”

Again, it all boils down to mutual 
benefit for auto parts distributors and 
service providers alike.

“We know that if service providers 
are not succeeding, then they’re not 
buying parts and equipment. Their 
success is really the success of the 
entire automotive aftermarket,” says 
Yurchak. “It all comes down to them.”

And while independent shops defi-
nitely have a lot on their plates, he’d like 
to see them slow down long enough to 
see the opportunities all around them.

“There are some who get it and see 
great benefit in working with their 

jobber. They take the training, they take 
advantage of the programs, they get the 
help they need. Others are not as open 
to it,” he says. “I don’t know if they are 
suspicious or what, but they’re going it 
alone. And that’s a shame because we 
have tools that they can use.”

Reluctance to be part of a program 
often stems from the lack of a relation-
ship between the shop and jobber, says 

Gustafson.
“A lot of business owners think, 

‘Everyone’s out to get me. They just 
want my money!’ They end up just 
trying to protect themselves, not 
sharing information, or working with 
other businesses,” she says.

“The better shops grow out of that 
phase, and start looking for partners 
in the industry.” 
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It stands to reason that suspension 
components perform best when the 
vehicle is at its prescribed curb weight 
and ride height.

So, can extreme vehicle lifting result 
in incorrect positioning of undercar 
parts? Absolutely.

Not only can improper lifting have 
an impact on the performance and 
longevity of chassis and suspension 
parts, it can also cause vehicle insta-
bility in emergency steering and 
braking situations.

Most people associate lift kits with 
light-duty pickup trucks, SUVs, and 
other 4x4 vehicles. Drivers of these 
vehicles are more likely to enjoy taking 
their vehicles off-road. Lifting the 
chassis and, thereby increasing the 
ground clearance, allows them to go 
on more dangerous terrain without the 
fear of damaging the undercarriage.

Car lift kits are usually about aesthetics 
more than functionality. The end goal is 

often to install tires that are significantly 
largely than the stock set, and change the 
overall look of the vehicle.

But whether for aesthetics or 
function, experts agree the lift must 
respect the original steering angles, 
maintaining OE specs so as to avoid 
putting undo stress on undercar parts.

Manufacturers say lift options 
require proper planning, and the work 
really shouldn’t be left to amateur 
enthusiasts who have little or no under-
standing of suspension geometry.

“It’s not something to be taken 
lightly,” says Gord Paton, manager of 
engineering and R&D at Toronto-based 
Mevotech.

He says aggressive lift kits can reduce 
the life of chassis parts, cause early 
failures, and result in handling issues 
if not properly installed.

“An extreme lift is a major overhaul 
that can affect a lot of different systems,” 
he says. “Depending on how extreme it 
is, it can impact the driveline due to 
changes in the driveshaft angles. That 
can impact the performance of the 
universal joints. The steering linkages 
can be impacted as well, since the 
distance from the steering box on the 
body to the front wheels will be increased. 
It can even impact the electrical system, 

as it may be necessary to extend the ABS 
wiring harness to compensate for the 
increase in ride height.”

The suspension is probably the most 
impacted, he points out, since an 
extreme change in the ride height will 
impact everything from control arms 
to ball joints, stabilizer bars, end links, 
springs, and shocks.

And if larger tires are installed, that 
can require major upgrades to the 
braking system, including new rotors, 
calipers and pads.

Paton says making all the appro-
priate changes can be a very expensive 
proposition, but it’s important to do 
the job right to ensure optimal vehicle 
handling and road safety.

“I would suggest if you’re going to lift 
a vehicle, make sure you have a kit that 
has all the components you’re going to 
need to do it right,” he says.

Some shops are quite prepared to 
give their customers the extended 
height they want, but then don’t 
recommend upgrading components 
like control arms and ball joints that 
can address all the changes in the 
suspension geometry.

“You have to make sure the ball joints 
have sufficient range of motion to 
accommodate the extra suspension 
travel that they’re going to get when 
they go off-roading,” he says. “There 
can be indications when a ball joint 
has traveled beyond the intended range 
of motion, and it has actually impacted 
with the side of the ball joint housing. 
That’s not supposed to happen.”

He says the over-travel will create 
additional loads that can lead to accel-
erated wear and, ultimately, the failure 
of the ball joint.

Over-travel is also an issue with torsion 
bar lifts – probably the most common 
type of vehicle lifts. There’s a potential to 
overload the torsion bar, since the 
lowered control arms have more travel 
in the upwards or ‘bump’ direction.

For example, if a truck’s suspension 
was originally set up for 20 degrees of 
control arm swing up and down at the 
original ride height, and the ride height 
is increased by lowering the control 

Dramatically changing a 
vehicle’s ride height can have 
expensive – and potentially 
dangerous – implications.

By Allan Janssen

Lift with
CAUTION
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arm by 10 degrees, the vehicle would 
now have 30 degrees of travel in the up 
direction and 10 degrees in the down 
or ‘droop’ direction. If the vehicle 
encounters a severe bump that drives 
the suspension up to the bump stop, it 
will impart 50% more stress into the 
torsion bar than what was intended.

It stands to reason that modifica-
tions need to keep the original specs 

in mind, says Jim Markle, vice 
president of sales and marketing at 
Lesjofors Automotive, a maker of coil 
springs.

“A vehicle and its components are 
designed to be used around curb 
weight, so with an extreme lift – or 
lowering – the components will most 
likely work in the wrong ‘position’ and 
some of the parts will most likely get 

a shorter lifetime.”
He says that while the technical team 

at Lesjofors doesn’t do theoretical or 
physical testing to determine the 
impact of lift kits on steering and 
suspension components, they agree 
that going to extremes is risky.

“When we’re talking about a 
passenger car with too much lift or 
lowering, it’s not rocket science,” he 
says. “It will definitely hurt some of the 
components and put things like drive 
shafts, propeller shafts, and steering 
parts under higher ‘pressure.’”

In addition, he says, a bad lift could 
make it hard to properly align the 
wheels, and reach all the recommended 
wheel and axle settings.

Paton agrees, saying that a failure to 
achieve proper alignment is an indica-
tion that something is clearly wrong.

The use of suspension blocks is less 
invasive than a full structural lift, but 
it presents significant drawbacks. It 
reduces the working potential of the 
spring, and throws the suspension 
geometry out of whack. Similarly, using 
a spacer between the top of the spring 
and the strut mount gives additional 
ride height. But it doesn’t maintain the 
suspension integrity.

The bottom line is that changes to 
vehicle geometry will change suspen-
sion loads. Extreme lifting or lowering 
will add unwanted loading to compo-
nents, which may result in accelerated 
failures of these items.

“Think about the impact of the lift,” 
says Paton. “It’s really not something a 
person should undertake without a lot 
of understanding of what they’re doing 
to their vehicle. They’re moving the 
center of gravity higher, so the vehicle’s 
tendency to roll is going to be higher. 
The tendency to pitch, which is forward 
motion, is also going to change. The 
rotation under braking is going to 
change the dynamic of how the truck 
handles, so it’s not something that 
should be taken lightly.”

As with many vehicle modifications, 
it should be left to a professional who 
has been trained to consider all the 
impacts of the work. 
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One of my trade school instructors 
started a class off once by talking about 
“the self-destructing heat machine” 
that stops modern vehicles.

There were definitely some confused 
looks in the class that Monday morning! 
But he wasn’t wrong. That’s a perfectly 
good description of a braking system.

Getting a vehicle to move involves 
energy. It can come from fossil fuels, 
an electrical battery pack, or the force 
of gravity pulling it down a hill. Energy 
– as we all learned in school – cannot 
be created or destroyed. It can, 
however, be transformed from one 
form to another. And that’s exactly 
what brakes do.

The brake system trans-
forms the energy of 
motion into three 
things: heat, light, and 
sound. How effectively 
it does this can have 
great consequences 
on braking safety and 
performance.

Too much heat and 
the brakes will start to 
fade. Allow the heat to build 
up even further so that its 

components begin to glow bright red 
and the brake fluid will quickly boil 
away. As for sound, well, no one likes 
squealing brakes and brake manufac-
turers have spent a lot of money devising 
ways to minimize that!

When it comes to most cars and 
trucks on our roads, engineers build a 
vast number of compromises into the 
braking system for the sake of afford-
ability and mass production. They 
minimize the parts count, keep 
material and manufacturing costs 
down, standardize wheel sizes, and 
reduce the total vehicle weight as much 
as possible. These are just a few of the 

compromises they strike, largely 
for business reasons.

But these factors don’t 
come into play when it 
comes to performance 
vehicles. Mass produc-
tion, cost savings, and 

business sustainability simply aren’t as 
much of a concern. Rather, the concerns 
of the engineers who design perfor-
mance braking systems are focused on 
reducing the effects of brake fade, 
dealing with the massive of amount of 
heat that can be created in race envi-
ronments, maintaining the ideal caliper 
stiffness for optimal pedal feel, and 
reducing the total weight of the braking 
system. Performance cars and trucks 
today easily top 500hp. Having that 
much power means that the braking 
system has to be similarly robust in 
order to bring the vehicle to a halt.

Brake fade typically accompanies 
very aggressive and repetitive high-load 
brake applications, resulting in 
increased brake pedal effort and longer 
stopping distances.

During a brake application, the brake 
caliper will apply pressure to the brake 
pads to grab, or bite, the surface of the 
brake rotor. During this application, the 

TALKING TECH

Making it all 

Performance brakes are expensive but the advanced  
technology behind them may eventually work its way  

 down to normal production vehicles.

By Jeff Taylor

This carbon ceramic rotor 
shows the vent holes and 

lightweight center hat. 
Photo courtesy of Brembo SGL Carbon 

Ceramic Brakes.
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brake material will immediately heat up 
due to the friction. And heat brings wear.

As brake materials and the glue and 
other compounds that hold the pad 
together, wear down, they produce dust 
and gasses which build up between the 
brake pad and the rotor. This will 

reduce the co-efficient of friction 
between the pad and the rotor because 
the layer of brake dust and gas shrinks 
the available surface area that the pad 
can grip onto the rotor.

The result is that more brake pedal 
pressure is needed to achieve the same 
stropping distance.

By the way, regular commuters will 
see this same effect on rainy days, when 
brake rotors have to deal with a layer 
of moisture.

This kind of brake fade is not to be 
confused with the vaporizing (boiling) 
of the brake fluid, which is a separate 
and different issue. In most cases, 
performance vehicles will be factory 
equipped with Dot 4 brake fluid which 
has a higher boiling point to lessen the 
chances of evaporation.

There are a number of ways that the 
problem of brake fade can be dealt with.

The brake pads may have grooves 
cut in them, or have segmental surfaces 

to aid in gas and dust removal. High-
performance brake pads will be made 
of different friction material 
compounds that can deal with higher 
surface temperatures, and reduce 
out-gassing. These compounds ensure 
optimum stopping performance over 
a wide temperature range.

Another common technique is to use 
grooves, slots, cross-drilled holes, or a 
combination of these across the surface 
of the rotor. Simple grooves or slots, 
machined into the surface of the rotor 
will aid in the dissipation of heat and 
remove the gasses and dust created 
during the brake application.

Cross-drilled holes do the same thing; 
they allow for the gasses and dust to 
escape, while also aiding airflow and 
cooling. The design, length, direction, 
depth, angle, and pattern of the holes 

The design, length, direction, 
depth, angle, and pattern of the 
holes or slots all affect the brake 
rotor performance.  
Photo courtesy of General Motors.

Braking systems like this, with carbon 
ceramic brake rotor assembly and 
matching lightweight one-piece caliber, 
are designed to work as a complete unit.  
Photo courtesy of Brembo SGL Carbon Ceramic Brakes

This rotor cutaway shows the pillar 
structure on the inside of the rotor  
for cooling. The design also makes  
the rotor lighter.  
Photos courtesy of Audi AG.
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or slots all affect the brake rotor perfor-
mance. In fact, the patterns and designs 
are highly proprietary, the result of much 
research and development.

Simple changes can have dramatic 
effects on brake performance and pad 
life. If the groves, slots or cross-drilled 
holes have a sharp edge, they’ll be more 
aggressive, and remove more pad without 
increasing surface glazing. Increasing the 

pad’s bite on the rotor improves perfor-
mance but increases wear.

For longer pad life, the grooves, slots 
and cross-drilled holes will have a slight 
chamfer that lessens pad wear. The 
effects of grooving, slotting, and cross-
drilling a rotor – along with using 
different brake pad compounds – 
improve braking performance under 
both wet and dry conditions.

Aggressive braking creates a tremen-
dous amount of heat… and this heat 
has to be dealt with in the braking 
system. The rotor is designed to absorb, 
store, and then dissipate the heat that 
is created by braking friction.

Performance rotors come in many 
designs from high-carbon cast steel, to 
co-cast iron rotors with aluminum hats, 
to the exotic carbon ceramic rotor. The 
use of high-carbon steel resists 
cracking, heat checking, and wear 
much better than tradition cast iron. 
Some manufacturers will use more 

virgin materials and smaller amounts 
of recycled ingredients to improve the 
quality and consistency of the rotor.

The use of a co-cast assembly that 
has an aluminum hat and a cast-iron 
rotor reduces the weight of the brake 
system by as much as 4 kg (9 lb.) per 
rotor. All performance cast-iron rotors 
will have venting technology to provide 
better air flow through the interior of 
the rotor to dissipate heat.

Special directional vanes, pillars, and 
other features direct the air through 
the rotor, give it thermal stability, and 
increase the cooling capacity of the 
rotor. The proprietary patterns and 
features that are cast into the inside of 
the rotor also reduce the physical stress 
transmitted during braking. In other 
words, they reduce the warping that 
brake heat can cause in a regular rotor.

Preventing thermal cracks and heat 
checking is definitely a priority. But 
internal design can also significantly 
reduce the weight of the rotor, with no 
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Carbon ceramic brake rotor and the 
multi-piston one-piece caliper on a 
Camaro Z28.  
Photo courtesy of General Motors.

http://wwwpureoil.com


compromise in braking ability.
The carbon ceramic rotor is derived from the brakes used 

on fighter jets. This technology spilled over to the rest of the 
aviation industry in the 1980s and then into F1 racing. It’s 
now being used in the consumer automotive industry.

Porsche has been using carbon ceramic rotors for more 
than 12 years now with great success. They’re also available 
on the Camaro Z28, Corvette, Nissan, Audi… and a host of 
other high-end cars.

A carbon ceramic rotor deals best with brake heat but 
that’s just one of its advantages. It also weighs about half of 
what a conventional cast-iron rotor weighs, produces less 
noise during application, and is resistant to salt and corrosion 
because it’s non-metallic. It also results in dramatically less 
dust – and the dust it does create isn’t magnetic.

Best of all, it means dramatically reduced unsprung weight, 
which enhances suspension response and vehicle handling.

The carbon ceramic rotor’s extremely hard surface delivers 
stable co-efficient of friction values throughout the deceler-
ation process, even when braking from extremely high speeds 
or during high operating temperatures generated by repetitive 
hard braking. Because its physical characteristics make it so 
hard, it resists wear, warping and could be considered a 
“lifetime” (300,000 km) part under normal driving. The pads 
will still wear out, of course.

The only drawback to the carbon ceramic rotor and its 
braking system is its substantially higher cost. These rotors 
are difficult to manufacture. 

To apply even force across the brake pads and get the proper 
bite on the rotor surface, a fixed one-piece lightweight caliper 
will be used. Typically made of aluminum these “monobloc” 
opposed, multi-piston, fixed calipers are the performance 
brake designer’s choice.

Fixed calipers improve the efficiency of the braking system 
and supply an even force across the backing plate of the 
brake pads.

Monobloc calipers have increased stiffness that a floating 
single piston caliper doesn’t provide.

And the use of a number of opposed sequentially sized 
pistons (4, 6 or 8) in the caliper reduces the pressure that 
each piston applies, while increasing the actual surface area 
that each piston is applying force to the brake pad.

The results are that the increased stiffness of the caliper 

and piston-to-pad surface area gives the system a more stable 
brake pedal pressure and better brake pedal feel during a 
hard stop. Calipers that are made from aluminum reduce the 
weight of the braking system and many include stainless steel 
radiators or heat defectors to shield pistons and piston boots 
from the brake heat.

The performance brake system has to provide the ability to 
stop all the power that the vehicle is capable of producing. It 
has to do it smoothly and comfortably for the driver, and deal 
with the heat and stresses that the system is going to produce.

Adding the carbon ceramic brake package to a 2016 
Corvette adds about $9,000 to the price of the vehicle. That 
fits the definition of “prohibitive” but as with all automotive 
technology, mass production and innovation will eventually 
bring prices down.

Perhaps some day this type of advanced braking technology 
will find its way onto every day vehicles. 
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Jeff Taylor is a former ACDelco Technician of the 
Millennium winner and the Canadian Technician 
of the Year for 2005. He’s the senior tech at Eccles 
Auto Service in Dundas, Ont.

The carbon ceramic rotor was first 
used on fighter jets. The technology 
spilled over to the rest of the aviation 
industry and then into F1 racing. It’s 
now being used in the consumer 
automotive industry.
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With today’s space-saving 
engine designs, changing 
drive belts often involves 
negotiating some pretty 
cramped underhood 
infrastructure.

That’s why it’s probably wise to spend a few extra minutes 
while you’ve got the engine apart to inspect all the well-en-
trenched parts that you can’t normally see.

The trouble is that a lot of repair shops are sensitive about 
recommending services that might appear to be unnecessary 
add-ons. So how do you assure the customer that the services 
you’re suggesting are truly necessary?

Of course education is the solution. Explaining the basics 
of how a vehicle is designed to operate allows you to list the 
benefits of doing a more thorough job.

Automotive belts and all their related components, such 
as pulleys tensioners, and water pumps, need to be properly 
inspected and replaced when needed to avoid untimely failure. 
Doing everything at once only makes sense.

Replacing a timing belt, for example, typically requires two 
to four hours of labor. Changing the tensioner and idler at 
the same time does not add significant time to the job. 
Similarly, the water pump is typically easily accessible during 
a timing belt service and could prevent redundant labor costs.

Failing to replace all the ancillary components leaves weak 
links in the system that could cause a timing belt failure and 
very costly repairs.

“We recommend to all professional repair technicians to 
replace all accessory drive components at the same time to 
prevent the serpentine belt from premature and uneven wear, 
reducing the chance for loss of tension or belt slippage on 
any of the system’s components,” says Tom Lee, marketing 
manager for North American automotive aftermarket 
products at Continental.

“The operative suggestion is to not replace one single 
component, but replace them all to ensure continuous and 
optimum engine operation,” he says.

The bottom line is that a more thorough underhood inspec-
tion and a complete belt replacement strategy ensures customer 
buy-in and ultimately helps build customer loyalty.  
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Doing it

How to 
communicate 
the wisdom of a 
more thorough job 
when replacing 
underhood belts.
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Turnplates
Hunter Engineering’s 
W i n A l i g n  H D 
alignment system 
n o w  o f f e r s 
PowerSlide turn-
plates in a flush 
mount configuration 
as a component of 

Fully Integrated Alignment (FIA). New 
flush mount PowerSlide turnplates 
offer a clean, level grade installation 
and smooth approach. 

Hunter’s heavy-duty PowerSlide turn-
plates automatically lock and unlock 
during the alignment process to ease 
service and increase safety. The 
PowerSlide turnplates eliminate the need 
for dangerous jacking to remove cumber-
some pins and WinAlign HD PowerSlide 
turnplates eliminate workflow interrup-
tions and increase efficiency in the 
service lane.
www.hunter.com

Smoke machine
Motorvac has launched 
the Cool Smoke HP 
to address the 
growing need for 
leak detection in 
forced induction 
a n d  o t h e r 
h i g h - p r e s s u r e 
systems. It requires no heat source to 
generate dense, UV dye-enhanced 
vapor from 3 psi up to 60 psi. It features 
a lightweight design and an intuitive 
3.5” color LCD display. Full digital 
controls deliver a level of precision not 
possible with analog gauges. It also has 
Bluetooth capability and a companion 
app that allows the Cool Smoke HP to 
be controlled via mobile device. It 
includes a turbo adapter kit and both 
bright white and true UV leak detection 
lights for full functionality right out of 
the box.
www.motorvac.com

Hand cleaners
Permatex Fast Orange Xtreme Hand 
Cleaner is a new, professional grade 
formulation from the makers of Fast 
Orange, designed specifically for auto-
motive technicians. It is said to deliver 
more cleaning power than the original 
Fast Orange Hand Cleaners and other 
competitive brands. Permatex Fast 
Orange Xtreme features Permatex’s 
proprietary MicroGel technology for 
better cleaning efficiency and new odor 
eliminating technology that neutralizes 
the smell of gasoline, oil, and other 
common odors.
www.permatex.com
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Diagnosing and crimping
OTC has introduced the 4484 Weather 
Pack Ratcheting Crimper Kit and the 
3210 OBD II scan tool with Brake and 
Steering Angle Resets to help technicians 
accomplish diagnostic and crimping 
tasks more easily and efficiently. The 4484 
Weather Pack Ratcheting Crimper Kit 
includes two interchangeable crimping 
dies to cover wire range AWG 22/20-18 
and AWG 16-14/12. Dies easily slip into 
place and are held securely by magnets. 
The ratcheting crimp action creates a 
more secure, protected crimp. The 3210 
OBD II scan tool includes CodeConnect, 
ABS and Airbag coverage with more than 
26 million top reported fixes available 
through CodeConnect. Capabilities 
include brake service, steering service, 
oil and battery resets, and BMW brake 
pad sensor resets. Additionally, the tool 
includes European ABS and manufac-
turer-specific powertrain coverage, and 
reads and displays ABS and airbag codes 
for most 1996 and newer GM, Ford, 
Chrysler, Honda, Hyundai, Nissan and 
Toyota vehicles.
www.OTCTools.com

Scissor lift
Forward Lift’s new FS77 
scissor lift is designed 
for smaller service bays 
and quick-service tasks. Using less than 
44 square feet of space, it features a 
low-profile 4-1/8 inch drive-over height 
for easy vehicle positioning. It also 
accommodates a wide range of vehicles 
and pick-up points. Ramps attached to 
the platforms are hinged to drop down 
to a 65-degree angle to increase acces-
sibility for easier brake and wheel 
service, or lock in the up position to 
extend the pick-up point surface area. 
The lift’s 78-5/8 inch rise height creates 
working space for even the tallest tech-
nicians. It has a 7,700 lb. lifting capacity.
www.forwardlift.com

Steering and suspension
Federal-Mogul Motorparts has 
expanded its line of Moog steering and 
suspension parts with the introduction 
of 26 new parts. The new parts include 
a leaf spring shackle bushings for Ford 
F150 trucks and Lincoln Mark LT; 
control arm bushings for 2007-2011 
Honda CR-V; a ball joint for Dodge Ram 
1500 trucks, and an aftermarket-first 
suspension control arm for Dodge Ram 
2500 and 3500 Heavy Duty trucks. First 
to the aftermarket models is the Moog 
Problem Solver front right stabilizer bar 
link for Mazda3; and outer tie rod ends 
for Chevrolet Kodiak C6500, C7500 and 
C8500 trucks. Moog product engineers 
also introduced tie rod ends, rear 
wheel-hub assemblies, and control 
arms/assemblies for a variety of models.
www.MOOGParts.com

Battery monitor
Burlington, Ont.-based 
Brierly Technologies has 

developed a battery 
monitor that can 

track a battery’s 
performance on 

the fly. The Battery-Guard can be 
mounted to any battery quickly, with 
immediate and accurate reports sent 
to the recipient’s cell phone. It is 
described as a low-cost but accurate 
voltmeter for professional or DIY use. 
The Battery-Guard is a Bluetooth device 
that can be connected to 6, 12 or 24V 
batteries to enable remote monitoring 
via smart phone. In addition to a colorful 
speedometer style visual graphic of 
voltage level and numeric display, the 
APP also allows storing of time stamped 
voltage levels for later review. Up to five 
transmitters can be labelled and 
connected with the APP.
www.bti-chargers.com
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Rick Cogbill is a freelance writer and former 
repair shop owner, based in Summerland, B.C. 
You can read more Car Side adventures in his 
book A Fine Day for a Drive. Go to  
www.thecarside.com.

“So maybe that the oil residue is from the old cooler repair?”
Chico nodded vigorously. “Si, I think so.”
“Well, that’s a relief !” Beanie got down on the creeper and 

did some scouting under the front end. “Hey, this flexible hose 
they used? It’s such a tight fit that it’s completely pinched off. 
There’s no way coolant can circulate properly in this engine.”

I’m always surprised by what you can find in a Baja parts 
store. They not only had the thermostat, but the proper 
bottom rad hose, complete with the junction block with 
multiple bypass hoses trailing off from it. It looked like an 
octopus. “We’ll start with a new hose and a thermostat,” I 
suggested. “Maybe we’ll get lucky.”

Beanie and Chico got down and dirty, and after the new 
parts were installed, they took off on a road test. But they 
didn’t look ready for a fiesta when they returned. “No es 
Bueno,” lamented Chico.

Beanie nodded in agreement. “Nope, not good. The temp 
gauge is still fluctuating. However…” He opened the door so 
I could see better. “I have the engine cover off, and I can reach 
the hoses to the rear heater. They’re stone cold even though 
the engine’s hot.”

“Sounds like a massive air lock.”
“Exactly,” said Beanie. “I think we should get that solved 

and see what happens.”
After bleeding all the air out of the cooling system and the 

rear heater, everything was back to normal. The temperature 
gauge ran dead centre, and there were no signs of any head 
gasket problems in the coolant tank. It was time for a party.

“Ok, let me get this straight,” said Beanie, his mouth full as 
he reached for another fish taco. “As far as we can tell, the 
lower rad hose rubbed through on the sway bar, causing it 
to lose coolant. Thinking it was the thermostat, they took it 
out and put the van back on the road again. But because the 
hose was still leaking, the van overheated again, and that’s 
when they put on the flexible hose. Of course, it didn’t fit 
right, and the system wouldn’t bleed out the air.” He paused 
to wipe some salsa from his chin. “Then there was the oil in 
the overflow tank that made it look like we had a head gasket 
issue.” He paused. “Boy, that sounds complicated.”

“Welcome to life in Mexico,” I said, dishing up some more 
refried beans onto my plate. “I’m just glad we got the over-
heating problem solved without any major work.”

The Bean didn’t answer right away and when I glanced up, 
his face was turning red. “Of course, if you keep eating those 
peppers, something else might overheat. I’m glad we’ve got 
separate motel rooms!”
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A dry, hot wind blew across the gravel parking lot, settling 
another layer of fine red dust into the small two-bay shop. 
Beanie took off his cap and wrung out the sweat. “Wow,” he 
said. “This dust gets into everything. How does a guy keep 
his toolbox clean around here?”

I chuckled. “Get used to it, Toto; we’re not in Kansas 
anymore.”

The Bean and I had just arrived in the California Baja of 
Mexico, far from the fresh water lakes and pristine forests of 
Canada. It was my annual charity trip to teach auto repair 
and mechanical principles to the local young men, and this 
time I’d brought Beanie along for the experience.

Just then one of our students walked in. “¡Bienvenidos, 
míos amigos! ¿Cómo estás?”

“We’re doing fine, Chico. Hey, that was a great supper last 
night! Thank your wife for us.”

Chico nodded, his eyes bright. “Senor Bean, how is your 
stomach today?”

Beanie grimaced. “Hanging in there. But those peppers you 
made me eat last night came out just as hot as they went in!”

Chico shrugged. “Si, but I think you will learn to like them.” 
He turned to me. “Senor Slim, we are having a small problem 
with our Ford van.” He pointed outside to a 2001 Econoline 
Super Duty that I recognized from my trip the year before. 
The charity we’d signed up with used the 15-passenger van 
to haul work teams around the village. With over 300,000 

kilometers on the clock, it looked tired.
“What’s the story, Chico?”
“First, the thermostat went bad, so we took that out. Then 

the lower rad hose blew, so we put on a flexible universal one. 
Ever since then the temperature gauge is going up and down 
and it overheats on the hills.”

By this time Beanie had the hood open and the cap off the 
coolant reservoir. “Oh-oh, I see some oil floating on top of 
the coolant. We’ve got possible head gasket issues.”

Inwardly I cringed. We only had a week, and to do head 
gaskets on a 5.4L engine in a van… well, it wasn’t something 
to look forward to. Besides, I was puzzled about the chain of 
events. “Chico, tell me again why you changed the thermostat; 
was it stuck closed or something?”

He shrugged. “I don’t know. One of our drivers said it was 
bad and he took it out.”

Chico had kept all the old parts in a cupboard. Beanie 
inspected the old rad hose.“Looks like it rubbed through on 
a steering component,” he suggested. “If it was just a ther-
mostat and a rad hose, it wouldn’t be such a bad job. But that 
oil worries me.”

Suddenly Chico’s face lit up. “Oh, I remember now! That 
oil, I think that was from last year. We had a leak in the trans-
mission cooler and we had to change the radiator.”
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Some like it hot
When Slim introduces Beanie to the California Baja  

everything starts running above temperature.

By Rick Cogbill



Mercedes-Benz Downtown
(647) 426-0780
Mercedes-Benz Thornhill
(905) 695-8300 
Mercedes-Benz Markham
(905) 480-1600
Mercedes-Benz Mississauga
(905) 593-2250 

Mercedes-Benz Midtown
(647) 426-9891
Mercedes-Benz Maple
(905) 585-9310
Mercedes-Benz Etobicoke
(647) 288-0122 
Mercedes-Benz Green Lane
(905) 695-1998

Mercedes-Benz Vancouver
(604) 736-3179
Mercedes-Benz Boundary
(604) 639-3306
Mercedes-Benz Richmond
(604) 304-6651
Mercedes-Benz North Vancouver
(604) 984-7780

Corporate Store Locations

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 
factory-trained parts specialists serving the greater 
Toronto and Vancouver areas. Our quick deliveries, 
competitive pricing, and industry-leading customer 
service makes us a perfect fit for your business.

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

http://www.mdwholesale.ca
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