Jobber News

Vehicle Security Professional (VSP) Launches in Canada • Canadian Repair Shop Receives AAIA Head of Class Award • Join the AIA Canada 2012 Grey Cup Party

MAGAZINE

N OV E M B E R

2 01 2

Serving the Automotive Aftermarket Since 1931

Canada Post Canadian Publications Mail Sales Agreement No. 40069240

WEB-BASED

technology
DRIVING JOBBER GROWTH
Web surfing and communication skills outshine
product knowledge

Heavy Truck Parts
Opportunities abound for
those up to the challenge
How to Capitalize on an
Aging Wheel Bearing Market
Engine Coolants
Which Additives Work Best?

Visit AutoServiceWorld.com.

November COVER 2012.indd 1

12-11-20 10:53 AM

This Month
Contents

November 2012

WEB-BASED

technology
DRIVING JOBBER GROWTH

Vol. 80,

No. 11

16     COVER

With the proliferation of parts and the
information age putting everything at
your fingertips, Web surfing is now
a more important skill than knowing
how a water pump works.

4

12

Over the Counter

Vehicle Security Professional (VSP) Launches in Canada;
MACS publishes new HVAC textbook; Join the AIA Canada
2012 Grey Cup Party; KYB America’s Corp. Registers
New Trademark; NAPA Sends Lucky Winner to the Grey
Cup; Engine Rebuilders Inc. Holds Annual Meeting and
Presents Awards; Canadian Repair Shop Receives AAIA
Head of Class Award; Bestbuy Show a First Class Event;
Timken Introduces Inventory Tool to Canada; Apex Tool
Group sold to Bain Capital.

Market Tracker: Capitalizing On an Aging
Wheel Bearing Market

25 Money & Management: Canada’s New

Anti-Spam Legislation –
What to Expect

A look at how Canada’s new
anti-spam law will affect your
business.

26

Knowledge Building:
Engine Coolant Specifications

Though automakers disagree
on which chemical additives
work best in their vehicles,
essentially any kind of antifreeze will work in any vehicle.
But how well will it protect the
cooling system, and for how
long?

With a growing number of aging wheel hub assemblies in
the marketplace, quickly recognizing the type of wheelend parts needed and having them in stock is crucial to
the jobber, fleet manager, and maintenance technician.

22 Market Feature

Aging Truck Fleets Driving Parts Sales

Shipping by truck is still an uphill battle, as the North
American economy slowly recovers from the recession
of 2008. However, the fact that so many older trucks
are still on the road bodes well for jobbers.

29 Autoserviceworld.com Internet Directory
30 Comment
THE GREYING MARKET

Departments
Appointments....................................................... 10
JOBBER NEWS / NOVEMBER 2012

P3 NOVEMBER CONTENTS.indd 3

Marketplace Classifieds/ Advertisers Index......... 29
3

12-11-20 10:44 AM

OVER THE
COUNTER
09

10

11

D
S ANIO
NEW
TION
T
ORMA
FO
NF
IN

201EM2BER

Vehicle Security Professional (VSP)
System Launches in Canada

NOV

Ontario College of
Trades Consultation
The Ontario College of
Trades (the College) is
calling for comments on
proposed regulations.
Consultation is being
held on two areas:
(a) Proposed Board
regulations regarding:
public notice of meetings
and hearings open to
the public, naming of
geographic areas,
and governing the
establishment of
apprenticeship
programs; and
(b) Proposed Board
Regulation on professional
misconduct: defining
professional misconduct
for the purposes of the
Ontario College of Trades’
complaints and discipline
process, and notice of
meetings and hearings
open to the public.
The deadline for the
receipt of comments is
December 3, 2012.
Visit the college website
(www.collegeoftrades.ca)
for further information
regarding the consultation
and/or to make a
submission.

Follow us on Twitter.
Get AutoServiceWorld.com
News and more by
following JobberNews
on Twitter.
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The Canadian automotive aftermarket industry
associations that partnered with vehicle manufacturers’ associations to create the Canadian Automotive Service Information Standard
(CASIS) in 2009 recently announced the official launch of a major new component of the
program.
The first course was held at Cochrane Automotive in Toronto, Ont., as part of the Lindertech North training event.
The Vehicle Security Professional (VSP) is a
data exchange system conceived and designed
by the independent repair community and the
insurance and law enforcement communities to
allow eligible automotive professionals and locksmiths to gain access to vehicle-specific security
information.
While the CASIS program was modelled on
the U.S.-based National Automotive Service
Task Force, the U.S. model for ensuring that
security system access was only afforded to professionals uses their national locksmiths association, which already had a certification process in place. No such locksmith organization
or process existed in Canada, so a new program
needed to be created.

The VSP system ha s
been developed as a mechanism to facilitate the secure
transfer of highly sensitive
vehicle security information.
After passing a comprehensive screening process and
obtaining a Vehicle Security
Professional identification
number, VSPs can now log
onto vehicle manufacturer
service information websites
that they subscribe to and
access security-related service
information (e.g., key codes,
PIN numbers, immobilizer
reset information, and other
similar types of information).
“Until the development of
the VSP program, aftermarket service professionals were
unable to provide certain
types of services to customers because their completion
was dependent on the use
of security-related information,” explains John Norris,
collision division chair of the
National Automotive Trades
Association (NATA), one of
the two national aftermarket
associations involved in setting up the program. “Over
the past several years, the
incidence of these types of
repairs has increased due to
the proliferation of advanced
security technology on large populations of
mid-priced vehicles.”
“VSP allows access to security-related information while protecting the safety and security
of consumers and the integrity of automobile
security systems. With this system in place, consumers can choose their service providers based
on preference while maintaining security at its
highest level,” notes Marc Brazeau, president
of AIA Canada, the co-developer with NATA of
the VSP program.
Registered VSPs are only allowed to access
this information at the request of a customer
and are required to follow strict positive identification standards to ensure that they in fact
have the authority to access the information.
The VSP system will operate in a similar fashion
to that in the U.S., where transactions are
monitored by the National Insurance Crime
Bureau, and are accessible by the Insurance
Bureau of Canada Investigative Services and
law enforcement agencies in Canada.
To learn more about the Vehicle Security
Professional program, visit www.vehiclesecurityprofessional.ca.
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Continued from page 4

Join the AIA Canada 2012
Grey Cup Tailgate Party
The countdown has begun
for the 100th Grey Cup
Championship, taking
place November 25th in
Toronto at the Rogers
Centre.
For $170 per person (plus
applicable taxes), this is
an ideal event to host your
key clients, friends, and
family. Come down for an
afternoon of fun, food,
drinks, and games.
The AIA Tailgate party will
be held Sunday November
25th from 12:30 – 3:30 pm
at the Real Sports Bar &
Grill, Maple Leaf Square,
15 York Street, Unit A,
Toronto, Ont.
Visit www.aiacanada.ca.

Gustafson’s Auto Clinic, Inc./Tirecraft
of Athabasca, Alberta, is one of six North
American aftermarket companies recognized
by the Automotive Aftermarket Industry
Association (AAIA) as a recipient of its 2012
Head of the Class Award.
The award is administered by the AAIA
Education Committee on behalf of the association, and was created to highlight and
recognize companies that continually invest in
employee education and training, and to promote the benefit that this investment provides
to employees, their companies, and the entire
aftermarket industry.
“Stacey and Kevin Gustafson, owners of a
nine-person shop, understand that they are
in the knowledge business,” says consultant
Bob Greenwood, who works with the business, which participates in the Automotive
Aftermarket E-Learning Centre “BEST” program. “They believe that training all employees in all areas of the business is a necessity;
therefore, in addition to providing access to
training in repairing vehicles, they require
all employees to take AAEC shop processes
and AAEC business management courses.
Technicians are required that for every three
technical courses they take, they must also take
a ‘soft’ course.
“The Gustafsons set aside a minimum
$10,000 per employee per year for training
and require training bonds for everyone. Each
technician has his own laptop and access to
online training and webinars. They also have
a dedicated computer lab with training DVDs
and manuals that can be borrowed. All training
for programs outside the shop is provided free
of charge.”
The 2012 Head of the Class winners, designated by aftermarket category, are:
Manufacturer (Large):
The Timken
Company, Canton, Ohio

Jobber News
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“It is inspiring to discover how forwardthinking aftermarket companies are empowering their people through the adoption of education programs and by encouraging participation in continuous learning opportunities,”
says AAIA Education Committee chairman
Mike Mohler, National Pronto Association.
“These companies understand the transforming
power of employee education in terms of profitability, relevance, and the strategic positioning
of their business in a crowded and competitive
marketplace. These companies don’t look at
training merely as an expense; rather, they
consider employee education to be one of the
many essential ingredients in an overarching
plan for operational excellence. Join us in
applauding the efforts of this year’s Head of
the Class winners for their vision and steadfast
commitment to the continuous improvement
of their most precious resource: their people.”
Winners were selected based on the education and training practices of the company,
including what prompted the company to invest
in training, the types of training accomplished,
the initial goals, their experiences, results of
the training, and any future plans. Each of the
winning companies exhibited a dedicated and
continuing investment in enhancing the quality
and level of learning and skill development in
their companies.
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Canusa Expands Distribution Centre

Want More?
A ribbon-cutting ceremony was held recently to celebrate the grand
opening of Canusa’s new warehouse space. L to R: Al Ryan, district
manager, ACDelco; Paul D’Aurelio, director sales and marketing, GM
Service Parts Operations; Corey Graham, national sales and marketing
manager, ACDelco; Bob Jones, founder and retired chairman of the
board, Canusa Automotive; Ivor Jones, president; and Stephen Drake,
vice-president, Canusa Automotive.

Canusa Automotive, a member of the Federated group, has
expanded its main distribution centre in Dorchester, Ont.,
with the addition of 20,000 square feet, increasing the size of
its warehouse to 120,000 square feet. The new space will house
all of Canusa’s ACDelco products.
“Our warehouse expansion will allow us to better serve our
customers in southwest Ontario,” says Canusa vice-president
Stephen Drake. “ACDelco is our biggest product line with
Federated, and we felt it was important to have that product
line located in its own space in our warehouse. We also want
to thank everyone at ACDelco for all their assistance in this
expansion.”
A ribbon-cutting ceremony was held on October 12 to celebrate the grand opening of the new warehouse space. Bob Jones,
the 89-year-old founder and retired chairman of the board of
Canusa, was on hand for the ceremony.
Canusa Automotive is a full-line warehouse distributor operating two distribution facilities in Dorchester and Mississauga,
Ontario, and 37 parts store outlets under the Auto Parts Centres
banner.

Timken Introduces Inventory Tool to Canada

The Timken Company has announced the expansion of its
Demand Insight inventory tool into Canada.
The addition of vehicle registration and replacement rate
data for Canada gives users all the part-specific predictive capabilities, down to the census division level, previously available
only to users in the U.S.
In addition to the expanded geographic coverage, Timken
introduced several other enhancements improving the usability
of the system. The Demand Insight system now includes flags
to indicate part applicability for potential agriculture, mediumduty, or heavy-duty vehicles, allowing users to recognize
potential demand beyond automobiles. To further improve
forecasting, a new data source helps the system predict new
vehicle registrations for the current year and up to two years
out. The final usability enhancement involves the system’s ability
to retain a previous tab, which allows multiple searches with no
loss of information.
“Performance is the name of the game. Our customers
expect so much more than a quality product. At Timken,
we understand that value-add services and training are an
important part of being a premium full-line supplier,” says Tom
Tecklenburg, director of automotive aftermarket for Timken.
“Demand Insight is one of those key differentiators that
improves our performance as well as that of our customers by
helping them ensure they have the right part at the right place,
at the right time.”

Do you want more of the latest technology?
More products to sell? More support, training,
and profit for your business?
More than just the world’s leading clutch
company, Schaeffler is a leading partner of
engine, chassis and drivetrain products to the
automotive vehicle original-equipment and
replacement parts markets in North America.
Let us show you how we can keep your
business on the road.

5370 Wegman Drive
Valley City, OH 44280
Phone 800 274 5001
Fax 330 273 3522
www.Schaeffler-Aftermarket.us
Certified to
ISO 9001:2008

Continued on page 8
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From left to right: Ron
Schnarr, Advertising
coordinator, Gates
Canada Inc.; Brad
Cochrane, sales
development specialist,
Heating & Cooling Group;
Bruce Windsor, counterperson, NAPA Brantford;
and Brad Dee, regional
sales manager, NAPA
Heating & Cooling.

NOV

Continued from page 7

A/C Text Focuses on
Electrical and Electronic
Systems
The Mobile Air
Conditioning Society
(MACS) Worldwide has
authored a new textbook,
Modern Automotive HVAC:
Electrical and Electronic
Systems. This new textbook is a continuation
of MACS’ flagship textbook, Modern Automotive
HVAC Systems, released
in 2011.
“The purpose of Modern
Automotive HVAC:
Electrical and Electronic
Systems is to educate the
reader about the
importance of the
electrical system in
relation to the HVAC
system,” explains Elvis
L. Hoffpauir, MACS
president and COO.
Hoffpauir adds, “This
book will cover the
fundamentals of
electricity, required test
equipment, and test
procedures. It will
also address the
electronics utilized in
HVAC systems, including
the inputs from the
powertrain electronics
that affect A/C
operation.”
MACS’ new textbook
will be ready for sale at
the MACS 2013 Training
Event and Trade Show,
February 7-9, 2013 at the
Caribe Royale Hotel and
Convention Center in
Orlando, Fla.

8

The NAPA Heating & Cooling Group has
announced the winner in its Ultimate Football Weekend promotion: Bruce Windsor,
NAPA Brantford.
The promotion asked counterpeople
across the NAPA network to endure different
challenges each quarter of the game (month),
which would earn them a “touchdown.”
For each touchdown gained, the counter-

Engine Rebuilders Inc. Holds
Annual Meeting and Awards
Presentation

Award winners and the introduction of the new
board of directors were the cornerstone of the
E.R.I. Group 2012 Annual General Meeting,
held in Edmonton, Alta., in late September.
The V. Barclay Upton Memorial Award,
presented annually to the highest performing
E.R.I. service team member, was awarded to
Ray Cooper, a member of the E.R.I. service
team in Manitoba and Saskatchewan since
2004.
The “2012 Largest Sales Growth” plaque was
awarded to Keystone Automotive Operations of
Canada, Inc.
The recipients of the Outstanding Service
Awards are voted on by the E.R.I. members
nationally and are presented annually.
Mahle Clevite Canada, ULC, accepted the
“2012 Outstanding Service” plaque for the supplier with the best service.
The “2012 Order Desk Person of the Year”
awards as voted on by the E.R.I. members were
presented to the following deserving recipients: Russ Thomlison of Independent Parts
Warehousing Inc. in Edmonton, Alberta, representing Western Canada; Cal Gardiner of
Mahle Clevite Canada, ULC, representing
Central Canada; and Tim Horgan, Mahle
Clevite Canada, ULC, representing Eastern
Canada.
The “2012 Sales Representative of the
Year” awards were presented to Tony Gannon
of Mahle Clevite Canada, ULC, representing
Western Canada; Rob Aitkens, also from Mahle Clevite Canada, ULC representing Central
Canada; and Gary Heavysege of Karbelt Speed
& Custom Inc., representing Eastern Canada.

person would earn a $25 gas card, a draw
ballot to win a customized CFL jersey, and
a draw ballot to win a grand prize Ultimate
Football Weekend.
The grand prize includes two tickets to
the 100-year CFL Grey Cup game in Toronto,
Ont.; a two-night hotel stay; $500 spending
money; and round-trip limo transportation.

The E.R.I. Group also introduced the
newly elected Board of Directors for the 20132014 term: Richard Miller, The E.R.I. Group
(chairman); Chuck Gust, Mid-Island Engine
and Machine in Duncan, B.C.; Norm Dumka,
Parkland Engine Rebuilders in Yorkton, Sask.;
Ken Steinke, E & G Auto Parts & Service Ltd.
in Estevan, Man.; Dan Rushon, Eagle Engine
& Machine in Sault Ste. Marie, Ont.; Sylvain
Tremblay, Les Ateliers de Moteur Compétitech
Inc., in Ste-Catherine, Que.; and Marc Arsenault,
Arsenault Cylinder Head in Scoudouc, N.B.
An Open House on Sunday, September
30th, attended by E.R.I. members and several
suppliers at the I.P.W. warehouse in Edmonton
followed the Saturday activities.

Apex Tool Group Sold to
Bain Capital

Danaher Corporation and Cooper Industries
announced the sale of their joint venture, Apex
Tool Group, to Bain Capital for approximately
$1.6 billion subject to post-closing adjustments.
Currently, Danaher and Cooper each maintain
a 50% joint venture ownership interest in Apex.
This transaction is slated to close in the first
half of 2013, pending customary closing conditions and regulatory review and approvals.
At that time, the company will continue to be
known as Apex Tool Group and will continue to
produce and sell leading brands such as Crescent
GearWrench, Armstrong, Weller, Lufkin, SATA,
and Wiss around the world.
“Our JV shareholders saw tremendous
synergy opportunities when they brought
together their combined global hand and power
tool businesses in 2010,” says Steve Breitzka,
who remains CEO of Apex Tool Group.
Continued on page 10
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Alco Brakes Adds Five
New Ontario Reps
Alco Brakes CEO Eric
Dussault has announced
the appointment of five
new representatives for the
Ontario region.
“The new alliance between
Alco and Kanmar Inc.
adds five representatives
in Ontario to support
our existing warehouse
in Concord. Kanmar Inc.
brings a wealth of
experience in the field of
automotive aftermarket
as well as an impeccable
reputation for customer
service,” says Dussault.
“Alco Brakes is committed
to customer service, quality
products, and
professionalism.
Hiring this group of
representatives for Ontario
demonstrates our
commitment to this goal,”
adds Dussault.

10

Bestbuy Distributors Limited’s annual Buy &
Sell Trade Show attracted shareholder members from Vancouver to Newfoundland, and valued supplier vendors from all over North America, for a memorable conference in Kelowna,
British Columbia in late September.
The event, which combines supplier meetings with several social events, attracted the
majority of the buying group’s shareholders,
as well as a wide variety of suppliers, to the
Delta Grand Okanagan.
Two days of successful one-on-one business
meetings between shareholder members and
suppliers were highlighted with events such as
a group dinner and tours at the Mission Hill
Family Estate Winery. The buying group also
held its annual Sick Kids golf tournament at
championship Gallagher’s Canyon Golf Club,
while a second group enjoyed the Bestbuy for
Sick Kids Kelowna day tour. Both events raised
money for the world-renowned Hospital for
Sick Children in Toronto, Ontario.
To date, Bestbuy shareholders and valued
suppliers have raised over $625,000 for the leading children’s medical facility. This year’s proceeds from the golf tournament, wine tour, and
raffles will be pooled and a cheque presented to
the Hospital for Sick Children at Bestbuy’s 2013
Annual General Meeting next February.

APPOINTMENTS

Jack Brooks, vice-president of
business development for Vast
Auto Distribution Ontario, has
announced the appointment of
Barry Sullivan as business development manager for Southwestern, Northern, and the
Niagara regions of Ontario.
Barry Sullivan

William J. “Bill” Hanvey has joined the Automotive Aftermarket Suppliers Association
(AASA) as vice-president, programs and member services. He comes to the association from
The Schaeffler Group USA, automotive aftermarket, where he served as vice-president sales
and marketing since September 2007. Hanvey’s
responsibilities in his new position at AASA will
include representing members on critical business issues by generating dialogue, education,
planning, and execution in alliance with the
AASA mission. Prior to his position at Schaeffler, Hanvey was vice-president of marketing at
Dorman Products Inc. His previous experience
also includes marketing and management positions
at FleetPride and Tenneco Automotive.
JOBBER NEWS / NOVEMBER 2012
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Capitalizing On An Aging

Wheel Bearing Market

W

hile there are a number of
parts in a vehicle that are
designed to last the car’s entire
life, there are still parts where
this is just not the case, no
matter how much engineering
goes into the component.
Generation 3 wheel hub/
bearing/speed sensor assemblies
are a perfect example. They have
been around for some time now,
and although they are designed
to tighter tolerances to offer
better performance, reduced
rolling resistance and a longer
life, they are subjected to a lot
of punishment from extreme
weather and road conditions.
That’s why it is crucial to have
proper coverage on the shelf.
You never know when you will
have the opportunity to make a sale on a Gen 3 wheel hub
bearing assembly, which can be a big-ticket item. “Some assemblies are $50, and others can be $350 or more. Everyone enjoys
the opportunity to make a sale like that,” says Dale Devlin of
Halton Automotive.
Gen 3 hub units are well sealed, and most are expected to
last anywhere from 100,000 to 160,000 kilometres, providing
contaminants don’t migrate into the bearing assembly. While
you can rely on some categories like headlights, brake pads,
and rotors to have shorter service intervals, wheel bearings
require longer-term forecasting.
Developed back in the 1980s, the first generation was basically a double-contact ball bearing that pressed onto a hub
used on the front-wheel drive. Then the industry went to the
second iteration, consisting of a hub bearing mounted on
a flange that was mainly used for the rear wheels of a frontwheel-drive vehicle. Now we have the third generation, which
consists of a complete hub assembly that incorporates the bearings and a wheel speed sensor, all in one.
Due to the higher ticket price for this unit, sales dollars
have increased steadily over the last decade at a rate of 15%
to 20% per year, as these units have grown in use. This means
counter staff can find themselves dealing with a customer,
unaware of this technological advancement, suffering from
sticker shock when he discovers that grinding noise he thought
could be fixed with a $20 bearing is going to cost him $400 for
an entire wheel assembly.
12

Basically, all Generation 3
wheel hub bearings are designed
with up to 75% fewer components, reducing assembly time.
This design allows the same configuration to be used on driven
and non-driven wheels, replacing the conventional 4x2 (dead)
spindle, and features advanced
wheel speed sensor technology
for improved performance.
Gen 3 designs hold bearing
setting more consistently than traditional thread-and-nut designs.
The resulting system stiffness
reduces rotor run-out, improves
brake performance, and reduces
weight by up to 20% per assembly
compared to conventional wheelend solutions. In addition, the selfclamped design eliminates high
stress in the spindle and CV joint, reducing overall warranty costs
caused by bearing wear and failure.
With OEs moving forward towards fully assembled components so they don’t have to pay someone to put six pieces
together to assemble one unit, we can soon expect to see
Generation 4 coming down the pipe as the modular revolution
continues.
While most bearings can withstand more than 100,000 km,
contamination is the biggest enemy. A vehicle sitting in water
for a prolonged period of time, as well as snow and ice, is the
worst thing you can subject a bearing to. In Canada, these are
simply normal day-to-day driving conditions.
With a growing number of configurations and axles in the
marketplace, quickly recognizing the type of wheel end and
parts needed is crucial to the jobber, fleet manager, and maintenance technician.
Maintenance-free FAG Generation 3 wheel hubs combine
performance and handling while reducing weight and complexity, in a compact, ABS-ready assembly. The unit features
a factory-adjusted preload and optimally rigid double-flange
design. The orbital-formed shoulder provides proper clamping
force and a lifetime of consistent and reliable performance.
FAG Generation 3 hub units are original equipment for many
models, including the Jeep Grand Cherokee and Commander
and the Pontiac Solstice.
Continued on page 14
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FAG’s aftermarket specialists
also provide a wide range of services for jobbers and repair shops,
including an online catalogue
for FAG chassis applications that
enables users to search for vehicle
replacement parts quickly and
easily. In addition, the European
communication platform TecDoc,
which bundles information from around 140 component manufacturers and providers, is also available. In the Internet-based
knowledge portal called RepXpert, jobbers and technicians
can find important information for day-to-day operations, such
as an entire vehicle replacement parts catalogue, installation
instructions, and maintenance plans for a large selection of
vehicles.
SKF recently introduced a new line of performanceengineered hub bearings called X-Tracker, in response to the
growing use of light trucks as robust family sport vehicles.
By employing new designs and advance processing techniques, the X-Tracker series brings car-like handling and
comfort characteristics to high-performance, light-duty truck,
and SUV applications.
SKF’s X-Tracker consists of a double-row angular contact ball
bearing arrangement, in which the outboard row is at a higher
diameter and contains more balls than the inner row. This
unique design increases the bearings’ capacity while improving
hub stiffness by 50% over a traditional tapered-bearing unit.
A stiffer hub provides many benefits, such as allowing the
wheel to run truer during cornering and acceleration. It also
reduces deflection of the hub face and wheel, thus providing
better steering and handling. A stiffer hub will reduce brake
wear due to true running on rotors, and improves noise and
vibration characteristics through improved bearing performance.
X-Tracker asymmetrical ball bearing hub units are manufactured in SKF’s Glasgow, Kentucky plant, which has expanded to
include a state-of-the-art HBU3 channel that produces bearings
for the Chrysler Group’s Dodge Durango sport utility.
SKF’s online catalogue can be accessed at www.vsm.skf.com.
Both jobbers and technicians can benefit from membership
in Pole Position, the online community dedicated to keeping
technicians up to date with the latest tools and technologies.
Timken, which offers a full line of wheel bearings for the
trucking industry, says it places a premium on training distributors and end users alike on wheel-end service best practices.
Last year, Timken trained more than 4,000 fleet employees on
proper wheel-end service. The training focused on bearing
handling, installation, ongoing maintenance, removal, and
damage analysis.
“It is our goal to train as many end users as possible each
year,” says Phil Varner, Timken’s manager of heavy-duty aftermarket. “Sound procedures help fleets get maximum performance from our products, and they also pay off for customers
in improved safety and business performance.”
The standard training session combines printed materials,
interactive media, and hands-on exercises to help participants
work adeptly with Timken’s products. In 2012, Timken said
it expects to train 5,000 more fleet employees in heavy duty
wheel-end services through continued on-site activities, as well as
an expansion of the company’s multimedia training capabilities.
“Training creates new opportunities for Timken, our distributors, and fleet customers, providing a venue to showcase
our value proposition, and it brings more business prospects
to our channel partners throughout the distribution chain,”
adds Varner. Timken has expanded its online training and
information on wheel ends for heavy-duty trucks. Animated
videos, viewable at www.connect.timken.com, help technicians
14

improve bearing performance, plus the site provides three new
heavy-duty tech tips on correct bearing-fitting practices, proper
installation of bearing components, and proper lubricationfilling procedures.
In addition to the new training and materials, the website
provides a library of tech tips focused on proper wheel-end
installation, maintenance, and repair, several videos on
installation and damage analysis, as well as discussion boards
where technicians can go for information.
With a rapidly growing market of vehicles showing more
than 200,000 km on their original wheel bearings, it behooves
jobbers and counter staff to utilize all resources available to
them to build product knowledge and become aware of every
opportunity to capture this business. The potential is there; the
key is to recognize it, stock for it, and catch it before it rumbles
down the road.

Proper Wheel Bearing Setting
Recommendations:

Wheel-End Bearing Settings
Proper wheel-end bearing setting is important for maximizing
bearing, seal, and tire life. Poor wheel bearing adjustment is a
costly problem for the trucking industry.
When a bearing is damaged due to improper adjustment,
it is costly for the operator and everyone else. If properly adjusted, wheel-end bearing setting should not change significantly during early operation. For conventional nut-adjusted
wheel-ends, follow the Technology & Maintenance Council’s
(TMC) Recommended Practice RP 618. The best practice to
monitor wheel-end bearing setting is found in Step 8 of RP
618:
• Each time any maintenance is performed
• When anything looks peculiar or appears worn, hot, or
stained
• When any wheel-end component is inspected or replaced
This includes, but is not limited to:
Brake jobs
Tire changes
Lubrication changes or checks
Hubcap removal
Maintenance or replacement of S-cams or bushing
Abnormal tire wear
Seal leaks
In selecting the best maintenance intervals for your
fleet, first look at the maintenance schedules and service
life experiences for your tractor/trailer wheel ends (brakes,
hub caps, tires, seals, lubricant, bearings, spindle nuts,
etc.) Choose components with performance records that
complement your preventive maintenance programs. If a
component requires unscheduled service, a shorter inspection interval may be required.
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2000

1965

Valvoline launches
MaxLife®, the first
motor oil for high
mileage engines

Valvoline introduces
the first & best
selling racing oil
of all time

1866

Dr. John Ellis
invents motor oil

1939

Valvoline develops
X-18, a single grade
oil which could be
used in place of 18
different specified
automotive lubricants

1996

Valvoline launches
DuraBlend™, the first
synthetic blend
motor oil

2012

Valvoline launches
NextGen™, the first
national branded
recycled motor oil

Valvoline invented the engine oil category almost 150 years ago – and we haven’t stopped pushing new innovations since.
NextGen™ motor oil is the latest in a long line of category-changing introductions.
Made with 50% recycled oil, NextGen™ delivers 100% Valvoline engine protection. NextGen™ motor oil is great for engines
and better for the environment, it exceeds industry specifications with reduced environmental impact compared to
non-recycled motor oil.
Naturally, NextGen™ is supported by the full force of Valvoline’s innovative marketing programs.

Welcome to the Next Generation in motor oil.

Learn more about NextGen™ at NextGenMotorOil.ca
© 2012, Ashland Inc. TM Trademark of Ashland or its subsidiaries in various countries.
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E-Catalogues

and Beyond:

Web-Based Technology Driving Jobber Growth
By Steve Pawlett

W

alk into any auto parts store today, and you will see
clutter-free counters sparsely decorated with phones
and computer terminals. Gone are the racks of catalogues with their worn corners, illegible hand-written notations,
and strategically placed cardboard dividers.
Granted, it took a while for both jobbers and manufacturers
to make the technological leap and climb on board. Even some
counter staff (you know who you are) had to be dragged kicking
and screaming into the 21st century. But now, 15 years later, just
try and pry that computer terminal out of
their calloused hands.
“In the old days, a good counterperson had all the information in his head.
Today, with technology advancements
and the resulting parts proliferation, it
just isn’t possible to work that way. The
skill set of a counterperson has changed.
Now a good parts person needs to know
how to listen, how to research (online),
and how to follow up with a customer.
With the information age putting everything at your fingertips, Web surfing
is more important than even knowing
how a water pump works,” explains
Stephan Van Kessel of Parry Automotive,
a Modern Sales Co-op member.
“We took the catalogues off our counters 15 years ago,” says Bestbuy shareholder Dale Devlin of Halton Automotive. “Sure, we still have a
reference library the staff can utilize when needed, but that just
doesn’t happen very often any more. Our counter staff are very
knowledgeable and very good at the cataloguing part of the job.
It’s their bread and butter. It’s what they do. The e-catalogue of
course is extremely helpful and it does ease the learning curve
for junior staff, but you just can’t replace experience with software,
at least not yet,” says Devlin.
“It’s getting harder to find paper catalogues, and if an update
is missed, it’s at least a year away; with online catalogues, if you

find an error, it’s fixed immediately,” adds John Wood of Car Parts
Oakville, a NAPA Associate.
“With the proliferation of parts today, it’s so necessary to be
computerized. Business is so different today compared to just a
few years ago. With recent changes in vehicle technology and
the needs of our customers, we couldn’t operate any other way,”
adds Van Kessel.
Based in Orillia, Ontario, Parry Automotive was the first
company to go live on the original Triad computerized management system (Epicor) system back
in 1981. The company is currently
using the Epicor Prism system and is
moving to Epicor’s new Eagle platform,
which allows users to monitor and
manage business performance while
on the road, in a customer location, or
anywhere else, via smartphone or any
other mobile device. “We have migrated
to their new platforms as they have
come along. This is our fourth upgrade.
It allows us to stay relevant with the
new opportunities that exist with the
newer software,” says Kessel.

Web surfing and communication skills
outshine product knowledge.
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The new release 21.1 of the Eagle software includes a new
mobile manager application that enables authorized users to
view sales, inventory, pricing and customer information on a
dynamic basis via a mobile device.
While large jobber chains like NAPA have their own in-house
systems (TAMS with TAMS2 pending), most independent jobbers utilize business management programs from software
companies like Epicor, Wrenchead (WHI Solutions), or CAPP
Auto.
Continued on page 18
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Today, jobber-related business management software
solutions offer built-in efficiencies like e-catalogues, e-commerce, parts ordering, shipping, and invoicing; they also
allow users to mine all kinds of useful data that was formerly
unattainable.
Epicor recently introduced an upgrade to its Vision software. Release 9.8 allows users to improve purchasing and
stocking decisions based on local and regional demand for
specific parts. The newest version also includes several new
tools designed to help users increase operational efficiency
and ensure customer satisfaction.
Epicor’s Vista solution provides detailed snapshots of parts
demand based on electronic catalogue lookups and other
important down-channel information, including VIO data
provided by R.L. Polk. By integrating this information into the
Epicor Vision software, users can customize local inventories
based on actual part consumption, anticipate and address
emerging service trends and increase sales, margins, and
customer loyalty.
“We combine all our systems, from our CRM to our Sales
Force to Epicor, and mine all the data we can to stay competitive. One thing we don’t lose sight of, though, is the good,
old-fashioned customer relationship. It’s still important to be
talking to your customers every day,” advises Van Kessel.
With older vehicles lasting longer and newer vehicles
requiring more specialized parts, jobbers are forced to carry
larger inventories, stocking parts from 2013 right back to the
mid-1980s.
“It can be difficult to juggle that mix, but if you don’t have
the ability to have the part in a short order of time, you are
not going to get the sale, and that’s the bottom line,” adds
Van Kessel.
While statistics show import vehicles are now overtaking

domestics in new vehicle sales, jobbers are still seeing closer to
a 50/50 split, depending on location. Being in a rural location
with more light trucks and SUVs, Parry Automotive is currently
seeing more of a 60/40 split between domestic and foreign
nameplates.
“We are a diversified jobber-distributor, so it’s not just
automotive. We sell marine, agriculture, and industrial components. In addition to our own in-house Epicor management
system, we also utilize different manufacturer websites and,
when need be, we turn to the catalogues. I would say the
majority of my staff uses the e-commerce catalogue 95% of the
time. There is still a slightly less than 5% component [that is]
not using it. Counter staff have to be experts in everything the
customers are calling for, and manufacturer’s websites are a
good resource for diagrams and understanding terminology,”
adds Van Kessel.
“We also deal with a very diverse customer base out here,”
says Devlin. “We want to do our best to serve all the different
options, including the online component, which is growing
every day.”
Halton Automotive uses CAPP Auto software, which offers
front-end sales information to back-end financial reporting features. Features include real-time, anytime, open to purchase,
transfer and return logs, and email/fax interface, to create
seamless and secure information exchange. “We were looking
for a very detailed system, and it just doesn’t forget a penny
anywhere, and it’s proven to be just what we need to control
our processes,” says Devlin.
CAPP Auto ERP solutions also offers a selection of
optional add-on modules, such as e-commerce, delivery
dispatch, EDI (Electronic Document Interface), bar-code
scanning, and shop work orders.
Continued on page 20
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“Our customer base is made up of installers, owner/
operators, fleets, industrial clients, and people walking in off
the street. CAPP Auto helps us decide which parts to keep in
inventory and what to add to continue to serve our market
efficiently,” explains Devlin.
“Counter staff are comfortable using the online catalogue
now; however the younger staff are way better at surfing around.
They each have their favourite manufacturer sites up on their
desktops all the time, in case they need to do a quick search
for a customer. We have a lot of repair shops around that we

G

deal with that run their own management systems, like Epicor,
Protractor or GEM-CAR, and are connected to us so they can
order parts automatically when they fill out their customer work
orders. They just dial into our system and it puts it right on the
work order for them. It’s all very seamless now,” explains Wood.
While new software programing is designed to provide
greater efficiencies, it generally brings with it a requirement
for new user skills, and often creates new challenges to be
overcome, usually by the next software release. This neverending loop of progress is the new norm for jobbers.

Repair Shop System Expands Across Canada

EM-CAR’s auto repair shop software, which has been available in Quebec
for more than a decade, has recently expanded into Ontario and Western
Canada. “I was using business management software that I found painful to use for
years. The company basically had backed me into a corner with empty promises,”
explains Les Suter of Suter Automotive in Aurora, Ontario. “I finally
made the switch to GEM-CAR and found that this program runs so
deep compared to what I was using before. It does everything from
producing work orders, setting margins, to job scheduling, includes
a punch clock, and offers seamless parts ordering and even barcode scanning,” adds Suter.
Located near the Aurora Go Train station, Suter Automotive
specializes primarily in foreign nameplate repairs, and most of
his clients commute to Toronto for work so they tend to drop off
and pick up after hours. “The email aspect of the program has
streamlined our billing process and the ability to add ongoing reminders on the
work orders for future service intervals is a plus,” says Suter.
GEM-CAR provides built-in messages that can be added to invoices as reminders for periodical service. According to Bob Worts, director of sales and marketing for North America, GEM-CAR guarantees that any repair shop that uses this
software program will increase sales by a minimum of $5,000 per technician over
a one-year period.

“We have fewer surprises at the front desk now with scheduling,” adds Suter.
“Three of my largest suppliers came on board shortly after I told them about the
program. They took a look and within a couple of months they were on my desktop.”
One of the unique, user-friendly features of the GEM-CAR software is everything is done from one screen. “When you enter in a new customer, it automatically goes to the calendar. From there you doubleclick and it returns to the work order. If you book an oil change, it
will automatically block off the time in the calendar. To order parts,
the user just clicks on a supplier on the desktop and puts the parts
into the bucket, and they are automatically ordered and added to
the work order,” explains Worts.
Endorsed by parts supplier companies including AutoCamping and ACDelco; integrated with Prolink, Weblink, Dave,
WHI, and many others, the training and coaching sessions
provided by GEM-CAR allow technicians to learn the program at their own pace.
“Before installing GEM-CAR, managing parts required a huge investment
of my time from when the order is placed to when it arrives and is added onto
the work order. Now, as soon as I order the needed parts, they are automatically
added to the invoice. My next step is to utilize the punch clock and bar-code
features to further streamline my operation,” adds Suter.

INSTALLER
JOBBER

VENDOR
INTERNET
WAREHOUSE
DISTRIBUTOR

JOBBER

20

WAREHOUSE
DISTRIBUTOR

JOBBER NEWS / NOVEMBER 2012

LIFE IS COMPLICATED.
CHOOSING ANTIFREEZE FOR YOUR
CUSTOMER’S COOLANT SYSTEM DOESN’T HAVE TO BE.

SIMPLIFY YOUR SEASON WITH

CELSIUS EXTENDED LIFE
®

ANTI FR E E Z E / C O O LANT BY PR E STO N E .
®

AVAILABLE IN CONCENTRATE AND PREMIXED FORMULAS.

CELSIUS® ANTIFREEZE/COOLANT IS SUITABLE FOR USE WITH ANY ANTIFREEZE/COOLANT
IN ANY CAR OR TRUCK AND COMPATIBLE WITH ANY COLOUR ANTIFREEZE.

TO ORDER, OR FOR MORE INFORMATION,
CALL OUR ORDER DESK AT: 1-800-243-2323
* SEE PRODUCT LABEL FOR AUTOMOTIVE, LIGHT AND HEAVY DUTY APPLICATIONS.
SEE OWNER’S MANUAL FOR RECOMMENDED CHANGE INTERVALS.

© 2012 Fram Group Operations LLC

MARKET FEATURE

Aging Fleets Drive
Truck Parts Sales
By Steve Pawlett

T

he ability to quickly locate aftermarket parts
remains a top priority for fleet managers
as they work to maximize uptime from their
current fleet of trucks and trailers. Given an
average vehicle age quickly approaching 10
years, many fleet managers are heavily reliant
on their parts distribution channels.
These parts suppliers are not only expected
to provide quality replacement parts, but also
ensure those components are available when
needed and at a customer-friendly price point.
In addition, they must also provide parts support and technical expertise.
With parts sources more plentiful today,
fleet managers are questioning quality, support,
resources, and the availability of back-up, if
required, from a comprehensive parts portfolio.
“Dealers have the benefit of a captive market
while the warranty is in place; the aftermarket
supplier has to compete with several other suppliers and go after their market. We definitely
try to offer a higher level of service here; that’s
what differentiates us from the competition,”
explains Ian Johnston, chair of the Heavy Duty Distributors
Council and marketing manager for Harman Heavy Vehicle
Specialists, based in southwestern Ontario.
Johnston says that since the economic slowdown many
dealers have scaled back their delivery runs to once per day,
while competing WDs like Harman will go to the same area
three or four times a day.
“What’s really separating the aftermarket and the dealers is
the level of service. We all pretty much carry the same product
lines and have access to all the product parts that each other
sells—although the dealers do have some proprietary parts—
but it usually only takes a couple of years before those parts
make their way out into the market,” says Johnston.
Generally, parts buying decisions are dictated by the size
of the fleet. A small fleet relies on its technicians, yet as the
fleet grows, that decision often moves into the corporate
office and is managed by a parts or maintenance director,
with cumulative input from maintenance, operations, and
finance.
“A jobber’s relationship with his key fleet managers is
absolutely vital,” adds Johnston.
A part is just a part, so the difference in a sale can be as
simple as the person you least suspect: the delivery person
or the counterperson. A WD or jobber could do everything
right, but a delivery person with poor customer service could
potentially ruin all the good work of the rest of the team.
Research shows parts buying decisions continue to be
22

based on availability, price, and relationship, with quality
assumed. While a specific brand often plays a role in the decision, total cost is still paramount. “In today’s world, you have
to be able to show the value-added, as price does drive a good
percentage of the buying decision. The overall product lifecycle cost or cost per mile of various parts are what needs to
be shown to a fleet, not just up-front cost,” advises Johnston.
Inventory cost is foremost in the minds of fleet managers.
Getting the most frequently used items at the best cost or value
is the top priority. Most common items like hoses, clamps,
fittings, lights, cleaners, bearings, seals, and belts are frequently dictated by price; however, anything that improves vehicle
uptime will be carefully examined for the best cost-versusuptime benefit.
Shipping by truck is still an uphill battle as the North
American economy slowly recovers from the recession of
2008. “In our area here in southwestern Ontario, we have
experienced a bit of a recovery since December 2011, but
it has been spotty in the last little while. From August to
September the market definitely slowed down, but October is
up. I believe we are in a recovery stage, but it’s just not going
to be straight up by any means,” says Johnston.
The expectation is the market will remain strong through
the rest of the year, buoyed by the pickup in freight tonnage
over the Christmas season.
Continued on page 24
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“We’re not so sure what is going to happen come January,
but I believe it’s going to be more like it was last year. We will
see a couple of percentage points of growth and that’s probably it,” he says.
Truck builds are down on the OEM side, which means
people have been hanging onto their vehicles longer than
they typically do. “Our area is typically very new. They tend
to have very new equipment, but with the downturn in 2008,
we’ve seen people hanging onto units for five years or more
rather than recycling them every two or three years. I expect
this trend to continue, as OEM dealers are nowhere near
the production levels they were at back in 2007-’08,” adds
Johnston.
This means a longer maintenance cycle as these trucks
come out of warranty, which bodes well for WDs and jobbers. Harman has seen a recent increase in its core business, which had dropped off significantly back in 2008. “At
that time we had to augment our sales by going into tools,
equipment, and shop expendables. But we have now seen
a resurgence in our core business of brakes, wheels, and
suspension components. Whether [or not] that is due to the
aging fleet that is still on the road, we are seeing that cycle
again,” he adds.
Not all that long ago, desperate fleet managers found

themselves pillaging idle vehicles in an attempt to keep
other trucks on the road operational while keeping costs to
a minimum. But now that idle unit is needed back on the
road, and the fleet manager is faced with either paying a
$10,000 repair bill or selling the unit off.
Another sales opportunity is the recent upswing in air
brakes. This relatively new technology is becoming more
popular, because it’s one of the ways fleet owners and
owner/operators can meet the new stopping distances.
About five to seven years ago, air brakes started to emerge,
and now truck fleets across North America are specifying air
brakes on their existing fleets. “We have several customers
who are running air brakes on the truck and trailer. This is
a major technical advance with the braking system that has
relied on shoes and brake drums forever,” says Johnston.
Another technological advance is dramatically reduced
emissions on newer vehicles. While vehicles bought before
2008 were grandfathered in at the old standards, all the
newer units are equipped with the newer technology. But,
with some technologies, like recirculation of exhaust gas,
the under-hood temperature is much higher, and this has
affected rotating electric systems, forcing manufacturers to
spec starters and alternators with higher heat tolerances.
“We were seeing a lot of starter and alternator failures for
a while, but now it has tapered off,”
observes Johnston.
New technology components and
services related to safety, fuel efficiency,
and emissions are expected to keep
The Ontario Trucking Association says the “most important thing”
revenue streams flowing throughout
the province can do to stay competitive is “implement economic,
the recovery. “With stopping distance
investment, and tax policies that maintain and attract direct
realities that are changing as well as
investment in the province’s goods production and retail sectors.”
the new engine realities, the use of GPS
The OTA’s comments were made in response to an Ontario
systems, and other communication
Ministry of Transportation (MTO) discussion paper entitled Building
tools, we are seeing more retrofitting
Competitiveness: A Proposed Multimodal Goods Movement Strategy
going on, which is good for the afterfor Ontario.
market. The technology side of trucking
“This is pivotal,” says OTA president David Bradley. “Goods
has really taken off in the last five years
movement is a derived demand industry, and we’ve seen a lot of
and this is a big benefit for end users as
well as repair shops and parts suppliers,”
production leave the province in recent years.” At the same time, he says an efficient,
explains Johnston.
productive, and reliable goods movement sector “is a magnet for direct investment.”
“I’ve seen technicians doing diagAmong the specific measures the OTA says Ontario should implement are an
nostics with their smartphones, using
expansion of the long-combination vehicle (LCV) program; investment in rest stops that
QR codes to get full step-by-step
can accommodate trucks, particularly in Northern Ontario; skills development and training
instructions and warranty information.
initiatives (such as mandatory entry-level training and improved licence standards);
There is even a supplier now [Dayco]
incentives for investment in sustainable goods movement through environmentally
that has a smartphone app that can
friendly technologies; and the introduction of smart highways through the introduction of
take a picture of your VIN and provide
scale by-pass systems. In addition, the association highlighted the need to ensure faster
you with a list of all the belts and hoses
clearance of highway incidents, particularly on the 400-series highways.
you need as well as installation videos,”
While the OTA encouraged Ontario to continue with strategic investment in border
he adds.
infrastructure and connector highways, it also urged the provincial government to work
Today, above all else, the key is
with the federal government to ensure the measures contained in the Perimeter Vision
meeting customers’ requirements,
Action Plan are implemented in a timely manner and that the rules governing things like
and even insistence on proper, quick
repositioning movements of empty trailers in both Canada and the U.S. are modernized.
care and attention to questions and
In terms of harmonization, OTA said the province needs to work closely with other
concerns on a particular product.
provinces, but also with neighbouring U.S. states, particularly on weights and dimensions
First-call resolution is what WDs and
regulations and perhaps even allowing LCVs to cross the border. According to Bradley,
jobbers should strive for. Expediting
“One way to approach this may be to establish a regional freight policy body including
orders and offering quick, reliable
MTO, OTA, and members of government and industries from neighbouring jurisdictions.”
follow-up on back orders is the norm
OTA also highlighted the important role of municipalities in enhancing or impeding
today. Successful suppliers are always
looking for new ways to take their
efficient goods movement, citing the need to look at the Ontario road system as part
customer service level up a notch. Is
of a provincial network, informed and modernized approaches to truck routes and
your shop up to the challenge?
roundabouts, streamlining the process for obtaining special load permits, etc.
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CANADA’S NEW ANTI-SPAM LEGISLATION:

What to Expect?

R

alph Kroman is a business lawyer
with WeirFoulds LLP. He helps
his clients deal with intellectual
property and technology matters such as the acquisition of
information technology and the
licensing and protection of copyright, trademarks, and confidential
information. Recently, he sat down
with me to talk about Canada’s new antispam legislation.
MARK BORKOWSKI (MB): What is Canada’s
new “Anti-Spam” law?

RALPH KROMAN (RK): Canada passed the
Fighting Internet and Wireless Spam Act, unofficially
referred to as the “Anti-Spam Act,” in December of
2010. It has not yet entered into force, but once
it does, likely sometime in 2013, it will regulate
certain activities to deter damaging and deceptive
forms of spam, and will ultimately promote
the efficiency of our economy by prohibiting
electronic threats to commerce.
MB: How will this new law impact Canadians
and how they run their businesses?
RK: The Act will have a significant impact on
Canadians and their businesses, specifically
regarding how they handle electronic means
of conducting commercial activities. For
instance, the main application of the Act relates
to electronic messages sent to encourage participation in a commercial activity, including the
purchase of goods or services by the recipient.
These are referred to as “commercial electronic
messages” and include messages sent through
email, social networking sites, and text messages.
Individuals and businesses are prohibited from
sending these messages without the consent
of the recipient, identification of the sender
and corresponding contact information, and
inclusion of an unsubscribe mechanism.
Even if you send a single electronic message
targeted to one individual, it may be subject
to the Act. So, businesses will definitely want
to review this law now in order to prepare for
compliance.
MB: In addition to sending commercial electronic
messages without consent, what other activities
are prohibited by the Act?
RK: Some of the other prohibitions involve
the installation of computer programs without
express consent; the alteration of transmission
data resulting in electronic messages being
delivered to a different destination without
JOBBER NEWS / NOVEMBER 2012
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express consent; the use of false or
misleading representations online
in product or service promotions;
and the collection of personal information and electronic
addresses through computer
programs without permission.
The full list of prohibitions can
be found at fightspam.gc.ca.
MB: How will implied consent be monitored
as we transition to the Anti-Spam Act?
RK: Once the Act comes into force, we are
given a transitional period where the consent
of a person who has an existing business relationship is implied only until he or she either
retracts consent, or until three years after the
day the Act has come into force, whichever is
earlier.
MB: What happens if someone, whether an
individual or a business, is caught violating
the Anti-Spam Act?
RK: With respect to violations involving the
absence of consent, there is a reverse onus
obligation where, if investigated, you must
be able to prove that you obtained consent,
express or implied.
There are serious implications and penalties
for violating the Act. Individuals can be fined
up to $1 million per violation, while entities,
such as corporations, can be fined up to $10
million per violation.

Mark Borkowski is president
of Mercantile Mergers &
Acquisitions Corporation.
Mercantile is a mid market
M&A brokerage firm. Contact
the firm at www.mercantilemergersacquisitions.com.
If you have any questions
regarding the Anti-Spam
Act and its impact on
your commercial activities,
contact Ralph Kroman
at 416-947-5026 or
rkroman@weirfoulds.com.

MB: How can Canadians and businesses
protect themselves from these implications?
RK: Compliance is the key to protection, and
awareness and preparation are needed for
compliance. Review the regulations, understand
them, and take the necessary steps to ensure
you comply.
Look at your electronic communications
and determine which ones would be classified
as commercial electronic messages and be
caught by the Act. Then, review your database
of contacts and determine where consent is
required for future communications.
You will also want to establish procedures for
obtaining express consent, for maintaining lists
of recipients who fall under implied consent, and
for removing recipients when implied consent
expires.
Finally, make sure all communications comply
with the Act and include all requisite information
and the unsubscribe mechanism.
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Engine Coolant
Specifications

H

ow many of your customers have seen the inside of an
aluminum water pump that was not adequately protected by the corrosion inhibitors in the coolant? Or a radiator or heater core that failed from the inside out because of
internal corrosion? These types of parts failures are all too
common. Yet they can be easily prevented by using the right
coolant, and changing the coolant before trouble starts to
heat up.
All types of antifreeze contain corrosion-inhibiting chemicals to protect bare metal surfaces from electrolytic attack.
Though automakers disagree on which chemical additives
work best in their vehicles, essentially any kind of antifreeze
will work in any vehicle. But how well will it protect the cooling system, and for how long? And will it void the OEM warranty? These are important questions that need to be answered before a customer chooses antifreeze for a particular
vehicle application.
There are essentially three basic types of antifreeze corrosion additives for passenger cars and light trucks:

OAT (Organic Acid Technology) is usually dyed orange to
distinguish it from other types of antifreeze. In 1996, GM
began using a new extended-life antifreeze called Dex-Cool.
The coolant contains a totally different kind of additive
package called Organic Acid Technology (OAT). OAT corrosion inhibitors are slower acting and provide protection
over a longer period of time. OAT coolants typically have a
service life of up to five years or 240,000 km (150,000 miles),
making coolant changes less frequent—but still necessary (a
fact that many motorists seem to forget). Other applications
that currently use OAT antifreeze as the factory-fill coolant
include 1996 and newer Audi, Jaguar, Porsche, Volkswagen and Land Rover; 2001 and newer Saab; and 1996 and
newer Toyota, Nissan, Honda, Mazda, and other Asian
makes. Though OAT provides good protection for aluminum, it may not be the best choice for older vehicles with
copper/brass radiators, because of the lead-based solder
used in the radiator. Some say OAT-based coolants may also
provide little protection against cavitation erosion in water
pumps with aluminum housings (unless the pump impeller
is carefully designed to minimize cavitation).

IAT (Inorganic Acid Technology) is the traditional “green”
formula antifreeze. This is the stuff General Motors used
until 1996, Chrysler used until 2001, and Ford used until
2002 in its trucks and 2003 in its passenger cars. The green
additive package contains phosphate and silicates, and provides good protection for cast iron and aluminum engine
parts, as well as copper/brass radiators (in older vehicles)
and aluminum radiators (in newer vehicles). The corrosionfighting chemicals are fast-acting but wear out after two to
three years or 58,000 km (36,000 miles) of average use, so
green coolant needs to be changed periodically to minimize
the risk of corrosion damage.

HOAT (Hybrid Organic Acid Technology) antifreeze is usually
dyed yellow, but may also be dyed orange or green. HOAT
coolants are currently used by Ford, Chrysler, Mercedes,
BMW, and Volvo. The additive package in a HOAT formula
coolant also contains silicates for added aluminum protection. Most of the antifreezes in this category also meet the
European G-O5 specification for hybrid extended-life coolant. The service life for HOAT is also five years or 240,000
km/150,000 miles.

Universal Coolants?

Why not just have one “universal” coolant for
all makes and models? Some antifreeze suppliers
do sell a universal product. They claim it is
fully compatible with all types of coolants and
is safe to use in virtually any American, Asian,
or European vehicle application. Universal
coolants are typically OAT or HOAT formulas
that can go up to five years or 240,000 km
(150,000 miles) between changes when the
coolant is used to replace another coolant
or is added to a cooling system that already
contains an OAT or HOAT coolant. But if
used to top off a cooling system that already
contains an IAT green formula coolant, the
service life is the same as the original IAT
green coolant (two to three years or 58,000
km (36,000 miles)).
The issue with universal coolants is that
Continued on page 28
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Bill Konlup, Edmonton West
Canadian Tire
2011 Counterperson of the Year

Do you know who the

Best Counterperson is?
The 2012 Jobber News Counterperson of the Year Award seeks to reward the
very best of the frontline workers in the Canadian automotive aftermarket.
Anyone can nominate a counterperson, and anyone is eligible.
Evaluation and selection of the winner will be made on the basis
of experience, training, as well as customer and store owner comments.
While not mandatory, participation in and organizing of training clinics,
proficiency in computer cataloguing programs, and professional
certifications such as Red Seal and ASE Parts Specialist will all be
,
considered strongly in a nominee s favour.

Formally named the Abe Schwartz Counterperson of the Year
Award, it is named after the late owner of century-old British Auto
Supply in Toronto, who worked behind the counter for more than
half a century.

The 2012 Jobber News Counterperson
of the Year Award is sponsored by:

www.epicor.com

Nominate your choice online at www.autoserviceworld.com or complete and mail the form below to:
Jobber Awards c/o Counterperson Award,12 Concorde Place, Suite 800, North York, ON M3C 4J2 or fax to 416-510-5140.

I nominate:__________________________________

The reason I believe this nominee deserves this award is:

Who works at ______________________________________

___________________________________________________

Address ___________________________________________

___________________________________________________

Phone (______)_____________________________________

___________________________________________________

My Name ________________________________________
Company __________________________________________
Address ___________________________________________
Phone (______)_____________________________________

___________________________________________________
___________________________________________________
___________________________________________________
___________________________________________________
Please use a separate sheet if you require additional space

Continued from page 26

a single formula cannot meet the conflicting OEM specifications for IAT, OAT, and HOAT coolants. If a universal
coolant contains silicates, it does not meet the OEM OAT
specification. If it contains no silicates, it can’t meet the OEM
HOAT specification. And if it contains phosphates or inorganic
acid technology ingredients, it can’t meet the OEM OAT or
HOAT specifications. Consequently, some antifreeze suppliers
argue there is no such thing as a universal coolant, because
one formula cannot meet all the conflicting OEM specifications. This means distributors must offer three different
coolants to meet the IAT, OAT, and HOAT specifications—
otherwise the coolant may not satisfy the OEM warranty requirements. That’s why the safest recommendation is to use
the type of coolant specified by the vehicle manufacturer. Of
course, once a vehicle is out of warranty, motorists can use
any type of coolant they want—and many do. Many people
still prefer the traditional green formula coolant because it’s
the least expensive, even if it requires a little more maintenance. Others may want to switch from a green coolant to
a longer-life OAT or HOAT coolant to reduce the need for
maintenance. The aftermarket gives motorists a choice so
they can choose a product that best suits their needs.

these, 56%, or 125 million, were originally equipped with IAT
(green formula) antifreeze, 34% or 76 million were factoryfilled with OAT (orange) antifreeze, and 10% or 23 million
were factory-filled with HOAT (yellow or G-05) antifreeze. If
a customer chooses a different type of coolant than what was
originally in the vehicle’s cooling system, the cooling system
should be flushed to remove all of the old coolant. This will
avoid any potential incompatibility issues between IAT, OAT,
and HOAT coolants.
We have not as yet heard of any horror stories of bad
things happening inside a cooling system when different
types of coolants are intermixed. But antifreeze suppliers
caution against mixing different types. Their advice is to
use “same with same.” Regardless of which type of coolant
is used, there are several points worth noting. If the cooling
system contains visible sediment or has had a part fail due
to corrosion, it needs to be thoroughly cleaned and flushed
before the system is refilled. This can be done with a coolant
flushing cleaning machine, or by adding a can of cooling
system cleaner to the radiator, driving the vehicle for several
days (follow the directions on the product) and then draining
and flushing the cooling system. Accumulated rust and scale
can reduce heat transfer and may make the engine run hot
or overheat. Any crud inside the cooling system will also react
with the corrosion inhibitors in the fresh antifreeze, reducing
the potential service life of the coolant.

Coolant Market

According to market research, there are approximately 224
million registered cars and light trucks on the road today. Of

Enter the Jobber News

MOTOR OIL
MYTHBUSTERS
CONTEST

Presented by

Test your knowledge of lubricants for a
chance to WIN a Valvoline® Prize Pack!
More than ever, consumers are looking to keep their
automotive investment running longer and more reliably.
Do you know the facts to help them decide?

ENTER TODAY FOR YOUR CHANCE TO WIN A VALVOLINE PRIZE PACK!
FAX THIS FORM TO US AT 416-510-5140

High mileage motor oils can only be used on older model vehicles?
Synthetic blend motor oils cannot be mixed with full synthetic motor oils?
All synthetic motor oils carry the API Starburst Symbol?
Most older vehicles can use High Mileage Synthetic motor oil?
Switching from a conventional to a high mileage motor oil will not create gasket leaks?

Name

TRUE
TRUE
TRUE
TRUE
TRUE

FALSE
FALSE
FALSE
FALSE
FALSE

Get the answers
with your smartphone!
Scan this code.

Business

Address
Phone

Email
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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 aross@jobbernews.com
Allan’s Automotive Electronics Ltd.

www.allansautomotive.com
Phone: 780-469-8060
Your Automotive Test Equipment Repair
Specialist Tool Sales and Service.
We provide service and warranty for most makes
of automotive test equipment.

AUTOMOTIVE PARTS &
ACCESSORIES
Aisin World Corp. of America, Inc. (AWA),
a leading Tier One
automotive components
supplier and one of the world’s largest
manufacturers of aftermarket parts. AISIN’s
original equipment technology and know-how
is used to ensure product quality and reliability.
To learn more about our products, request a
catalogue today. www.aisinaftermarket.com
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”

AUTOMOTIVE RECYCLERS
Carcone’s Auto
Recycling and Wheel
Refinishing
www.carcone.com
With over 32 years of experience Carcone’s
Auto Recycling & Wheel Refinishing is your one
stop for quality recycled products and wheel
refinishing needs. Call today at 1-800-263-2022
or visit us on line at www.carcone.com
Standard Auto Wreckers
View Our Online
Inventory @ www.
standardautowreckers.
com or call 416-286-8686.
Experienced Shipping
Department to Ensure Parts Arrive Safely.

BUSINESS MANAGEMENT
SERVICES

HAND CLEANERS

TOOLS & EQUIPMENT
AIR LIQUIDE CANADA INC.
www.airliquide.ca
Your one-stop shop for all
your industrial gases and
welding supplies.

WAREHOUSE DISTRIBUTORS
& BUYING GROUPS

Kerr Machine Shop Group Inc.

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.
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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”.

Bestbuy Distributors Limited
www.bestbuyautoparts.ca
The Automotive
Independent buying
Aftermarket
group and warehouse
E-Learning Centre Ltd
distributor that allocates
www.aaec.ca
AAEC - BEST - Business its profits to member shareholders and provides
unbeatable value for independent jobbers.
Evaluation Support
& Training - Instructing and Coaching with
the Proven Business Management Tools that
The E.R.I. Group
drives a shop’s Bottom Line, Team Culture and
www.theerigroup.com
Marketplace Credibility.
Canada’s Premier Machine
Shop Buying Group

ADVERTISERS INDEX
Company

REFRIGERANT
Duracool Refrigerants

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



AUTOMOTIVE ELECTRONICS




    




 
  
   
     
    
 

 
   



  


 



29

Editorial
Comment

THE GREYING MARKET

W

e are, all of us, getting older. And as we age, we are, it seems, tending
to hang onto our vehicles longer—at least in the aggregate, even as
many of us switch out the old for the new, or at least the newer. (I, for
one, have never bought a new car.) And this realization doesn’t come
just from me staring out my office window and counting the clunkers

NEXT MONTH

We celebrate the best of
Canada’s jobber frontline workers with our
Counterperson of the
Year Award Winner.
Stay tuned to www.AutoServiceWorld.com for
news!
30

going by.
According to DesRosiers Automotive Consultants, while the total light-vehicle
count on our Canadian roads rose by a scant 1.9% this year over last, and a total of
some two million between 2007 and 2011, the real point of interest for me is the age
distribution and what that might mean for the aftermarket.
“Due to the lower scrappage rates and the improved durability of newer vehicles,
the average age of a light vehicle in Canada has increased by 0.31 years since 2007.
Furthermore, the proportion of vehicles between eight and 12 years old relative to the
total vehicle fleet has increased by 3.1 percentage points (or 11.9%) since 2007. This
trend is expected to continue in the near future and will stand to benefit businesses
that sell or service older vehicles,” says the venerable research firm in a recent report.
In my humble opinion, this creeping evolution can explain what is happening on a
number of different fronts.
It helps explain, for example, why the demands for broader coverage are so
acute. The extended age range of vehicles combines with a vehicle population that
itself has exploded in variety. Dealing with older models from the ’90s was one thing
when there were fewer new models being introduced each year. Through the 2000s,
unprecedented growth in variants added to the variety and complexity for those who
had to fix them and supply parts.
If you look back at the model counts—a statistic that is remarkably difficult to
pin down—there were somewhere in the range of 700 being currently offered to
Canadian buyers as 1998 model year vehicles. By 2004, there was something north
of 900 being offered. And only one year later, that number was more than 1,000.
And at least some of this growth in models has occurred even as sales volumes
have slipped. So, notwithstanding commonality of parts among models—often
wearing different badges—the expected demand by part number has to drop. This
is also why it may appear that you have greater demand for older vehicles: ball joint
sales, for example, would be more focused on fewer part numbers, pushing those
SKUs to the top of the list, while newer applications would exhibit a more fragmented
demand profile across more SKUs.
And, since vehicles are being kept on the roads longer, this includes vehicles,
models, and brands (Buick, anyone?) that have been retired by their automakers.
Of course, understanding how we got here is only part of the conversation. The
real key is to know how to prosper in this environment.
One important realization is that there is no silver bullet. You can’t take just one
product, price, or quality level approach. You may not be able to meet the needs and
desires of every single customer—trade or consumer—but you certainly can’t expect
them to select products according to your needs.
So wade carefully into this broadening market, select your targets carefully, and be
relentless in pursuing those customer-centric approaches that yield loyalty and profit.
As I said at the outset, none of us are getting any younger, but most of us plan on
being around for a few years yet. The right approaches will ensure that you get to
leave at a time of your choosing, and not before.
—Andrew Ross, Publisher and Editor
aross@jobbernews.com
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Most oval track wins in a season
Most victories in a single season
Most top 5 wins in a single season
2012 NASCAR Canadian Tire Series Championship

PROOF THAT CHAMPIONS
RUN ON AWESOME.
Congratulations DJ Kennington
2012 NASCAR Canadian Tire Series Champion

We are proud to be the oil in DJ’s engine and
honoured to have helped him achieve his dream.

NASCAR® AND THE NASCAR LOGO ARE REGISTERED TRADEMARKS OF THE NATIONAL ASSOCIATION FOR STOCK CAR AUTO RACING, INC. CANADIAN TIRE® AND THE CANADIAN TIRE
LOGO ARE TRADEMARKS OF CANADIAN TIRE CORPORATION, LIMITED. THE NASCAR CANADIAN TIRE SERIES MARKS ARE USED UNDER LICENSE BY DESTINATION MOTORSPORTS LP AND
CANADIAN TIRE CORPORATION, LIMITED.

