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Kevin Chapman may not be the most 

experienced counterperson in the 

Canadian aftermarket, or the one with 

the most extensive automotive  

background, but the skill level he has 

been able to build—and the way he 

views the expanded role of the  

counterperson—are a key reason he is 

the 2009 Counterperson of the Year.
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Customers don’t want to get their car ser-
viced, ever, but the acute “pain points” on 
which the quality of the experience can hinge 
occur in three key areas: time management, 
communication, and knowledge. 

For example, doing everything else well but 
not greeting a customer immediately drops 
customer satisfaction from 889 to 763. Not get-
ting them an appointment when they desire it 
is equally damaging; similarly, not having the 
vehicle ready when promised harms the entire 
experience for the consumer. 

“We know time managing is critically impor-
tant. It’s not about minimizing time; it’s about 
managing the customer’s expectation of time.”

From a communication standpoint, it is 
important to focus on the customer when dis-
cussing service, explaining all the work required 
and asking questions of consumers about their 
service needs. Customers also want to be kept 
informed of the status of their vehicle; if it’s 
ready now, let them know. Failing to do so drops 

the CSI rating to 786 from 873.
Knowledge, the nuts and bolts 

of the repair business, can’t be 
discounted, comprising 16% of 
what’s important to customers. 
Understandably, inaccurate esti-
mates are bad for customer satisfac-
tion ratings, but so is missing out on 
providing helpful advice. When cus-
tomers have work recommended, 
customer satisfaction increases (to 
839 from 770), suggesting custom-
ers view the process as helpful.

There is a delicate balance, said 
Robinson, in the competition for 
service dollars. “You don’t want 

to compete on price; you want to compete on 
value.”

Managing Expectations Key to 
Building Satisfaction

High customer satisfaction ratings may give a 
service provider that “warm and fuzzy” feeling, 
but they also bring customer loyalty and build 
parts sales for the aftermarket. And it’s about 
more than repairing the car properly.

That was the message to Young Executive 
Society (YES) workshop attendees from 
Ryan Robinson, senior manager, Automotive 
Research Solutions at J.D. Power and Associates.

The workshop was held to coincide with 
Aftermarket Day at Georgian College’s 
Canadian Automotive Institute in Barrie, Ont., 
which provides students with detailed insights 
into the aftermarket. Both are organized by the 
Automotive Industries Association of Canada. 
All participants worked on assignments follow-
ing Robinson’s presentation, looking at ways to 
manage customer expectations and build cus-
tomer satisfaction at the consumer level.

“Everybody in this room has a role to play 
in delivering customer satisfaction,” Robinson 
told the 40-plus attendees of the YES workshop. 

He pointed out that while the recent focus 
for many repair businesses has been on pro-
viding a pleasant waiting-room environment, 
sometimes including amenities like cappucci-
no makers and wireless Internet connections, 
what drives customer satisfaction over the top 
lies elsewhere.

“On average, more than half of custom-
ers don’t stay while their car is being ser-
viced,” thereby making the waiting-room expe-
rience fleeting at best. Customer satisfaction, 
he explained, is built by the way a customer 
is treated. “It’s not, generally speaking, in the 
bricks and mortar.”

According to research, it is also not about 
just the quality of the repair. More than any-
thing, the customer’s service initiation and 
advisor experience drive customer satisfaction.

High ratings are, he continued, about man-
aging customers’ expectations through proper 
communication techniques, before and after 
service.

Bob Rosen, Dayco, discusses details of his group’s 
assignment at the Young Executive Society customer 
satisfaction workshop in Barrie, Ont., while Nathalie 
Coulombe, of Pieces de Camions Normand Sicard, and 
others look on.

Follow us on Twitter. 

Get AutoServiceWorld.com 

News and more by  

following JobberNews 

on Twitter.

Federal-Mogul and 
Affinia Release Third 

Quarter Results
Federal-Mogul reported 
US$1.4 billion in sales 

during Q3 2009, an 
increase of US$76  

million over Q2 2009. 
With Q1 2009 as the base-
line, Federal-Mogul has 

raised its gross margin by 
2.6 percentage points. 
Affinia’s net sales were 
US$542 million for the 
quarter, compared to 

US$581 million for the 
same period in 2008. The 

decrease in sales was  
primarily the result of 
unfavourable foreign  
currency translation.
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The YES workshop was held in conjunction with the 
Canadian Automotive Institute’s Aftermarket Day, which 
hosted nearly 200 students for in-depth discussions on 
the industry.
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Canadian Among Pair Named to APRA’s 
Distinguished Service Award 

Voika Loukanov, president and CEO of D & V Electronics in 
Woodbridge, Ont., and Eugene Neugebohr of International 
Automotive Trading of New York and Michigan have been 
awarded the Automotive Parts Remanufacturers Association’s 
Distinguished Service Award.

Loukanov was hired as a consultant by Dixie Electric in 1994. 
After he developed the alternator tester, he developed testers for 
starters, regulators, and solenoids that could be easily used by pro-
duction remanufacturers. Loukanov has been a strong supporter 
of APRA and has provided training at clinics and conventions and 
has opened his plant for tours by APRA members.

Neugebohr began his aftermarket career with Lucas Israel in 
1965. Shortly afterwards, he came to the U.S., where he started 
Lucas’ Reman Division at a time when the firm was a dominant 
force in imported parts. In 1979, he started his own rebuilding 
operation in Southfield, Mich. and co-founded International 
Automotive Trading in New York.

Techspan Industries Appoints R.B. Skelly Sales 
Ltd. as Sales Agency for B.C.

John Loomis, vice-president, sales and marketing, Automotive 
Division of Techspan Industries Inc., has appointed R. B. Skelly 
Sales Ltd. as the exclusive sales agent for the province of British 
Columbia for Techspan Automotive products.

Bob Skelly of R.B. Skelly Sales Ltd. has 26 years of sales experi-
ence, 20 of them in the agency business. Techspan Automotive is 
a Canadian manufacturer of Techspan Wire, Cable & Electrical 
Accessories, Techspan Lighting & Safety Equipment, and Pollak 
and Cole Hersee Electrical Control Products.

For more on these and other stories, log 
on daily to autoserviceworld.com

SAE International 
Releases Test Results for 

Low-GWP Refrigerant 
Based on the results of 
SAE’s most recent tests, 
the sponsors of the SAE 

CRP1234 have concluded 
that HFO-1234yf is an 

environmentally friendly 
refrigerant suitable for 
use in direct expansion 

Mobile Air Conditioning 
(MAC) systems. The 

report is the third SAE 
report to evaluate the 
new refrigerant. HFO-
1234yf is a non-ozone 
depleting substance 

with a Global Warming 
Potential (GWP) of 4 

compared to the current 
refrigerant, R-134a, which 

has a GWP of 1430.

g     g     g

OpenGate Capital to 
Acquire Gabriel North 
America Ride Control 

Business 
OpenGate Capital has 
announced that it will 

acquire the Gabriel 
North America ride 

control business from 
ArvinMeritor. 

Gabriel North America 
operates in both the 

aftermarket and Original 
Equipment Manufacturer 

(OEM) segments. This 
marks OpenGate’s fourth 
acquisition in the past six 
months and its first in the 
automotive sector. For this 
investment, OpenGate is 
partnering with Gabriel 

North America’s  
management team to 

complete a transforma-
tion of the business.

Continued on page 8
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This past July, NAPA held the 2009 NAPA 
Ontario Region “Golf for a Cure” Charity 
Tournament and raised $14,000, which 
was donated to the provincial branch of 
the Canadian Cancer Society. From left 
to right: Tom Mondoux (general man-
ager, Cambridge DC); Kevin Patterson 
(sales manager, Cambridge DC); Kim 
Godbehere (administrative assistant, 
Ontario Region); Susan McGuire 
(Canadian Cancer Society); and Andy 
Murphy (sales manager, PBE - Ontario). 
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Obituary: Ron Landry
Long-time Maritime sales representative Ronald Raymond 
“Ron” Landry passed away in November at the age of 78.
Landry passed away at the Moncton Hospital surrounded by 
family after a brief illness. 

Landry was a part of the automotive aftermarket in the 
Maritimes for more than 50 years. He retired from Gray Tools 
in the 1990s but continued to work as an agent for Uni-Tool. 
He was also an avid jazz drummer and a die-hard fan of the 
Montreal Canadiens.

He is survived by his wife of 52 years, Shirley (Caissie) 
Landry of Dieppe; daughter Suzanne Corazza (Piero) of 
Richmond Hill, Ont.; son David of Moncton; three grandchil-
dren, Hannah, Luca and Davide; two sisters, Dorine Mazerolle 
and Marie-Anne Gaudet, both of Moncton; three brothers, 
Amos (Helen) and Robert (Audrey), both of Moncton; and 
Charles (Vera) of Orangeville, Ont., his former daughter-in-law 
Carol-Lynn, as well as many nieces and nephews.
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Continued from page 6

APPOINTMENTSLetter to the Editor…
Dear editor,
Well, after several years somebody 

gave their head a shake—but they still only see part 
of the problem when they make the statement, 
“Changing the cultural perception of an indus-
try position that is relatively underappreciated 
depends squarely on addressing the level of training 
the industry is willing to invest” (“Counterperson 
Training,” Countertalk, September).

Training is definitely part of the problem, 
but an equal or greater problem that needs 
to be addressed is the lack of recognition and 
monetary reward for a skilled counterperson 
who continues to learn and upgrade his skills. 
Until this industry can pay better wages and 
benefits, similar to other professionals, to the 
people who fill the positions of professional 
counterpeople it will never attract the best 
people for this job and will continue to lose 
some of the good ones it has.

I can only think of a few other sectors that 
require skilled people to do a job but fail to 
reward them properly for their knowledge and 
expertise. I have seen people invest their own 
time and money to pursue recognition such as 
ASE certification and find out they might as well 
have invested their time and money elsewhere as 
it meant nothing to their employer.
Stewart Hayes
Kincardine, Ontario
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Registration Now Open 
for 16 Courses Available 
through University of the 

Aftermarket
Registration is now open 

for the winter term of 
the University of the 
Aftermarket Distance 
Learning program. 

Offered in a Web-based 
environment, each of 
the 12-week courses is 

certified for 3.0 ECUs that 
can be applied toward 
the participant’s AAP 

(Automotive Aftermarket 
Professional) or MAAP 

(Master Automotive 
Aftermarket Professional) 
certificate. Please visit the 
“Course Calendar” page at 
www.universityoftheafter-
market.com or call (800) 

551-2882.

Heath Breedlove has joined Beck/Arnley as its 
new vice-president of retail and program group 
sales. He reports to Paul Farwick, vice-president 
of sales for Beck/Arnley. Prior to Beck/Arnley, 
Breedlove served as regional director of store 
sales for General Parts Inc., where he managed 
sales activities for more than 20 Carquest Auto 
Parts Stores’ corporate sales.

Jim Braun John Grote

Grote Industries has announced the appoint-
ment of Jim Braun as chief financial offi-
cer and John Grote as vice-president of sales 
and marketing. Bob Shively has also joined 
Grote Industries as U.S. sales manager, Grote 
Electrical Connections and Accessories divi-
sion. Bob will report to Eric Morris at Grote 
Industries’ Markham, Ontario location.

DECEMBER OTC p4,6,8.indd   8 02/12/09   3:18 PM

http://www.universityoftheaftermarket.com


Focused content, unparalleled readership, 
and audited circulation guarantees your message 
reaches the market.

Only The Automotive Group
Delivers Canada’s Entire
Automotive Aftermarket

Jobber News Magazine
Since 1931, the only magazine dedicated to the distribution
segment of Canada’s automotive aftermarket. 12 issues per year,
plus the Annual Marketing Guide Directory. 
Audited Circulation: 10,000 plus.

Bodyshop Magazine
Published for Canada’s collision repair professionals since 1970,
with the best readership in the country. Six issues per year. 
Audited Circulation: 10,000 plus.

Service Station & Garage Management
Covering the entire independent service sector since 1955 with the
largest circulation of any automotive aftermarket publication in
Canada. 12 issues per year. Audited Circulation: 28,000 plus.

l’automobile
Delivering French-language content to Quebec and French-
speaking aftermarket readers across Canada since 1939. 6 issues 
per year. Audited Circulation: 8,000 plus.

L’automobile
pièces et service

Contact us at: The Automotive Group, Business Information Group, 12 Concorde Place, Suite 800,
Toronto, ON Canada M3C 4J2  Toll free from the U.S.: 1-800-387-0273 or Canada 1-800-268-7742.

email:TheAutomotiveGroup@bizinfogroup.ca

THE

AutoServiceWorld.com Bodyshopbiz.com Lautoservice.com

AUTO GROUP AD  11/18/09  3:18 PM  Page 1

AUTOMOTIVE GROUP p9.indd   9 02/12/09   2:48 PM

http://www.bodyshopbiz.com
mailto:TheAutomotiveGroup@bizinfogroup.ca
http://www.autoserviceworld.com
http://www.lautoservice.com


B rake calipers’ continued popularity as 
a remanufactured product line relies 
heavily on the fact that their cleaning 

and repair is very minimal and allows for rapid 
turnaround.

“[Brake calipers] are a fairly simple repair. 
It’s not like with alternators and starters where 
you have a lot of electrical components,” says 
Richard Osborne, vice-president of Pineridge 
Auto Supply in Oshawa, Ont. 

This process involves cleaning and shot-
blasting the original casting and steel parts 
to their original finish. The castings are then 
honed, sleeved, retapped, and inspected 
before reassembly begins. 

While reman usually represents a small por-
tion of a jobber’s inventory, remanufactured 
brake calipers are one of the more popular 
product categories for investment.

“I would say less than 10% of our business is 
with remanufactured products. Our biggest in 
the line right now is still starters and alterna-
tors. That’s what I have the biggest cores on. The next one 
might be rebuilt calipers. Nobody’s doing new calipers for 
brake systems. I think it’s still predominantly a rebuilt mar-
ket. I don’t think the new market has taken that over yet,” 
says Jon Pedersen, president and general manager of T&H 
Auto Electric Limited in Hamilton, Ont.

Tony Edwards, marketing director for Cardone, says 
Pedersen’s assessment is spot-on. “SKU proliferation cre-
ates challenges to having a positive ROI on new calipers. 
Calipers are mostly of a simple design, most of the cost is 
in the material (which is salvageable in the reman process), 
and the quality of reman is excellent. There is also so much 
proliferation, and reman allows for complete coverage,” says 
Edwards.

“The jobbers are trying to run a business like everybody 
else and squeeze the buck as much out of everything, but our 
market has been shrinking because everybody’s been cutting 
in to sell the same product,” says Joe Rinaldi, president of 
Armatures DNS 2000. “Before, all you had to do was get the 
product on the shelf and you were almost guaranteed a sale; 
now the customer has options.”

JOBBER NEWS / DECEMBER 200910

Remanufactured Calipers: 

Still Going Strong
By David Halpert

While some jobbers argue that the exchange of cores is 
a neutral transaction at best, the value is in the perceived 
rarity of the product and not its actual value, as Rinaldi 
explains. “Everything has a market value as a core when they 
take them off the cars. If it’s an item everybody’s looking for, 
the core’s value is way up. If it’s something that there is an 
abundance of on the market, the core comes down to a very 
low price. If you’re looking at the North American market 
and you see how many cars are on the road, it’s not unrea-
sonable to think that you would be scrapping 50,000 cars 
a day. A certain amount of these are obsolete because the 
cars are too old, [but] on the market some are hot numbers 
because everybody’s looking for these parts.”

While new products have definitely played an increasing 
role, rest assured that brake calipers’ presence in the reman 
market is going to be here for the long haul; it’s a product 
category that lends itself perfectly to quality, availability, and 
price afforded by the remanufacturing approach.

THE REMAN REPORT
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REMAN Steering Pumps / Gears

REMAN Rack & Pinion

REMAN CV Drive Shafts REMAN Water Pumps

REMAN
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I n recent years, no product category has benefited more 
from the remanufacturing sector than starters and alterna-
tors. Their quality and price-competitiveness compared 

with new products have made them a force to be reckoned 
with for several decades, and while some jobbers are quick 
to go the route of new when it comes to their starters and 
alternators, others argue differently.

“Many electronic components fail and I think a lot of it 
is offshore [products] coming from China with cheaper 
component parts. I don’t think the Chinese are up to date 
as far as the electronic end of it goes. I think they should go 
back to the old days where they would repair some of these 
units with new regulators, or new solenoids, or new brushes, 
instead of just replacing the unit,” says Dick Fisher, owner of 
Fisher Auto Parts in Kingston, Ont. and a former Jobber News 
Jobber of the Year.

While a good number of remanufacturers offer new as well 
as reman units, many jobbers are coming to the understand-
ing that it’s hard to stay competitive by only offering one or 
the other. It is the realization that one is not better than the 
other, but rather each complements the other equally.

“We introduced a new line of starters/alternators [because] 
we don’t know where the market is going to go,” says Joe 
Rinaldi, president of Armatures DNS 2000. “The market itself 
is going to determine what the customer wants. The only 
problem with this is we’re having a hard time, because for us 
to be profitable, it has to come from China. We’re letting the 
market decide what [the customer] wants. We’re not dictat-
ing to them that ‘This is what we have, take that or nothing.’”

Although selling reman is harder now than ever before, 
many remanufacturers are gaining new sales through new 
customers, not necessarily existing customers. One of the 
ways Dixie achieves this is by providing jobbers with a listing 
of what is either lacking or otherwise missing from their exist-
ing inventories.

“At Dixie we have what’s called IMS (Inventory Management 
System) and we [evaluate jobbers’] current inventories, 
whether it be with Dixie or a competitor,” says Bob Sinclair, 
aftermarket sales manager for Dixie Electric. “Say they want 
to have the top 60% of all automotive sales [for starters and 
alternators]; we can tell them in an instant what numbers 
they’re missing so we can say, ‘This is what you’ve got covered 
and this is what you don’t have.’ We do this for our custom-
ers on a regular basis to make sure that they’ve got the right 
numbers in stock.”

THE REMAN REPORT
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Reman Electric:
A Force to be 
Reckoned With

By David Halpert

There’s no question that a reman product is as good, or in 
some cases better, than a new part; however, many jobbers are 
quick to point out that technicians will be in favour of new if 
simply offered that option.

“I don’t think it really matters what name you say or what 
brand. Once you say ‘new,’ it kind of sells it for you. And most 
of the time, when [technicians] talk to their customers, it’s 
pretty easy to sign the end-user for $25 or $30 more to get a 
brand new one,” says Gary Cowie, owner of Gary Automotive 
& Industry Sales in Edmonton, Alta.

There was a time when only a handful of alternators/
starters covered 80% of cars on the road. Today, we’re see-
ing hundreds of part numbers being released as a result of 
proliferation, and some jobbers are having trouble providing 
appropriate coverage, even on the most popular units.

“What’s happening is the units from China come in and 
force the price down of the real popular numbers. [For 
Dixie] it takes 57 part numbers to sell 50% of our automotive 
business, and 114 part numbers to sell 65% of our business. 
Because of the proliferation of the numbers, it’s easy to say 
I’m going to cover the top 50 or the top 100 numbers in new, 
but there are still another 500 numbers to get the next 20%,” 
continues Sinclair.

And that fact alone will keep reman electrical as part of the 
aftermarket for the foreseeable future.
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A lthough electronic products—not to be con-
fused with electric products such as starters 
and alternators—are remanufactured in much 

the same way as other automotive parts, the reman 
process is far more technical than a simple clean-
and-replace. 

“Remanufacturing as a whole follows the same pat-
tern: core acquisition, disassembly, cleaning, inspec-
tion, renewal, assembly of new and renewed compo-
nents, testing, packing, and shipping. Engineering 
research and documentation is completed for each 
step of the process and proven prior to releasing into 
production,” says Dave Frearson, marketing direc-
tor, drive train and electronics division, for Cardone 
Select Engineering.

“The difference between a mechanical part and 
electronic part is, obviously, how they’re tested. 
In electronics, everything is tested to simulate the 
numerous electronically controlled functions on the vehicle,” 
continues Frearson. “In reality, due to all of the testing and 
nature of replacing small components like resistors, relays, 
and capacitors on an electronic board, remanufacturing an 
electronic module is often more difficult than a mechanical 
part like a brake caliper. Moreover, an electronic part still has 
mechanical parts, like the box [casing] and the connectors 
for the wire harness.”

Says Jeff Elder, marketing manager for Bluestreak 
Electronics, “From experience you know certain high-failure 
components which you’ll just automatically replace. The pro-
cess begins with replacing those components, which in some 
cases have since been modified by the OE—for instance, 
an improved chip—so the process is similar to any other 
remanufacturing [procedure], where you clean and replace 
those high-failure components, test them, and replace what 
needs replacing.”

Unlike other product categories, the majority of electronic 
units being remanufactured are OEM. Similarly, certain elec-
tronic products gain an advantage in the remanufacturing 
sector due to their increasingly complex technology. Engine 
Control Modules (ECMs), for instance, have as many as 
12,000 parts numbers to their name, which makes it difficult 
for imports from China to compete.

“Overall, the electronics market is growing, with engine 
monitoring increasing [related to] more sensors, coils, and 
components, along with safety and convenience packages 
growing exponentially. OEM quality improvements over the 
years have significantly improved the lifecycle of electronics 
parts,” continues Frearson. 

“Some categories may be shrinking as technology improves. 
However, other segments are growing, due to the nature of 

Electronics:
A Growing Segment

By David Halpert

more cars having more electronic parts. As a result the entire 
segment is growing for Cardone. For a simple illustration, 
cars in the ’80s had a simple engine control module (ECM); 
now they have powertrain control modules (PCM), transmis-
sion control modules (TCM), body control modules (BCM), 
and ABS modules.”

One category that’s doing extremely well is mass air flow 
(MAF) sensors, says Elder, but that growth is attracting a vari-
ety of players, with spotty results.

“We’re seeing big double-digit growth. There seem to be 
more and more mass airflow sensors coming into the market, 
[and while] they may look right, and they may even perform 
properly, they’re not calibrated for OEM specs.

“We’ve definitely seen steady growth. We’ve seen a few 
spurts, but I think that has more to do with the age of the 
vehicles, and a lot of vehicles are lasting longer. They’re per-
forming at a higher rate, there’s more heat, and there are 
more things that are unfriendly to electronics.” 

Control modules may last for years, but when they do fail, 
the cost of replacing with an OEM part can be prohibitive 
relative to the value of that aging car. 

“Pricing is still a key advantage for a remanufactured part 
over the purchase of new. The overhead and engineering 
required to develop new ‘modules’ and associated vehicle 
electronics at the OEM is significant. For remanufacturing, 
the real hard work has been done,” continues Frearson. 
“What we [at Cardone] must do is figure out why the part 
failed and fix it, as opposed to tooling an entire board and 
more importantly, programming of the specific module.”

With more sensors, modules, and circuit boards tied to a 
vehicle’s ECU, the dependence on quality electronics in our 
cars is more significant than ever before.

THE REMAN REPORT
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Since every customer’s mix is unique to the vehicles in 
his market, and therefore jobbers’ inventories vary from 
store to store, steering and driveline parts have always 

provided a challenge.
In addition, many of these products (for instance, rack- 

and-pinion units and CV driveshafts) take up a lot of space, 
an increasing problem as parts proliferation hits every prod-
uct category. Jobbers have looked to price across all product 
categories to help ameliorate the financial burden of this and 
still deliver solid coverage.

“With the influx of so many offshore competitors, the focus 
has been who can offer the best price. Most suppliers lack a 
full-line program, however. The reman option has remained 
a viable one because it can provide that broad coverage 
that the new [product selection] lacks.  Additionally, many 
customers still prefer reman, and when it is priced right, 
it sells,” says Tony Edwards, director of marketing for 
Cardone Industries.

Despite the high quality of most reman products, 
many jobbers are either pulling back on reman or 
reluctant to invest more into reman due to the 
costs of handling, freight/delivery, and general 
space required in housing core returns.

“You’re handling the garbage, the rust, the dirt, 
and the grease; and a lot of [technicians] don’t clean 
them out so the oil spills. You’re constantly cleaning up, so 
it’s very messy and dirty, whereas if you sell a new water pump 
or a new drive axle or whatever, you don’t have to [clean up]. 
They can recycle their own product,” says Roger Copeland, 
president of Raco Auto Supply Ltd. in St. Catharines, Ont.

For driveline components (especially lengthy ones such 
as propshafts and CV drive axles), units are sometimes up to 
five feet long and therefore pose stocking challenges, often 
hanging over the end of the shelf so the boxes can be easily 
damaged. 

Despite some of the challenges that come with handling 
steering and driveline components, jobbers are very aware of 
the fact that reman is essential in both categories in order to 
succeed. It should be no surprise that this is largely the result 
of availability, parts proliferation, or some poor quality units 
coming from offshore new products.

“Many offshore competitors face quality challenges [due 
to] lack of reverse-engineering capabilities. They are masters 
of copying what they see, which may include copying an OE 
defect,” continues Edwards. “Cores will show why the OE unit 
is failing; when you see a repeated failure you can institute a 
fix over the original design. Warranty analysis obviously allows 
the remanufacturer to see problems they may have in their 
process and fix it; oftentimes offshore manufacturers will not 
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take warranty units back and they will just give credit. They do 
not want to pay the return freight.”

Nevertheless, two product categories that are seeing 
increased growth in steering and driveline parts are rack-and-
pinion units and CV driveshafts.

“The move from steering gears to rack-and-pinion has 
definitely been a boon to rack-and-pinion usage and replace-
ment rates. When I say usage, I mean they’re finding their 
way into more [light] trucks than ever today,” says Joel 
Fenwick, vice-president of Fenwick Automotive.

“What you want to do is satisfy customer demand, and it 
depends on which way the wind is blowing. Two years ago, 
the wind was blowing towards brand-new imported CV shafts. 
Today, the tides have turned to reman, because reman is at 
the same quality level or better,” continues Fenwick. “The 
new shafts that came out of Asia were few and far between. 
[You could tell] they did a lot of homogenizing of joint com-
ponents. When we remanufacture a CV shaft we grind the 
original outer joint, which was actually built and properly 
sized for that vehicle.”

And for the jobber, and the technician, the assurance of 
quality can outweigh all other factors in deciding what goes 
on the shelf and on the vehicle.

THE REMAN REPORT

Reman Driveline and Steering Parts: 

What’s Driving It?
By David Halpert
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The Automotive Parts Remanufacturers Association 
(APRA) launched its BuyReman Remanufacturing 
Marketplace in November.

The BuyReman Remanufacturing Marketplace features 
a wide range of products and services exclusively for the 
automotive and truck parts remanufacturing industry. While 
a broad range is included in the list of parts on the site, 
the focus is strongly toward component parts used in the 
remanufacturing process rather than completed units.

Within the marketplace, online searchers can locate 
products and services unique to the industry without the 
clutter of a general Internet search engine. Users have 
the option of performing keyword-driven searches or a 
category-specific search. Both methods produce the most 
industry-relevant results on the Web.

The website also includes a product showcase, which 
enables APRA members to highlight the many products and 
services they have to offer. With front-page rotation of select 
products that link directly back to the company’s website, 
this attribute will bring life to each product.

This new online business tool will be available to all APRA 
members and others in the industry from a link on the 
APRA homepage (www.apra.org).

The tool also includes a Request for Information (RFI) 
function, which allows users to contact participating suppliers 
at a click. With a downloadable desktop search application 
available, the site also gives users the ability to search for 

items directly from a small search window on their desktops, 
making the search process as convenient and time-efficient 
as possible.

The site also has the capability of including vendor-
supplied videos.

Remanufacturing Gaining in Popular 
Acceptance
Remanufacturing may have been a mainstay of the auto-
motive aftermarket practically since its inception, but when 
was the last time you thought about buying a reman super 
computer?

Sun Microsystems is promoting something close to that 
with computer systems in its high-end Sun Fire line of serv-
ers, going for more than $1 million even in remanufactured 
form. 

And the European Parliament, which buys tens of thou-
sands of printer toner cartridges each year, has changed 
its policy against reman units. A new contract being adver-
tised makes it clear that remanufactured cartridges can 
compete with brand new ones. “Taxpayers’ money should 
not be wasted,” says Laura Heywood, secretary of the U.K. 
Association of Toner and Inkjet Cartridge Remanufacturers. 
“Remanufactured cartridges have been proven time and 
again to be of the same quality as original cartridges, are 
up to 30-40% less expensive, and are more environment-
friendly.”

THE REMAN REPORT
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2009 Jobber News Counterperson of the Year

Kevin Chapman, Auto Machinery & General Supply, 
Fredericton, N.B.

SHOE SALESMAN
NO MORE
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About the
Counterperson of the 

Year Award
The Jobber News Counter-

person of the Year Award 

was created in honour of Abe 

Schwartz, who spent more 

than 50 years behind the 

counter as owner of hundred-

year-old British Auto Supply in 

Toronto, Ont. It was presented 

for the first time in 2005. 

Jobber News has served 

the Canadian automotive 

aftermarket for more than 75 

years. The award is sponsored 

by Activant Solutions and 

recognizes the  

importance of the front-line 

worker to the success of the  

automotive aftermarket parts 

wholesaler as well as the 

aftermarket at large.

By Andrew Ross

Kevin Chapman may not be the most experienced counterperson in 

the Canadian aftermarket, or the one with the most extensive auto-

motive background, but the skill level he has been able to build—and 

the way he views the expanded role of the counterperson—are a key 

reason he is the 2009 Counterperson of the Year.

“I actually started out selling shoes when I was 19,” says the 

32-year-old Chapman. “The owner of Auto Machinery [Ron Vaughan] 

came into the store shortly after he had his heart attack. He needed 

shoes for his walking exercise. 

“I ended up selling him about $800 worth of footwear. He came 

back about five minutes later and offered me a job. He said that 

anybody who could sell him $800 worth of footwear should come to 

work for him.”

An interview the next day, and he was on the job at Auto Machinery 

two weeks later. 

2009 Jobber News Counterperson of the Year

Kevin Chapman, Auto Machinery & General Supply, 
Fredericton, N.B.

SHOE SALESMAN
NO MORE
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And so began Chapman’s automotive learning experience. 
“It’s been constant learning over the years,” he says. A 

dozen years later, with assistant manager duties added to his 
responsibilities on the counter, he looks back on the early 
days with a mixture of nostalgia and trepidation. 

“I jumped right into the fire. In the beginning it was quite 
difficult. I didn’t know a spark plug from a plug wire. I had no 
clue what they were. I started in the warehouse and worked 
my way through, part-days up front and part-days in the ware-
house, eventually working into a full-time sales position on 
the counter.”

He says that that early experience in the warehouse helps 
him to this day: understanding the way items are stocked, and 
expanding his knowledge of the components, have become 
important facets of serving the customer.

Of course, he has had what must surely be one of the most 
consistently experienced crews to help him along the way. 

“There are three or four who have been here for more 
than 30 years. You can’t do anything unless you have that 
old-school knowledge. Your computer system can do wonders 
and the Internet can do wonders, but it’s hard to do this job 
without them. I ask them questions every day. You can’t really 
do this job right if you don’t.”

For him, it’s all about serving the customer, and he will 
continue to look at what it takes to improve it. 

Chapman says he sees technology as playing an increas-
ingly important role in helping to serve the customer’s 
needs quickly and accurately. He views computer tools as 
indispensible.

“Without the tools in place today, you can’t properly 
serve your customers. A lot of companies no longer have 

paper catalogues anymore; you have to use the Internet to 
help the customers get the parts they need.” 

David Vaughan, sales and marketing manager for 
Eastern Automotive Warehousing, which operates the Auto 
Machinery business, says that Chapman has really embraced 
the technology. 

“He definitely takes our computer system and pushes it. 
He’s the guy always asking for more and uses every IT advan-
tage we can give him.”

Vaughan goes so far as to say that Chapman is a driving 
force within the company.

“Every jobber is going through changes, and he is one who 
is driving change,” he says.

Chapman says that the advances in the tools available 
to the counterperson have been tremendous over the past 
decade.

“Activant’s Cover-to-Cover is a great tool. If you have a 
customer who knows what the part is, he can explain it to you 
and you can bring the picture right up on the screen. He can 
see if it is what he needs.”

Chapman says that it helps for both the professional trade 
customer, and perhaps more so, for the retail customer.

“I had a customer come in the other day; he knew where 
it was on the car and that it was leaking, but not what it was 
called. Of course he didn’t have the car or the part with him. 
But he described it and I was able to pull the thermostat hous-
ing up on the screen, which is what he needed.” He enjoys 
helping out the public, he says; it helps add a different ele-
ment to the day.

Continued from page 19
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“Every jobber is going through changes, and he is one who is driving change,” says David Vaughan, sales and marketing manager for Eastern 
Automotive Warehousing, which operates the Auto Machinery business. David Vaughan (left) seen here shaking hands with this year’s 
Counterperson of the Year, Kevin Chapman (right).
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But there’s more than a forward-looking attitude behind 
Chapman’s approach: he works hard. He offers a solid piece 
of advice to anyone looking at a career in auto parts. 

“Don’t expect anything to just come your way. Work for it. 
I never expected anything. If there was something I wanted, 
I brought it to their attention. I worked my butt off to get to 
where I am. I never expected to go to assistant manager, but I 
worked myself into the situation.”

Case in point: when the closing supervisor position opened 
up, he volunteered for it. 

“Nobody wants to stay until 6:00 or 6:30 every night when 
everyone else is off at five.” But that willingness to go the extra 
mile, internally as well as with his customers, has helped dis-
tinguish him in the eyes of the Auto Machinery management, 
as well as his customers.

Coming in, he knew he had something to prove to the 
professional customers, which breeds more good advice for 
those entering the role of counterperson.

“Basically I started as a shoe salesman, so I had to earn 
their trust. The biggest thing you have to realize is not to lie 
to the customers. Never lie to the customers. If you make a 
mistake, admit your mistake and move on. It goes a long way. 
Everybody makes mistakes.”

Lessons like that come from watching the more experi-
enced counter professionals around him. 

“Watch some of the other salesmen and the way they make 
their sales, and how they interact with their customers,” he 
advises. “Take bits and pieces and work them into your own 
way of dealing with customers.”

And, even though he is clearly excited by the way the tech-
nology has helped counter professionals serve customers bet-

ter and faster, he warns not to let it get in the way of providing 
the personal touch with customers.

The technology in place at Auto Machinery automates 
much of the order picking, and totes with orders slide up to 
the counter in rapid-fire progression.

“When we get the order on our computer, all we do is hit 
“P” for pick and it goes up to the warehouse and is distributed 
to whatever zone it needs to. It basically frees me up. 

“If the system is used right, you can put more customers 
through at the same time, but you have to make sure that 
your customer is fully taken care of instead of just pushing 
them through. 

“I’m not going to lie, a lot of my phone calls are short and 
sweet, but it basically starts with your greeting. Attitudes are 
contagious; it’s in the tone of your voice. You have to remem-
ber that you’re not just representing the company; you’re rep-
resenting yourself. You don’t want to be known as the grumpy 
guy on the counter.” 

Chapman says that he may not have started as “an automo-
tive guy,” but he feels he’s at ease in the role now.

“If I hadn’t been at Auto Machinery I never would have 
been a part of it. I will take a chance and work on my own 
vehicle now,” he says with a smile. “And in the last couple of 
years, I have started helping a pro stock race team. It’s not 
likely that I would have done that [before].”

It may not have started out that way, but clearly the auto-
motive industry has become a part of him and he a part of 
it. Good thing Ron Vaughan needed a pair of shoes all those 
years ago.
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“I’m not going to lie, a lot of my phone calls are short and sweet, but it basically starts with your greeting. Attitudes are contagious; it’s in the tone 
of your voice. You have to remember that you’re not just representing the company; you’re representing yourself. You don’t want to be known as the 
grumpy guy on the counter,” says Chapman.
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Dayco Canada 
congratulates 
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of  

Auto Machinery 
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in Fredericton, N.B. on 
winning the 
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of the Year 

award.
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Ride Height Raising

The new Rancho Loaded QuickLift technol-
ogy now includes the application-matched 
and installed coil spring and upper mounting 
plate. Rancho Loaded QuickLift provides 1 
inch to 2.5 inches of additional lift, allowing 
for the use of larger wheel and tire packages 
and providing an aggressive vehicle stance. 
Rancho Loaded QuickLift units can be wire-
lessly controlled from the cab with the Ran-
cho MyRide Wireless Controller.
Tenneco Inc.
(734) 243-8000
www.GoRancho.com

Absorbent
PermaSorb safely absorbs liquids 
including oil, coolant, ATF, brake 
fluid, paint, and solvents, and can 
remove residual surface sheen. Its 
biodegradable fibres lock in liquids 
to prevent leaching. Available in a 
15 lb. bag, PermaSorb can be dis-
posed of by incineration or bioreme-
diation, and has passed EPA tests for 
landfill disposal.
Permatex Canada
(905) 814-1977
www.permatex.com

Reman Turbos and Superchargers
Cardone Industries introduces A1 Cardone 
remanufactured turbos and superchargers 

to its line of automotive 
products. Cardone’s initial 
product release of 51 Turbo 
SKUs and nine Supercharg-
er SKUs covers 90% of the 
current U.S. gasoline and 
diesel market and includes 
over nine million vehicles 
in operation.
Cardone Industries Inc.
(215) 912-3000
www.cardone.com

NEW PRODUCTS

Leak Detector

The Bosch SMT 300 Smoke Tester uses Ultra-
Trace UV dye solution to create diagnostic 
smoke and leaves a UV light-traceable mark 
that pinpoints the source of the leak on a 
vehicle. A UV light is included with the SMT 
300 kit. The tester meets SAE standards for 
safe EVAP testing, and can also be used for 
testing of oil leaks, exhaust leaks, wind leaks, 
and EGR leaks.
Robert Bosch LLC
(905) 826-3270
www.boschdiagnostics.com

Intake Valve Deposit 
Cleaner
TerraClean’s Intake Valve 
Deposit Cleaner is designed 
for direct-injection engines 
to safely and effectively clean 
intake valves and combustion 
chambers. The product aids in 
restoring engine performance 
and mileage, improving fuel 
economy, eliminating cold car-
bon knock, and helping reduce 
emissions, and is available in 12 
fluid oz. bottles.

UView Ultraviolet Systems Inc.
(888) 708-3772
www.terraclean.net

Performance Head Gaskets 

Fel-Pro PermaTorque MLS performance head 
gaskets are now available for engine combina-
tions based on the popular LSX block from 
GM Performance. PermaTorqueMLS perfor-
mance head gaskets provide the robust seal 
needed to contain extreme combustion pres-
sures and temperatures common to naturally 
aspirated, turbo/supercharged, and nitrous-
equipped performance engines.
Federal-Mogul
(905)761-5400
www.federal-mogul.com
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Monotube Shocks
The MaxControl monotube shock 
for light trucks and SUVs is based 
on a 46mm-bore size for a quick 
response to bumps and other road 
imperfections. Single-tube design 
and the new multi-stage sealing work 
to minimize operating temperatures 
and contamination for longer-lasting 
performance. Gabriel’s floating pis-
ton technology and high-pressure 
nitrogen charging offers improved 
handling and performance over con-
ventional twin-tube shocks. 
Gabriel North America
(416) 255-9555
www.gabriel.com

Saddle Box

Weather Guard Products flagship saddle box 
is equipped with new attachment points for 
securing tools and supplies in the truck bed. 
New easy-find organization includes an adjust-
able metal tray, a removable parts bin and a 
level holder. Its heavy-duty construction fea-
tures a reinforced aluminum body and pow-
der-coat finish as well as lock guards shield 
against shifting cargo.
Emerson Professional Tools
(800) 456-7865
www.weatherguard.com

Fork Lift Scale

The Alliance Rice Lake CLS-420 Fork Lift Scale 
can be installed on a fork lift truck to combine 
lifting, weighing, transfer, and data collection 
functions. Increasing productivity and saving 
space by eliminating a floor scale, this NTEP-
certified scale features a rechargeable lithi-
um-ion smart battery, has an on-board weigh 
indicator with 1 MB memory, and uses wireless 
communications to provide data to a central 
computer system.
Alliance Scale Inc.
(800) 343-6802
www.alliancescale.com

Cold Air Intake System
Spectre Performance cold air intake systems 
feature a complete 3.5-inch diameter pol-
ished aluminum intake and an easy drop-in 
upgrade that includes a high-performance 
air filter. The included filter is washable, 
reuseable and backed by a 10-year/100,000 
mile warranty. Spectre Performance cold 
air intake systems come with all necessary brack-
ets, couplers, clamps, and adapters included. 
Spectre Performance
(909) 673-9800
www.spectreperformance.com
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January 2009
Top Story
AIA Calls on Provincial Governments 
for the Right to Repair 
In letters to provincial premiers, 
Automotive Industries Association of 
Canada (AIA) president Marc Brazeau 
pressed for greater transparency and 
accessibility for the independent service 
and repair industry.

The letter outlined some important 
statistics: in 2006, employment in the aftermarket industry 
reached 410,700, representing 44.8% of the entire automo-
tive industry; and total Canadian aftermarket retail sales 
reached $16.7 billion.
Headlines
Government Intervention Staves Off Automotive Sector 
Collapse; “Healthy And Strong” AIA Holds Annual General 
Meeting; Shell Recognized by Ontario Jobber; AkzoNobel 
Benevolence Program Marks 10-Year Milestone; Lord 
Corporation Names Canadians Among Top Representatives; 
Transit Warehouse Ushers in Green Facility; Motorcar Parts 
Of America Releases 2009 Fiscal Projection.

February 2009
Top Story
Team Effort Pulls Business from Fire
On the coldest night of December 16, a burning hotel fell on 
Great West Auto Electric in Assiniboia, Sask. only a few short 
months after Randy Wiebe, wife Leanne Tuntland-Wiebe, 
Sharon Walde, and managing partner Larry Reid purchased it.

Phones were temporarily re-routed to their Swift Current 
branch, nearly two hours away; by the Friday after the fire, the 
store had stock, a counter, and the phones were ringing. Within 
days the computer system was in and generating pick tickets. 
Headlines
Uni-Select Ontario Celebrates Success; Bestbuy Distributors 
Marks Major Moves in 2008; Affinia Extends Raybestos 
Name to Chassis Line, Targets Moog; Business Benefits 
Rule at GAAS 2009; Permatex Marks a Century in Business; 
Health Canada Orders Recall of Johnsen’s Brake Parts 
Cleaner.

March 2009
Top Story
Canadian Right to Repair Bill Gets a 
Boost 
The Right to Repair Bill gained momen-
tum with growing support from fed-
eral politicians, an industry-driven grass-
roots campaign, and a real chance to go 
to a vote.

Kicking off the campaign for sup-
port in Ottawa, bill sponsor Brian 

Masse (NDP, Windsor West) hosted a news conference with 
Automotive Industries Association of Canada president Marc 
Brazeau, Retail Council of Canada vice-president of federal 
government relations Terrance Oakey, and several represen-
tatives of the automotive service provider community.

Headlines
Alberta Apprentice Award Winners Named; Quaker State 
Positioned as Brand for Durability; Canamotive Celebrates 
25 Years; Evercoat Wins Supplier Honours From NAPA 
Canada And Sherwin-Williams; Spectra Premium Announces 
Agreement with Lordco Auto Parts.

April 2009
Top Story
Right to Repair Bill Debated in House of Commons 
The Right to Repair Bill, Bill C-273, reached a major mile-
stone in March, with debate on the bill taking place in the 
House of Commons. 

Prior to the debate, a call for action in the form of a let-
ter campaign resulted in all 308 members of Parliament 
receiving at least one of the 5,500 letters sent from all parts 
of the industry.
Headlines
Uni-Select Sales Up 32% in 2008; U.S. Study Reports 
Customers Pay More at Dealers; Vast Auto Names Spectra 
Premium Vendor of the Year; Wix Launches Online Media; 
Bestbuy Presents Honours.

May 2009
Top Story
CAA Expands Its Repair Operations in 
Ontario 
The Canadian Automobile Association 
of South Central Ontario (CAASCO) 
expanded its repair operations across 
Southwestern Ontario with the opening 
of eight new service centre facilities.

The service centres are fully owned 
by CAASCO, as distinct from the net-
work CAA Approved facilities. In addi-
tion to Toronto, additional service 
centres opened across Southwestern Ontario, located in 
Peterborough, Georgetown, Listowel, Kitchener, Stratford, 
Waterloo, and Milton.
Headlines
Lordco’s Big Fat Trade Show A Hit; General Motors to 
Retain ACDelco Business; Technical Training Focus of 
Lindertech North Event; SAE Takes Over Aftermarket Brake 
Testing Program; StrutTek Catalogue Now in Activant and 
Wrenchead; Bestbuy Adds Shareholder in Sudbury; Shad’s 
R&R Gets Set for 36th Year.

June 2009
Top Story
Car Dealers Get the News on Closures
In stark contrast to the handling of dealer closings in the 
U.S., where General Motors published the names of com-
panies whose franchises weren’t to be renewed, General 
Motors of Canada announced that it would close 240 dealers 
by 2010, but left it up to dealers to break the news to their 
communities.

The announcement followed similar news from Chrysler 
in the U.S., which said it would drop 768 dealers from its 
network.
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Year in Review 2009
A Roller Coaster Ride From Start to Finish

This year has certainly been an interesting one for the automotive aftermarket in the wake of the financial sector crisis. Though 
opportunity is ahead for the industry, this past year has had more than its share of news and events. Here are some highlights.
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Headlines
Sudbury-Area Business Named Top Shop at Ontario NAPA 
Convention; Hamilton-Area Association Holds 40th Annual 
Golf Tourney; Barton Auto Parts Flying High at New Show 
Venue; Uni-Select Wins 2009 Polk Inventory Efficiency 
Award; Valvoline Canada Expands Representation in 
Western Canada; Chilton Introduces Online TSB Database; 
Green Earth Technologies Signs Distribution Deal; Permatex 
Launches New Consumer Website.

July 2009
Top Story
Provincial Brake Standards Act Read in Ontario Legislature 
At a press conference at Queen’s Park, Guelph MPP Liz 
Sandals, alongside ABS Friction CEO Rick Jamieson, outlined 
Bill 181, an amendment to the Highway and Traffic Act that, 
if passed, would drastically change how aftermarket pads are 
manufactured, distributed, and sold in the province of Ontario. 

The act is essentially a twofold proposal calling for mini-
mum provincial standards for aftermarket replacement brake 
pads, and ensuring that any aftermarket brake pad sold in 
Ontario must be asbestos-free.
Headlines
AIA Members Vote For Change, New Bylaws Enacted; Shad’s 
Tops $3.5 Million Mark; Canadian Aftermarket Members 
Raise $9,000 for the Canadian Cancer Society; Continental 
Tire Launches New Innovative Marketing Support Program; 
BrakeQuip Appoints Distributor; Canadian Tire to Use Activant 
e-Catalogue; Trico Products Releases 2009 Application Guide.

August 2009
Top Story
Canadian Low-VOC Refinish Deadlines Finalized
The Canadian government has finalized the regulations on low-
VOC refinish product usage, giving manufacturers till mid-2010 
to stop manufacturing or importing non-compliant products for 
use in Canada and till December 2010 to stop selling them.

Though the regulation does not apply specifically to 
refinish shops, the implementation dates make December 
18, 2010 the de facto deadline to convert to compliant tech-
nology, as this is the final date when shops would be able to 
purchase non-compliant product.
Headlines
Transit Warehouse Inc. Opens New Distribution Centre; 
Sources, St. Henri & Dorval Auto Parts Celebrate 25 Years in 
the Business; Ontario Service Provider Event Brings in $30K; 
CRP Industries Moves to Larger Corporate Headquarters; 
UView Acquires MotorVac Technologies.

September 2009
Top Story
Canadians Scrimping on Car Maintenance, Dealer Share 

Down
According to the J. D. Power and 
Associates 2009 Canadian Customer 
Commitment Study, average annual 
expenditures on vehicle maintenance 
and repair services declined by approxi-
mately 7% from 2008.

The study found that average annual 
spending on vehicle maintenance and 
repair services declined to $856 in 2009, 
from $920 in 2008. Furthermore, the 

proportion of customers who say they “go to the cheapest place 
I can find for service” increased to 23% from 17% in 2008.
Headlines
Evening at the Ballpark Successful Again; The Dick Hunt 
Memorial Hits 19 Years; Activant, R. L. Polk & Co. to Offer 

New Parts Demand Intelligence Solution for Aftermarket 
Manufacturers, Distributors; SAE International Authorized 
by IACET as CEU Provider for Engineering Professionals; 
Hella Expands Headlamp Coverage for Late Model European 
Cars; New Holley Tech Service Hours.

October 2009
Top Story
Right To Repair Showdown In The 
Wings?
With the Right to Repair Bill going 
before the Standing Committee on 
Industry, Science and Technology this 
month, and a voluntary agreement also 
being touted, we reported that a stand-
off may be developing.

Federal Industry Minister Tony 
Clement announced the Canadian Automotive Service 
Information Standard (CASIS) agreement between auto-
makers and the aftermarket. Insiders said that efforts such 
as these constituted a deliberate attempt to scuttle the Right 
to Repair Bill.
Headlines
Uni-Select Makes Bid to Buy Outstanding Shares of U.S. 
Operation; Bestbuy Hits Quebec City for Buy & Sell; Denis 
Bellemore, Industry Force; Wells Introduces Searchable 
e-Catalogue CD. 

November 2009
Top Story
AIA Agrees to Support Voluntary Right to Repair Agreement
The Automotive Industries Association in Canada opted in 
favour of developing a voluntary agreement between the 
aftermarket and automakers.

The decision came on the eve of the Right to Repair Bill 
going before committee, after the association received an 
interpretation guideline stating that “for clarity, independ-
ent shops will have identical Data Stream Information [as 
that] provided to the OEM’s authorized dealers.”

This communication removed the main sticking point 
preventing the AIA from agreeing to join the voluntary 
agreement process. 
Headlines
AASA, Brake Manufacturers Council Announce Integration; 
Veyance Technologies Opens New Canadian Head Office; 
Wells Launches Web-Based Diagnostic Guide Covering ABS 
Trouble Codes; Beck/Arnley Adds New Foreign Nameplate 
Number.

December 2009
Top Story
Managing Consumer Expectations the Key to Building 
Customer Satisfaction
The Young Executive Society (YES) workshop was held to 
coincide with Aftermarket Day at Georgian College’s Canadian 
Automotive Institute in Barrie, Ont., which provides students 
with detailed insights into the aftermarket. Both are organized 
by the Automotive Industries Association of Canada.

All participants worked on assignments looking at ways to 
manage customer expectations and build customer satisfaction 
at the consumer level.
Headlines
Canadian Among Pair Named to APRA’s Distinguished Service 
Award; 2009 NAPA “Golf for a Cure” Charity Tournament; 
Techspan Industries Appoints R.B. Skelly Sales Ltd. as Sales 
Agency for B.C.; SAE International Releases Test Results for 
Low-GWP Refrigerant; OpenGate Capital to Acquire Gabriel 
North America Ride Control Business. 
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More than 1,000 Canadian aftermarket professionals and their guests attended 
a very successful Canada Night held in conjunction with Automotive Aftermarket 
Industry Week in Las Vegas this past November. We caught up with a few of the 
notables who were kind enough to let us take their photo.

Canada Night
L a s  V e g a s  2 0 0 9

28 JOBBER NEWS / DECEMBER 2009

DEC CANADA NIGHT p28.indd   28 02/12/09   2:54 PM



  AUTOMOTIVE PARTS &  
  ACCESSORIES
Goodyear Engineered Products

www.goodyearep.com/aftermarket
www.goodyearbeltsandhose.com
The officially licensed belt of 
NASCAR. Gatorback, the quiet 

belt. You can never replace Goodyear quality.

NGK Spark Plugs Canada Limited
www.ngksparkplugs.ca
The World Leader in  
Spark Plugs, Oxygen 

Sensors and Ignition Wire Sets. 
Used by 87% of the World’s OE Manufacturers

S.B International Inc. 
www.sbintl.com
“We keep engines  
humming”

ZEX AC Compressors Division of Mister Starter
 

www.misterstarter.com
Remanufactured/New A/C compressors and 
Turbochargers/Superchargers for complete line 
of cars and trucks, DOMESTIC & IMPORTS. 
Custom Rebuilds also available for your needs. 

  COLLISION REPAIR 
Masters School of Autobody Management

www.masters-school.com
Masters offers a number of 

education programs and implementation 
follow-up programs designed to take 
bodyshops to the next level of success.

Automotive Internet Directory
Visit these companies directly at their web addresses or check out the growing list of Hot Links at www.autoserviceworld.com. 
To find out how your organization can be included in this directory and on the web, contact Brayden J C Ford 416-510-5206

  HAND CLEANERS

GOJO Industries, Inc.
www.automotive.gojo.com
GOJO is a leading 
manufacturer of 
skin care products 
and services for 

many marketing including automotive and 
manufacturing. GOJO continues to pursue a 
commitment of creating well-being through 
hand hygiene and healthy skin.

  LUBRICANTS & ADDITIVES

Empack/emzone Automotive Care & 
Maintenance

www.emzone.ca
The high performance 
emzone product line 
is specially formulated 
for your detailing 

and maintenance needs. For maintenance: 
Lubricants, Brake Cleaners, Degreasers, and 
Coatings. For detailing: Glass Cleaners, Carpet 
Foams, Tire Shines and Auto Fresh.

  REFRIGERANT

Duracool Refrigerants Inc.
www.duracool.com
Nationally Distributed by: 

Deepfreeze Refrigerants Inc. The Leaders 
in Hydrocarbon Refrigerant Technology 
Guaranteed In writing not to harm any 
Mobile A/C System You can feel the 
Difference that Quality Makes “Our Formula 
Never Changes”.

  REFRIGERANT

Empack / emzone Refrigerants
www.emzone.ca
Eco-friendly, non-ozone 
depleting and system 
safe. The emzone 
quality A/C Refrigerant 

product line includes stop leak, system 
conditioner, oil charge, UV dye leak detection, 
and dryer offering colder vent temperatures, 
improved system efficiency, lower head pressure 
and greater gas mileage. Ideal for cars, trucks, 
SUVs and tractors.

  TOOLS & EQUIPMENT

AIR LIQUIDE CANADA INC.

www.airliquide.ca
Your one-stop shop for 
all your industrial gases 
and welding supplies.

Rotary Lift

www.rotarylift.com
World Leader in Lift  
Productivity

  WAREHOUSE DISTRIBUTORS  
  & BUYING GROUPS

Bestbuy Distributors Limited

www.bestbuyautoparts.ca
Independent buying group and warehouse 
distributor that allocates its profits to member 
shareholders and provides unbeatable value 
for independent jobbers.

The E.R.I. Group
www.theerigroup.com
Canada’s Premier Machine 
Shop Buying Group

Kerr Machine Shop Group Inc.

www.kerrmachineshopgroup.com
Buying group for machine shops and 
performance shops.

MarketplaceADVERTISERS INDEX

Company	 Page	#

Activant Solutions Inc.  
(www.activant.com/aftermarketsolutions) ............. 21
Agri-Cover, Inc. (www.agricover.com) ..................... 15
AIA Canada (www.aiacanada.com) ......................... 23
Autologue Computer Systems Inc. 
(www.epartconnection.com) ............................. 16, 17
BestBuy Distributors Limited 
(www.bestbuyautoparts.ca) ........................................ 8
Cardone Industries Inc. 
(www.cardone.com/gps) ..................................... OBC
Dayco Canada Corp. (www.dayco.com) .................. 23
Fenwick Automotive Products Ltd. 
(www.fencoparts.com) ............................................. 11
Fras-Le North America Inc. 
(www.fras-le.com/northamericanpads) ................ IFC
Goodyear Canada Inc. 
(www.goodyearrep.com/aftermarket)  ................. IBC
Kang Rich International Corporation 
(www.kangrick.com) ................................................ 23
Morneau Sobeco (www.morneausobeco.com) ...... 23
Noco Lubricants Canada (ww.noco.ca)  ................... 7
Promax Auto Parts Depot 
(www.autopartsdepot.ca) ........................................... 5
XRF Inc. (www.xrfchassis.com) ............................... 25

$899 Parts Store Software
•  Reliable. Users have run daily for 8 years 

without calling us for help.
•  Fast. Make invoices in seconds. 

1000s of charge statements in an hour.
•  Automatic. Updates inventory, charge 

accounts & core tracking.
•  Recall & reprint invoices from earlier 

today or any time up to 5 years ago.
• Use locally available hardware.
• Up to 37 user stations.
• There is nothing else you must buy.
• Optional Wrenchead cataloging.
• No contract to sign.
• Get our free video & demo disk.

Mib
Box 3367, Espanola, NM 87533 USA

505-293-8640
Serving you since 1977 with 

honesty & integrity.
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Auto parts warehouse 
Sales Rep. wanted.	

Send	resume	to	
roy@dnaautoparts.com
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Editorial
Comment

NEXT MONTH

W
hile there is little doubt there is much from 2009 to talk about, it is 
important to view the current economic and business environment 
in the context of looking forward to 2010. And there is certainly 
much cause for optimism.

The Right to Repair developments will, I am sure, bring access 
to repair information and tools to the entire aftermarket over the 

next few months. There will probably be a couple of bumps along the road—there 
always are with this kind of thing—but the core of committed parties gives great 
confidence of a positive outcome.

That will surely help the independent shops out there to capture some of the 
maintenance and repair business left without a home due to the closure of hun-
dreds of car dealers, which is also good news for our side of the service world. 

Of course, not every car dealer that lost its franchise has closed its doors. While 
those that are converting to independent facilities (the typical blueprint is a 
combination of independent service and used car dealership) may bring added 
competition to the local markets they serve, they will also bring a business man-
agement approach from which we can all benefit. 

Of course, alongside this shift in the service sector, and the loss of thousands of 
service bays as a result of the economic shock delivered over the last year, consum-
ers, too, have had their service patterns disrupted.

It is notable that while the average kilometres driven in 2009 dropped significantly, 
by about 1,500 kilometres (about 8%) from 2008, according to the J.D. Power and 
Associates Customer Commitment Index Study (though some may be attributable to 
the dropping out of two-year-old vehicles from the survey), the average mileage on 
cars being serviced by almost all categories of service outlet is creeping up. (For more 
details on the study, check out the 2010 Jobber News Annual Marketing Guide.)

I am particularly struck by the rise in the average mileage on eight- to 12-year-
old vehicles hitting the quick lubes, up from 167,000 km to 176,000 km, rivalling 
the average for vehicles frequenting independent repair outlets in this age group. 
This may mean that car owners have opted to get oil changes rather than expose 
themselves to the possibility of a thorough inspection, and if it does, it is evidence 
of maintenance delayed. For vehicles of this age, delays can be expensive, so shops 
will need to be at the ready to serve these customers with an option that will keep 
their cars properly serviced. 

At the other end of the spectrum is the younger vehicle, which is really where the 
independent aftermarket can make some hay—provided the parts supply chain can 
keep up. Because J.D. Power and Associates dropped the two-year-old vehicle from 
this year’s study, correlating the data for those youngest vehicles from year to year is 
tough, but the four- to seven-year-old category shows an increase in average odom-
eter readings of about 2%; that may not seem like much, but when it pushes those 
vehicles further over the 100,000 km mark, it can have a significant psychological 
impact on where people take their cars for service, playing even further into the 
independent aftermarket’s strengths. 

Together all these factors spell significant opportunity for the aftermarket, 
some of it still pent up awaiting an increase in consumer confidence, which is also 
creeping up.

All signals point to better days ahead.
This time around, Happy New Year is more than a greeting: it’s a promise.

— Andrew Ross, Publisher and Editor
aross@jobbernews.com

Undercar and 
Underhood product 
sales tips to keep 
your bottom line 
glowing are the focus 
in January. 

ATTENTION: FORWARD-
LOOKING STATEMENTS
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The GOODYEAR (and Winged Foot Design) trademark is used by Veyance Technologies, Inc. under license from The Goodyear Tire & Rubber Company. Goodyear Engineered Products are manufactured and sourced exclusively by Veyance 
Technologies, Inc. or its affiliates.  The Gatorback trade name is licensed to Veyance Technologies, Inc. by The Goodyear Tire & Rubber Company. ©2009 Veyance Technologies, Inc.  All Rights Reserved.

NASCAR Performance is a registered trademark of the National Association for Stock Car Auto Racing, Inc.
Goodyear Engineered Products in Canada is a proud supporter of The Children’s Wish Foundation of Canada. www.childrenswish.ca

Veyance Technologies Canada, Inc.

PERFORMANCE YOU CAN TRUST
Customers demand quality and reliability, and for 

years Goodyear Engineered Products has been there. 

Dependable performance in every aftermarket product 

and service provided including Gatorback Poly-V belt.

Goodyear Engineered Products Belts & Hose is an 

official sponsor of NASCAR Sprint Cup Series. Ask 

about the 2009 Promotional Program business growth 

incentive with new merchandise and rewards. 
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