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Delving into the minds of up and coming 
aftermarket professionals will be the focus of 
a GAAS 2013 session titled “Future Leaders 
Speak Out.” This uniquely designed, interactive 
panel discussion is being presented for the 
first time with automotive educators along 
with current and recent graduates, including 
recipients of a Global Automotive Aftermarket 
Symposium (GAAS) scholarship. GAAS 2013, 
“Driving Change,” will be held May 21-22 at the 
Hyatt Regency O’Hare near Chicago.

“This segment highlights the expected 
and not-so-expected views of current stu-
dents including GAAS scholarship recipients,” 
explains Larry Silvey, assistant professor and 
chair, aftermarket management, Northwood 
University. “If you’re looking to find out what 
these students and new grads think about some 
of the longstanding problems that industry 
veterans have struggled with for years, this is a 
must-see session.”

Serving as moderator for the panel, Silvey 
says the session will demonstrate the passion 
that young people have for the automotive 
aftermarket, along with the challenges that 
they face in an industry of this size. “In fact, it is 
those challenges that seem to engage and drive 
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AutoZone Announces 
Organizational Change

AutoZone, Inc. has 
announced that Albert 

“Al” Saltiel has joined the 
company as senior vice- 

president, marketing, cus-
tomer satisfaction. Saltiel 
comes to AutoZone from 

Navistar International 
Corporation, where he was 

chief marketing officer 
and a key member of the 

leadership team.

*    *    *

Brad Morris Awarded 
Young Leader of The Year 

Award 
Brad Morris, general  

manager of Grote 
Industries Canada, is  

this year’s winner of the 
prestigious YES Young 

Leader of the Year Award. 
Brad is the sixth  

winner of this award, 
which was presented 
at AIA’s Aftermarket 

Conference for Executives 
(ACE) on April 12th in 

Quebec City.

*    *    *

C&U Bearings Achieves 
Output of over Two 

Million Bearings per Day
C&U Americas has 

achieved a notable mile-
stone in bearing production 

by increasing its daily  
production rate to over 
two million bearings per 
day. The company’s over-

all bearing production 
now exceeds an annual 
rate of over 625 million 
bearings. C&U Americas 

is the C&U Group’s 
North American  

subsidiary based in 
Plymouth, Mich.

them in their quest to excel in the industry.  
They want to help by offering some fresh, 
unhampered ideas, perhaps even solutions that 
only a generation brought up on the Internet 
and technology could offer.”

In addition to Silvey, representing the  
academic community is Tom Grothous, academic 
dean at the University of Northwestern Ohio, 
College of Applied Technologies. Speaking for 
former students and GAAS scholarship recipi-
ents are Chuck Grospitch, technical sales/
inside sales, Hawk Performance and Jim Lucas, 
director of new product development, Dorman 
Products. Current student representatives from 
Northwood University are Alex DeYoung, a 
junior, and Victor George, a graduating senior.

New features at GAAS 2013 include four 
breakout sessions and co-locating with the 
Aftermarket eForum, May 22-23. Each year 
the net proceeds of GAAS are invested in the 
organization’s scholarship fund to help stu-
dents get their automotive aftermarket career 
started. Additional scholarship funding comes 
from industry contributions from individuals, 
companies, and foundations. To date, GAAS 
has awarded scholarships to more than 1,600 
students, representing $1.6 million in aid.

Joint Effort Stops Alldata Software 
Pirate

Alldata LLC, the leading provider of manu-
facturers’ automotive repair information and 
solutions for the professional automotive service 
and collision repair industries, announced the 
successful arrest and prosecution of a software 
counterfeiting operation. The company has a 
long-standing program dedicated to tracking 
down illegal sales of Alldata products, an effort 
that routinely results in prosecution.

In the most recent case, William Edwin 
White III was arrested in December 2012 
following a five-month investigation by the 
Stanislaus County Sheriff Department and 
Sacramento Valley Hi-Tech Crimes Task Force. 
The two law enforcement agencies worked 
with the Alldata Antipiracy team to investigate 
illegally copied Alldata products that White 
had advertised for sale.

“We aggressively pursue software piracy,” 
says Alldata president Jeff Lagges. “It’s theft, 
and it hurts our customers by driving up costs. 
But it’s not the same as downloading a pirated 
song – it’s potentially a consumer safety issue, 
because counterfeiters don’t care if the infor-
mation is correct. We do care, because incorrect 
information should never be used to repair 
vehicles. People who don’t realize they bought 
pirated software often call us to complain that 
the product isn’t working correctly, which 
is why it’s so important to purchase Alldata 
Repair through our sales team or our company 
website.”

Alldata licenses vehicle repair, diagnostic,  
and maintenance information directly from 

manufacturers and provides it to customers 
through a secure, Web-based portal. “Man-
ufacturers often add, remove, and change infor-
mation,” says Lagges. “Offering our products 
through online subscriptions allows us to get 
changes to our customers quickly. So buying 
counterfeit Alldata products not only wastes 
money, it’s a risky business that we’re working 
hard to stop.”

Following the investigation and December 
arrest, White was found guilty, sentenced, and 
ordered to pay restitution to Alldata.

ASRW Moves to Two Expo Days, 
Three Education Days

Beginning with the 2013 event, Automotive 
Service & Repair Week (ASRW) will become 
a two-day expo, with three days of education. 
The show floor will be open Thursday, Oct. 17 
and Friday, Oct. 18 from 9:30 a.m. to 4:30 p.m. 
daily. The ASRW Conference Program will take 
place Wednesday, Oct. 16 through Friday, Oct. 
18, and the event remains at the Mandalay Bay 
Convention Center in Las Vegas.

The change is in response to feedback gath-
ered from loyal exhibiting companies as well as 
attendees, and will offer significant business and 
financial efficiencies for all ASRW participants. 
With this updated schedule, participants will 
enjoy the same number of Expo hours as in the 
past, but streamlined into two action-packed 
days.

To deliver the maximum experience and 
value to ASRW attendees, several key events 
will evolve for 2013, including the ASRW 
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Raybestos ACE Training Integrates 
E-Learning

Technicians can further enhance their installa-
tion and service skills with e-learning training 
modules from Raybestos chassis parts. The train-
ing module is available at www.RaybestosChassis.
com and can be studied free of charge.

The Raybestos Advanced Certified Education 
(ACE) program increases educational 
opportunities for technicians and service 
writers who sell Raybestos chassis products. 
The e-training module offered by Affinia Tech 
Training presents the ideal customer service 
engagement when assessing chassis repairs and 
addressing customer concerns.

The e-training modules offer technicians 
time-saving and money-saving benefits:
•  Identify and resolve undercar problems more 

effectively
•  Make it easier to present and sell appropriate 

parts and service
•  Learn key advantages of Professional Grade 

products
•  Reduce comebacks for work that doesn’t meet 

customer expectations
•  Increase loyalty with existing customers and 

grow business with new customers
The training module takes approximately 

25 minutes to complete and is followed by a brief 
quiz to ensure the technician has mastered the 
concepts taught during the training. The module 
begins by addressing appropriate customer 
interaction at the beginning of the repair 
cycle. Trainees move through each step of the  
entire repair phase, which includes discovery, 
verification, inspection, recommendation, 

repair, and finally the test drive and delivery 
of the completed work. As an added benefit, 
technicians can return and review the training 
materials at any time.

At any time during the training module, 
technicians can click on the ACE tips for addi-
tional information and valuable advice to make 
the brake work more effective and complete. 
Chassis system overview buttons allow techs to 
review the functionality of the items that make 
up a chassis system.

Manac Outperforms All Others in 
Under Ride Guard Crash Tests

The Manac dry van passed the under ride guard 
crash tests recently held by the USA Insurance 
Institute for Highway Safety (IIHS) with flying 
colours. Engineers from the IIHS put semi-
trailers from the eight largest manufacturers 
through a series of progressively tougher crash 
tests, but only the Manac semi-trailer passed the 
most challenging 30% test, used by the IIHS 
because it represents the minimum overlap 
under which a passenger vehicle occupant’s 
head is likely to strike a semi-trailer if an under 
ride guard fails.

Most semi-trailers are required to have an 
under ride guard, the steel bar that hangs from 
the backs of trailers to prevent the front of a 
passenger vehicle from moving underneath the 
trailer during a crash. All of the trailers tested 
by the IIHS had under ride guards that met 
both U.S. and Canadian standards that require 
a guard to withstand a certain amount of force 
at various points.

In each crash test, a 2010 Chevrolet Malibu 

Honeywell Friction 
Materials Releases New 

Part Numbers
Honeywell Friction 

Materials is increasing its 
aftermarket product  

line-up by adding more 
than 150 new model  
numbers in the first  

quarter of 2013. Included 
in the line-up are 19 

drum and rotor models, 
15 disc pads, and 120 

loaded calipers covering 
newer models of many 

vehicle brands and types.
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Industry Forum panel discussion and the creation 
of a new on-floor networking event.

New ASRW Expo Schedule for 2013
Thursday, October 17
8:00 a.m. – 9:30 a.m. – ASRW General Session
9:30 a.m. – 4:30 p.m. – ASRW Expo

4:30 p.m. – 6:00 p.m. – ASRW Welcome Reception

Friday, October 18
9:30 a.m. – 4:30 p.m. – ASRW Expo
The ASRW Conference Program will take place 
Wednesday, Oct. 16 through Friday, Oct. 18.
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marketers mix and match parts from various sources, a 
practice that creates quality and installation problems.  
The parts may bolt up, but can fail prematurely, 
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LuK RepSet®, you get the same flawless performance 
as the original equipment parts.  
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your time and reputation with anything else?
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struck a parked truck at 35 mph. In the first scenario, the car was 
aimed at the centre of the trailer and all eight guards success-
fully prevented under ride. In the second test, in which the car 
only overlapped with half of the trailer, all but one trailer passed.

But when the overlap was reduced to 30%, Manac was the 
only trailer to pass this test. Not only did the Malibu and the 
dummy inside the vehicle fare much better, the trailer also had 
the lowest damage estimates among all tested trailers. There 
was no damage whatsoever to the box, which differs signifi-
cantly in design from any other make and simply required the 
replacement of the under ride guard which, unlike competitor 
models, is bolted. With other trailers, the dry van box integrity 
was affected and required a significantly higher repair budget.

“Our tests suggest that meeting the stronger Canadian stan-
dard is a good first step, but Manac shows it’s possible to go 
much further,” says David Zuby, the Institute’s chief research 
officer. “If trailer manufacturers can make guards that do a 
better job of protecting passenger vehicle occupants while 
also promising lower repair costs for their customers, that’s a 
win-win. While we’re counting on the national Highway Traffic 
Safety Administration (NHTSA) to come up with a more effec-
tive regulation, we hope that in the meantime trailer buyers 
take note of our findings and insist on stronger guards.”

Family Business Survival Session Set for 
GAAS 2013

Business advisor and speaker Susan Rounds says all business 
owners struggle with the “keep vs. sell” decision and that all 
businesses are in transition. A senior vice-president with Wells 
Fargo Wealth Management, Rounds says this transition can be 
by design or default.

Rounds will present “Strategic Positioning of the Family 
Business and Wealth” at the 2013 Global Automotive 
Aftermarket Symposium (GAAS), scheduled for May 21-22 at 
the Hyatt Regency O’Hare near Chicago. Rounds’ session is 
one of four breakout sessions that will be featured for the first 
time at GAAS. Each session will be repeated once. 

“The key is to develop an integrated strategic plan that will 
maximize value and minimize taxes, whether the business will 
be sold to a third party, or transferred to the next generation,” 
explains Rounds. “Every business owner should plan to attend 
my session. The information I will present is critical to the sur-
vival of any privately held business entity.”  

GAAS 2013, with a theme of “Driving Change,” brings 
together industry leaders and experts to examine the issues 
and trends affecting the worldwide automotive aftermarket 
and influencing its future. Each year, the net proceeds of 
GAAS are invested in the organization’s scholarship fund to 
help students get their automotive aftermarket career started. 
Additional scholarship funding comes from industry contribu-
tions from individuals, companies, and foundations. To date 
GAAS has awarded scholarships to more than 1,600 students, 
representing $1.6 million in aid.

Save On Brake Repairs Through Tenneco’s 
Monroe Brakes Promotion

Tenneco’s Monroe Brakes brand will offer the “Spring Brakes!” 
promotion to give consumers a chance to save  this season 
on brake repairs.

From April 1 through May 31, 2013, the special offer is avail-
able on qualifying purchases of Monroe Ceramics and Monroe 
Dynamics ultra-premium brake pads. Ultra-premium Monroe 
Ceramics ceramic-formula and Monroe Dynamics semi-metal-
lic brake pads feature the latest original equipment-style fric-
tion formulations.

To qualify for the $30 Visa prepaid card, consumers must 
purchase two  sets (front and rear) of Monroe Ceramics  or 
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Superlift Releases Ford 
F-150 6-Inch Lift Kit

Superlift’s 6-inch  
suspension system for 
current-model F-150 

4x4s passes FMVSS 126, 
NHTSA’s highway-speed 

lane-change test that  
verifies electronic  

stability control (ESC) 
functionality. The kit is 
fully compatible with 
Ford’s Roll Stability 

Control and Advance 
Trac traction control. 

*    *    *

MAM Software Group In 
Global Rebrand 

MAM Software Group, 
Inc. has announced a 
new corporate identity 

and a new management 
structure for its U.S. 
subsidiaries as part 
of a global rebrand. 
Operating under the 

new MAM Software Inc. 
brand, the company will 

headed by the newly 
appointed Patrick Maley 

as president.

*    *    *

Epicor Now Providing 
Weekly eCatalogue 

Updates
Epicor Software 
Corporation has 

announced that compre-
hensive weekly electronic 

catalogue updates  
featuring the latest auto-

motive parts and  
applications information 

are now available to  
distributors, jobbers, and 

service providers for  
virtually all of the  

company’s most popular 
aftermarket business  

management systems and 
Web-based solutions.

Monroe Dynamics  premium brake pads and 
have products installed at a participating repair 
shop. To earn a $15 Visa prepaid card, consumers 
must purchase one set of Monroe Ceramics or 
Monroe Dynamics brake pads and have products 
installed at a participating repair shop.

To qualify for a $10 Visa prepaid card, 
consumers must purchase two sets  of Monroe 
Ceramics  or Dynamics  premium brake pads. 
To  earn a $5 Visa prepaid  card, consumers 
must purchase one set of Monroe Ceramics or 
Monroe Dynamics  brake pads. The Monroe 
Brakes “Spring Brakes!”  $10 and $5 offers do 
not require installation at a participating auto-
motive service provider.

Epicor to Host its Largest 
Customer Conference, “Insights 
2013,” May 13-16 in Nashville

Epicor Software Corporation is hosting the 
largest global customer conference in the 
company’s over 40-year history, “Insights 2013.” 

Epicor expects to welcome more than 3,000 
users of its distribution, enterprise resource 
planning (ERP), human capital management 
(HCM), and retail solutions software to Gaylord 
Opryland in Nashville, Tenn., May 13-16.

The global conference brings together 
Epicor customers, partners, and industry and 
product experts to collaborate on best prac-
tices, plans, tactics, strategies, solutions, and 
insights. To kick off the conference on Tuesday 
morning, opening keynote speakers include 
Epicor president and CEO Pervez Qureshi and 
Epicor chief marketing officer John Hiraoka.

Qureshi and Hiraoka will share business 
highlights, market insights, and how visionary 
technology drives business innovation. “With 
our largest conference ever, Insights 2013 will 
showcase sessions from all aspects of the extended 
value chain and provide more opportunities for 
our customers worldwide to network with each 
other,” says Qureshi. 

Joe Montana, legendary NFL quarterback 
and author of “The Winning Spirit: 16 Timeless 
Principles That Drive Performance Excellence,” 
will provide the Wednesday, May 15, keynote 
address.  Other keynote presentations will 
be delivered by Paul Farrell, executive vice-
president, research and development; Craig 
McCollum, executive vice-president and gen-
eral manager, retail distribution; Paul Salsgiver, 
executive vice-president and general manager, 
retail solutions; Malcolm Fox, vice-president, 
ERP product marketing; Erik Johnson, vice-
president, technology strategy; and Ian Rawlins, 
vice-president, retail solutions marketing.

Following the keynote presentations, man-
ufacturing, distribution, retail, and services 
industry leaders will offer sessions on a wide 
range of topics including cloud computing, 
customer service and segmentation, enterprise 
IT management, human capital management, 
industrial manufacturing, innovations in whole-
sale distribution, and more.

APPOINTMENTS

Wakefield Canada has 
announced the appoint-
ment of Randy Klein 
to the position of vice-
president, sales with 
responsibility for both 
automotive and com-
mercial sales divisions. 
In 2011 Klein joined the 
company as head of the 
Wakefield Commercial 
Division, with a strategic 

focus on the H2Blu diesel exhaust fluid (DEF) 
and Castrol commercial lubricants segments, 
seen as areas of significant growth for the 
company.  His duties will now also encompass 
the Wakefield Automotive Division, responsible 
for the sales of the leading brand in its sector, 
Castrol lubricants, for which Wakefield has 
exclusive responsibility in Canada.

9JOBBER NEWS / MAY 2013

OBITUARY: Wayne Coutts

Wayne Coutts, a long-
term and valuable mem-
ber of the Ideal Supply 
team in Listowel, Ont. 
passed away at Listowel 
Memorial Hospital on 
Thursday, April 11, 2013, 

after a battle with cancer. He was in his 
65th year. Wayne Coutts is survived by 
Eileen (Murray) Coutts, children Adam 
and Shannon Coutts of Tiverton, Nathan 
and Melissa Coutts of Elmira, Tanner 
Coutts of Lethbridge, Alberta, and Emily 
Coutts and Shawn Benson of Toronto. 
Grandfather of Delaney and Nolan. Son 
of Helen Smart of Conn, and brother of 
Donna Shaw of Mount Forest, Barry and 
Kara Coutts of Mahone Bay, Nova Scotia, 
and Ken and Margie Smart of Conn. 
Predeceased by his brother Robert Smart. 
Wayne started with Ideal Supply on May 
8, 1967 in the Ideal Supply Hanover loca-
tion. Over 45-plus years with the company, 
he worked in six of the 30 branches, from 
the southern branches to the north. Wayne 
worked on the counter, in the shipping 
department putting stock away, and then 
to branch manager, account manager, 
assistant automotive sales manager, to his 
last position as sales manager for the 
automotive division, which brought him 
to the head office June 29th, 1987. Wayne 
was admired by his colleagues, suppliers 
and customers, and was well known for 
his vast knowledge of products, his ability 
in helping others, his sense of humour 
and his great storytelling. He will be sadly 
missed by all.

Memorial donations to Grand River 
Cancer Centre are appreciated.

Randy Klein
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M embers of the Heavy Duty Distributor Council know that 
the HDDC Annual Business Conference is a must, and 

won’t want to miss this year’s event being held at the Hilton 
Suites / Markham Conference Centre from June 1-4, 2013. The 
theme for the conference is “Turning Vision into Action,” and 
this year’s event has been designed to do just that, featuring two 
high-calibre professional speakers.

In addition to being an exceptional networking platform, 
the HDDC conference will offer attendees the opportunity to 
exchange ideas and share information.  Conference delegates 
will also be able to participate in nineteen scheduled one-
on-one business meetings, the Annual General Meeting for 
Associates and WDs, an afternoon of fun events (golfing or 
karting), and the Annual Charity Event that raises funds for the 
SickKids Foundation.

SPEAKER SPOTLIGHT

Donald Cooper
 

A former world-class manufac-
turer and award-winning retailer, 
Donald has used his knowledge 
and experience to become a 
leading international manage-
ment speaker and business coach 
who delivers clear, bottom-line 
business insights that make sense 
and that make a difference. 
Each of his sessions is tailored to 
the audience through detailed 
research to ensure that his points 
hit home and really help. More 
importantly, audiences love that 

he’s real, that he has “been there” and that he tells the truth 
about how to sell more, manage smarter, grow your bottom 
line... and have a life. Not only that, but he does all of this with 
humour and passion. His insights will inform you, challenge 
you, disturb you, inspire you, and leave you with a new and 
powerful understanding of your business, your customers, and 
your life.

 

Dr. Sherry Cooper
Recently retired from the posi-
tion of chief economist of BMO 
Financial Group, Sherry is in 
constant demand as a speaker 
and writer, because of her abil-
ity to simplify and de-mystify the 
complex subjects of economics 
and finance. She received the 
Lawrence Klein Award for U.S. 
forecasting accuracy in 2010, 
beating out a panel of 50 econo-
mists all predicting the four-year 
period from 2006 to 2009. This 

Turning Action Into Vision
HDDC Annual Business Conference to Feature Must-See Speakers

HDDC  PREVIEW

was no small feat, as this period encompassed the U.S. hous-
ing bubble, financial crisis, recession, and recovery. Canada’s 
national newspaper calls Sherry “the megawatt celebrity 
economist.” She leads a highly respected team of economists 
and has been repeatedly cited as one of the most influential 
women in Canada. Dr. Cooper is regularly quoted in the 
financial press and is often heard on the radio and seen on 
TV. She published her third book, The New Retirement: How 
It Will Change Our Future in January 2008, which became a 
blockbuster bestseller.

10 JOBBER NEWS / MAY 2013

SATURDAY JUNE 1, 2013
12:00 p.m. – 7:00 p.m.  Registration
1:00 p.m. – 4:00 p.m.  Board of Directors Meeting
6:00 p.m. – 8:00 p.m. Welcome Reception

SUNDAY JUNE 2, 2013
7:00 – 5:00 p.m.  Registration 
7:45 a.m. – 8:30 a.m. Group Breakfast (Full): All Delegates
8:30 a.m. – 8:45 a.m. Meeting – President’s Welcome
8:45 a.m. – 9:30 a.m. Associates Annual Meeting
8:45 a.m. – 9:30 a.m. Distributors Annual Meeting
9:30 a.m. – 10:15 a.m. Associates & WD Combined Meeting
10:15 a.m. – 10:30 a.m. Refreshment Break
10:30 a.m. – 12:00 p.m. Keynote Speaker – Donald Cooper
12:00 p.m – 1:15 p.m. Lunch
1:15 p.m. – 4:10 p.m. One-on-One Business Meetings
5:00 p.m.  Dinner

MONDAY JUNE 3, 2013
7:00 a.m. – 10:00 a.m. Breakfast
7:00 a.m. – 12:00 p.m. Registration
8:00 a.m. – 11:15 a.m. One-on-One Business Meetings
12:00 p.m. – 6:00 p.m. Group Events
7:00 p.m. – 10:00 p.m. Reception & Buffet in support of the
   SickKids Foundation; includes Live
   Charity Auction

TUESDAY JUNE 4, 2013
7:00 a.m. – 10:00 a.m. Breakfast
7:00 a.m. – 12:00 p.m. Registration
8:00 a.m. – 10:35 a.m. One-on-One Business Meetings
10:45 a.m. – 11:00 a.m. Refreshment Break
11:00 a.m. – 12:00 p.m. Keynote Speaker – Dr. Sherry Cooper
12:00 p.m. – 12:45 p.m. Lunch
1:00 p.m. – 4:15 p.m. One-on-One Business Meetings
4:30 p.m. – 5:00 p.m. New Board of Directors Meeting
6:00 p.m. – 7:00 p.m. Reception
7:00 p.m. – 10:00 p.m. Dinner

VISIT WWW.HDDC.CA TO REGISTER TODAY!
To learn more about HDDC and how you can become a 
member, visit www.hddc.ca.

SCHEDULE OF EVENTS
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I n an ever-changing and increasingly competi-
tive market, it is imperative to remain ahead 
of the curve to ensure success. To learn about 

innovative ways to do just that, more than 200 
individuals, of whom nearly 40% were automo-
tive service providers, invested in the future of 
their businesses and attended the Automotive 
Industries Association (AIA) of Canada’s fifth 
annual Ontario Automotive Service Providers 
Forum, which was held at the International Centre 
in Toronto last month.

  “AIA’s members are well aware that in a 
growing industry, every little bit helps to keep 
an edge on the competition. AIA is proud to be 
able to offer learning and networking opportu-
nities like this Forum to help members improve 
their recruitment practices, increase customer 
loyalty retention, and reach their true potential by 
improving profitability,” said Marc Brazeau, presi-
dent and CEO, AIA Canada, at the event.

  This year’s conference began with a newly 
expanded trade show featuring cutting-edge tech-
nologies, tools, and equipment, followed by a series of pre-
sentations by successful local shop owners and guest speakers. 
Of particular note, participants learned about technological 
advancements from James Shields, got tips from the success 
of OE service dealers from Charles Seguin, and received an 
update on the Canadian Automotive Service Information 
Standard (CASIS) and the Right to Repair effort from AIA’s 
Jason Kerr.

Andrew Ross, editor and publisher of Jobber News, presided 
over a select group of automotive shop owners who shared 
various customer retention programs they have developed to 
remain competitive.

Alan Beech of Beech Motorworks in Hamilton outlined a 
number of value-added programs that included a customer 
tire storage program, a rewards card, and free towing.  “The 
free towing benefits are two-fold,” said Beech. “If I make a 
mistake on a car, I want it towed back to my shop so I can 
rectify the problem, not some other shop. Plus my average 
repair ticket is enough that I can absorb the cost of the towing 
to keep my bays busy.”

Roy Hinbest of Roy’s Service Centre in Caledon, Ontario, 
outlined his 10-year, 400,000-kilometre preventative main-
tenance program that is designed to save customers money 
and allow them to keep their vehicles safely on the road for 
10 years, thereby reducing the frequency of buying a new 
vehicle.  “We show them the value of our 10-year maintenance 
plan. We explain how it saves them money per kilometre and 
how it makes their vehicle more valuable when it comes time 
to sell it or trade,” explained Hinbest (see cover feature).

John Edelman of Haldimand Motors in Cayuga, Ontario, 

Unlocking The Secrets To  
A Profitable Shop

ONTARIO FORUM

has the largest independent used car dealership in Canada, 
with 130 service bays. Edelman and his staff are very involved 
with their community in supporting a large number of charity 
events, including having his technicians mentor at-risk youth 
on the shop floor. “I believe we have to give our employees 
something bigger than themselves to work for. We make a liv-
ing by what we get, and we make a life by what we give,” says 
Edelman. “You couldn’t find a tighter-knit group of guys and 
girls working for us now.”

Leroy Martin of Leroy’s Auto Care in Elmira, Ontario, is 
a relative newcomer to the industry with just seven years of 
operating experience. With his business management back-
ground, Leroy’s focus is on providing excellent customer care 
and high-quality service. Along with hiring dedicated, ethical 
technicians, Leroy operates two shifts to improve productivity. 
“Problem customers are either uninformed or misinformed 
customers. By taking the time to educate them on the service 
they require, you can turn them into repeat, loyal clients,” 
said Leroy.

 The event was capped off with a dinner and a closing 
presentation by Michael “Pinball” Clemons, CFL legend and 
current vice-chairman of the Toronto Argonauts.

  “As always, AIA pulled off a great event and I couldn’t 
have hoped for better for my last event as chairman,” said 
John MacDonald, outgoing chairman, AIA Canada. “This 
year’s new format, with its later start time, was extremely well 
received, and the representation of service providers was 
impressive. I’m sure that everyone has left with some new 
tricks up their sleeves to build on their existing business prac-
tices and improve their footing in the marketplace.” 
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Roy Hinbest of Roy’s Service Centre in Caledon, Ontario, outlined his 10-year, 
400,000-kilometre preventative maintenance program that is designed to save customers 
money and allow them to keep their vehicles safely on the road for 10 years, thereby 
reducing the frequency of buying a new vehicle. Left, Andrew Ross, editor and publisher 
of Jobber News, presided over a select group of automotive shop owners.
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D espite the lauds it has received 
for keeping its fiscal house in 
order, Canada is in for signifi-

cant challenges in the coming years, 
and can’t rely on the achievements of 
the past to propel it into the future.

Two of the most compelling speak-
ers ever to appear at an Aftermarket 
Conference for Executives, former 
BMO Financial chief economist Dr. 
Sherry Cooper and the Rt. Hon. Jean 
Charest, former premier of Quebec, 
looked at Canada’s prospects from 
different perspectives but came to 
similar conclusions.

Cooper, one of the most pre-emi-
nent economists in Canada, told attendees, “Canada is 
experiencing considerable headwind in a slowly growing 
world economy. Our high dollar, and oil-patch competi-
tion from growing production in the U.S. are just two of 
the factors.”

The U.S. fiscal drag will continue to affect Canada, 
she added.

“Now, no one can predict the future with certainty. I 
am forecasting that growth in North America is picking 
up. Growth in the U.S. is relatively stable and at modest 
levels in Canada. The real growth areas continue to be 
the emerging economies, but even there, growth has 
slowed.

“The big drag in the U.S. is fiscal tightening. There 
have been cuts in government spending and higher taxes.”

Together, they paint a picture of a key trading partner pulling 
into itself, taking care of its own. It’s a scenario we have seen in 
the past.

Jean Charest, the recently defeated premier of Quebec, 
offered his own perspective on this after years of political 
experience.

Charest pointed out that the U.S. policy of keeping its 
newly exploited shale oil deposits within its borders, prevent-
ing producers from exporting it, threatens Canada’s ability to 
sell to the U.S. at a good price and providing cheaper energy 
to revitalize its own industrial base. He told attendees that the 
national political players need to get Canada’s oil and gas to 
western ports, where it can be easily marketed to Pacific Rim 
countries, and to the east for points eastward.

“Oil and gas is the story for us. We have a major problem 
in that we have ‘stranded’ resources out west, and the oil sands 
are part of it. The Keystone project is not only a real economic 
project, but a symbolic project. If the Keystone project does 
not go through, I think Canada in the world financial com-
munity is going to take a big hit. It will affect the reputation of 
the country.

AFTERMARKET CONFERENCE FOR EXECUTIVES

Economic And Trade Challenges  
Threaten Canada’s Reputation

As countries struggle to climb back from the fiscal and economic crisis, Canada must compete in  
a hardened global marketplace.

By Andrew Ross

ACE REPORT

“Out west, we need 
to move oil and gas 
to places in the world 
that want to buy it.” 

Federal political leaders seem to understand the need 
for getting the resources to western and eastern jumping-off 
points, Charest observed, though that isn’t always shared 
among other interests.

“If the Americans don’t get to export their oil and gas, we 
should. And we should work against the clock.

“Whoever builds the LNG terminals out west and out east 
is going to be ahead. Those are the kinds of political deci-
sions that we need to make for this very important industry, 
for Canada.”
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Robert Hattem, the newly appointed AIA 
chair, presided over his first official event.

Dr. Sherry Cooper told 
attendees there may be 
some tough challenges 
ahead for Canada, a  
sentiment shared by 
former Quebec premier 
Jean Charest (lower 
right).

Marcel Dionne, at centre, was presented with the AIA 
Distinguished Service Award by outgoing chair John 
MacDonald (left) and current chair, Robert Hattem (at right).

Brad Morris (at right) was presented the 
Young Executive of the Year Award by 
Michael Raven, Young Executive Society 
Committee chair.
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Ontario’s Drive Clean Works 
To Resolve Readiness Issue

O ntario Drive Clean is offering a 
temporary fix to alleviate some 
pressure from automotive service 

shops that are running into emissions 
testing problems with some customers.

While the vast majority of vehicles 
are successfully completing the new 
Drive Clean OBD-II test, some vehicle 
owners are having problems getting 
ready for the test even after going 
through a drive cycle. 

As of January 1, 2013, Ontario’s 
Drive Clean vehicle emissions testing 
program began using on-board diag-
nostics, or OBD-II, to read a vehicle’s 
computer history and determine if it 
meets emissions.

As predicted by some repair shop 
owners, while the new OBD-II test 
is faster and more accurate, there 
appears to be a bit of a learning curve 
for those consumers who tend to 
ignore their check-engine light and 
show up for their emission test on 
the last day. If the check-engine light 
is on, the vehicle will fail the test, so 
the problem has to be diagnosed and 
fixed first, then the owner will have 
to drive the car for two to three days 
to reset everything before it can be 
retested. 

“We don’t want to delay owners 
from getting their licence plate stick-
ers while we work to resolve readiness 
issues,” says Kate Jordan, communica-
tions officer for the Ministry of the 
Environment.

Drive Clean has developed interim 
measures to get vehicle owners driving 
again.

A readiness conditional pass may be issued for registration 
renewal after two not-ready tests. 

To qualify, the vehicle must meet all of the following:
• 24 hours or more have passed between each test
•  vehicle has been driven at least 30 kilometres between the 

tests
•  battery has not been disconnected and the OBD codes have 

not been cleared in the last 30 km of driving
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•  number of “not ready” monitors has not increased
“We have also set up a solution for people who want to sell 

their vehicles.   If they meet the requirements for a readiness 
conditional pass, and the vehicle passes a tailpipe test, the car 
will be certified for sale,” adds Jordan.

As of January 1, 2013, Ontario’s 
Drive Clean vehicle emissions test-
ing program began using on-board 
diagnostics, or OBD-II, to read 
a vehicle’s computer history and 
determine if it meets emissions. As 

predicted by some repair shop owners, while the new OBD-II test is 
faster and more accurate, there appears to be a bit of a learning curve 
for those consumers who tend to ignore their check-engine light and 
show up for their emission test on the last day.
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However, not all Drive Clean facilities offer the tailpipe 
test, so a vehicle owner selling a vehicle will now need to locate 
a tailpipe test facility.

For more information about the test, Drive Clean, or these 
changes, call the Drive Clean Contact Centre at 1-888-758-2999.

How to Be Test Ready

If a vehicle was recently repaired, or if the battery was discon-
nected, the information in the vehicle’s built-in computer 
might not be readable, and the test might not be completed. 
As a result, the vehicle owner will have to re-take the test, and 
so could be delayed in getting a licence sticker. 

A day or two of normal highway and city driving will usually 
reset a vehicle’s computer and ensure it’s ready for the Drive 
Clean test. However, vehicle owners can also take their vehicle 
through a Generic Drive Cycle:
Step 1: 
Make sure the vehicle has been parked for eight hours without 
a start.
Step 2: 
Start the engine and let it idle in Drive for two and a half minutes 
with the air conditioning (A/C) and rear defroster on.
Step 3: 
Turn the A/C and rear defroster off. Drive the vehicle for 10 
minutes at highway speeds.
Step 4: 
Drive the vehicle for 20 minutes in stop-and-go traffic.
Step 5: 
Your drive cycle is complete. You can now go in for your test.

Gas tank should be ¼ to ¾ full. Driver should avoid rapid 
acceleration.

1988 to 1997 model year vehicles require a different test, 
so vehicle owners will have to find a Drive Clean facility 
equipped to test older vehicles.
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Self-Service Kiosk Emissions Testing 
Now Available in the U.S. 

Ohio EPA is introducing a new, decentralized program 
for Ohio E-Check vehicle emissions testing that will offer 
most motorists in Northeast Ohio more convenience 
when having their vehicles tested.

The freestanding 
self-service kiosks 
allow drivers to 
perform their own 
OBD-II emissions 
test any time of the 
day or night, seven 
days a week, using 
the kiosks’ easy-to-
follow touchscreen 
displays. The entire 
process takes less 
than 10 minutes and 

is especially helpful for motorists with difficult sched-
ules. Upon completion of the self-test, the kiosk prints a 
vehicle inspection certificate that can be used for vehicle 
registration or plate transfer.
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Continued on page 20

W
ith consumers putting off car repairs for longer 

periods of time and increasing competition 

from dealerships, independent repair shops 

must work harder and smarter in order to 

stay ahead of the curve. Along with updating 

customer service skills and investing in staff training and up-

to-date diagnostic equipment, shop owners need to take a 

more proactive role in educating their customers about both 

the financial savings and safety benefits of following a regular 

preventative maintenance program.

The fact that vehicles are made better and lasting longer 

has resulted in more and more vehicle owners turning a 

blind eye to regular maintenance issues. The Automotive 

Industries Association (AIA) has been actively involved 

in educating consumers on the long-term benefits of fol-

lowing a regular automotive maintenance program.  The 

AIA-sponsored “Be Car Care Aware” program has been 

operating successfully for 10 years now, and just over a year 

ago the AIA held meetings with the federal and provincial 

governments to propose a tax-incentive program designed to 

encourage consumers to follow a regular vehicle inspection 

regimen.

“When we first floated the idea last spring, we used 

the inspiration of the highly popular Home Renovation Tax 

Incentive program that was announced four years ago,” 

explains Marc Brazeau, president and CEO, AIA Canada. 

 “When we had discussions with Jim Flaherty’s office 

and his advisors about a year ago, the response was very 

positive. They like the idea of tax incentives. If you look 

at the last few budgets, there have been a number of 

initiatives aimed at providing tax credits to Canadians. 

For example, if you register your kids in sports, cultural 

programs, or you buy a transit pass, you are eligible for tax 

credits,” explains Brazeau.

Under the AIA’s proposed Vehicle Inspection Tax Credit, 

a consumer would have a defined vehicle inspection done 

that would include things like brakes and other safety-

related items. The vehicle owner would then be entitled to 

a tax credit. 

Comprehensive

Save Customers Money, Boost Your Bottom Line
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Continued from page 19

“We have found that an informed consumer is more likely 
to be an engaged consumer. When someone knows what is 
wrong with their vehicle, they are more likely to take action. If 
they don’t take action, they are more likely to plan that action, 
meaning if they cannot afford to do it now and it’s not an 
absolute requirement, then they can actually start planning to 
have it done in the coming months,” says Brazeau.

The AIA is in discussions with the Canadian Automobile 
Association, a large, influential consumer group with chapters 
across Canada. “We have had some very positive discussions 
with the CAA as well as their chapters across Canada. While 
we can’t announce anything official as yet in terms of their 
support, our discussions with them have been very positive,” 
adds Brazeau.

The AIA has also spent a great deal of time meeting with 
provincial governments. “We continue to have very good dia-
logue with the provinces on the issue of government support 
for the need to have safer vehicles on our roads. Again, all this 
is as a result of the data we keep seeing, which not only shows 
more and more older vehicles are on the road, but also reflects 
the fact that these vehicles are not being maintained to the 
standards that they should be,” explains Brazeau.

The AIA is cognizant of the fact that its tax-incentive pro-
posal is one that needs to be continually promoted. “The 
federal government has a rigorous austerity program going on 
now and we have to be mindful of that, but I can tell you a lot 
of politicians understand the importance of safe vehicles, and 
how this affects Canadian families on a daily basis,” he adds. 

The AIA has a third annual report on underperformed 
maintenance coming out later this summer, and it is expected 
that this report will show that the amount of underperformed 
maintenance on aging vehicles is continuing to grow. The AIA 
believes this trend will ultimately receive government reaction.

 “We have to make sure the vehicles on our roads are safe, 
and I think the government has an important role to play to 
ensure Canadians are taking proper steps to do that,” says 
Brazeau.

According to the first Canadian Automotive Aftermarket 
Demand Study, prepared by DesRosiers Automotive 
Consultants for the AIA, the total retail value of automotive 
parts and services in 2010 was $18.49 billion. But if vehicle 
owners were more diligent in their maintenance routines, 
that number could grow to over $30 billion – that’s $11 billion 
worth of underperformed maintenance from which service 
providers could certainly benefit. 

But how do independent auto repair shops go about con-
vincing customers a regular preventative maintenance program 
will save them money?

One key element that has to change is the perception 
many consumers have of the auto repair industry. Many con-
sumers fear that taking their vehicle in for a repair estimate 
will result in being told they require hundreds of dollars of 
repairs that need to be done that day. Changing that per-
ception and eliminating client anxiety requires changing 
your approach to vehicle inspections. Proactive auto repair 
shops that are focused on service and ensure the customer’s 
experience with the shop is positive from start to finish are 
finding success.

Roy’s Service Centre, located on Highway 10 between 
Orangeville and Shelburne in Ontario, is a prime example 
of the gains that can be made when a shop takes a proactive 
stance and makes the necessary changes that allow their team 
to find efficiencies and work smarter.

Located 15 minutes from Orangeville, with a population 
of 30,000, and about 10 minutes from Shelburne, with a 
population of about 5,000, owner Roy Hinbest’s shop is proof 
that people will go out of their way for good service.

“We’re located basically in the middle of nowhere with 
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swamp and bush all around us, yet we 
have been successful here. It’s taken 
a lot of years and a lot of hard work, 
but people are willing to drive a little 
further to receive professional service and have their cars fixed 
right the first time in a timely manner,” explains Hinbest.

Hinbest works hard to ensure every customer gets his or 
her vehicle back on the day he says it will be done. “I don’t 
overbook the day, and we focus on keeping our clients in 
control of their money and keeping them informed on the 
progress of the service on their car.”

Hinbest has a team of well-trained, well-paid technicians 
and he has invested heavily in diagnostic equipment to help 
his staff be as efficient as possible.

“We have regular staff meetings to review systems and 
procedures, to find new ways to make it easier for clients to 
keep up with their maintenance while reducing their stress,” 
he says.

Hinbest has been in business for 31 years, and has been 
a NAPA Autopro member for just over six years. He became 
involved in the T.A.C.T. (Total Automotive Consulting & 
Training) program in the spring of 2007. “We have par-
ticipated in every monthly Proshop meeting. I have sent our 
entire eight-person staff to the SIP training course twice, and 
I have personally been to it four times. My business and I are 
committed to this program, because we have seen results that 
are directly attributed to the T.A.C.T. program,” he explains. 
“It has been a long process year after year, but the T.A.C.T. 
group have supported us and continue to support us the 
entire way.” 

Roy’s son and shop general manager, Stephen Hinbest, 
explains, “The paperwork we use to do inspections and track 
repairs came from Dave Meniere’s T.A.C.T. training program, 
and we combined that with the NAPA Autopro 10-year, 
400,000-kilometre warranty program, to round out the pre-
ventative maintenance program we provide to our clients.” 

When customers register for the warranty program, they 
receive a booklet that is kept on file at the shop, to track every-
thing that is done to their vehicle. This detailed booklet corre-
sponds to the inspection forms used in the shop.

“We show them the value of our 10-year maintenance plan. 
We explain how it saves them money by keeping their vehicle 
on the road for 10 to 15 years, and explain how unplanned 
breakdowns are much more costly in dollars and in time. Also, 
when they decide to replace their vehicle, it is worth more 
money because they have a detailed track record of how it has 
been maintained. We have to get our clients to believe in us 
and believe that we can do it. Having a detailed file on each 
customer’s vehicle history adds to our credibility,” explains Roy 
Hinbest.

Hinbest will even take a client’s vehicle to the dealer for war-
ranty work and recalls.

“Our next step was to train our technicians on how to do 
an inspection properly, and to understand when an inspection 
ends and a diagnosis starts. Unlike many auto repair shops, we 
are not doing inspections to diagnose problems; we are doing 
inspections to make sure we don’t have any problems,” explains 
Stephen Hinbest.

“What a lot of repair shops have gotten wrong for many 
years is the approach taken when doing vehicle inspections. 

Continued on page 22

Roy Hinbest (left) and his son and shop 
general manager, Stephen Hinbest, 

combined the paperwork they use to do 
inspections and track repairs with the 

NAPA Autopro 10-year warranty program, 
to round out a money-saving preventative 

maintenance program for their clients.
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Most shops do ‘free inspections’ to find problems. We conduct 
thorough inspections to reassure the customer that the vehicle 
is safe and that all maintenance is up to date and to notify them 
on what maintenance is coming due in the future, so they can 
budget for that repair. It’s a much better approach to do a 
proper inspection as part of a proper maintenance plan, than 
just doing an inspection to find work,” he adds.

“We put a maintenance sticker on their windshield that has 
their next appointment on it.  If we know they are going on a 
holiday we put a little blurb in there – ‘have a great holiday.’  We 
always try to do something a little bit personal to let them know 
we care,” adds Roy Hinbest.

“We don’t surprise them by telling them that there is hundreds 
of dollars of work that needs to be done today. We’re telling 
them it’s X number of dollars in three or four months for this 
work and it will keep your car on the road and keep your family 
safe and keep your vehicle lasting longer. And the price we 
quote is the price they pay. We never go over our stated price,” 
adds Stephen Hinbest. 

The biggest thing the Hinbests have found since moving to 
this program is that technicians want to do their job and do it 
to the best of their abilities. This is in stark contrast to repair 
shops that continually tell their technicians the customer 
doesn’t want to spend any money, so just do the 
minimum amount of work. But then when some-
thing is missed this same tech is then dragged up 
to the office and asked why he missed something; 
yet he has no proper inspection form to follow 
nor any inspection training to go with it, and the 
shop is not billing for the time he spends to do 
the inspection. 

“Changing this mentality wasn’t difficult,” says 
Stephen Hinbest.  “By having this process in place 
and making everyone accountable, they under-
stand that their job as a technician is to identify any 
concerns, issues, or upcoming problems the vehi-
cle may have, regardless of how much it will cost.

“The service advisor’s job is to inform the cus-
tomer of everything that has been identified, and 
the customer makes a decision on what they’d 
like to do. Nowhere does it say the technician 
makes a decision based on the consumer’s bud-
get or the age of the vehicle, nor does it say the 
service advisor makes a decision on that informa-
tion. We reassure our technicians to do it the 
right way and write things down. Don’t ignore 
things because you think the customer won’t 
spend the money on it,” he adds.

Roy’s Service Centre delivers more than a 
fixed car to its customers.  They deliver a positive 
experience, from the way they answer the phones 
to the detailed file they keep on each customer, to 
the washed car they deliver back to the customer, 
with a reminder note on the dash for an upcoming 
appointment and a candy on the seat.

“Our main goals and objectives are to save the 
client both time and money. When you break 
down anyone’s buying habits for anything, there 
are only two things that matter – the timeliness of 
the purchase and whether they have the money to 
purchase it. We are saving them money by doing 
regular maintenance so they can avoid the costly 
breakdowns that will occur without proper mainte-
nance. We are keeping them on the road longer by 
having the car last 400,000 kilometres, and avoid 
the need for new car payments for a longer period 
of time,” explains Stephen Hinbest.

“If you buy a car every five years or every 10 

years, there is a significant savings there, but you can’t get to 
10 years without a planned maintenance program that will 
keep you on the road,” he adds.

Hinbest currently has over 25 2012 vehicles and five 2013s 
in its 10-year preventative maintenance program.

“When a technician picks up an invoice at the front counter, 
he knows how much time he has to do the job. He gets the time 
allowance to do that inspection. We let the technicians stand 
there and tell the service advisor, ‘I can’t start this job, because 
I don’t have a solid time for this job.’  Everyone is account-
able.  Same thing goes if the inspection isn’t done, the service 
advisor can say, ‘Bring that car back in here and inspect it.’ It’s 
about holding each other accountable. One person can’t watch 
everything all the time.  But if we work together, we can keep 
everything on track,” explains Roy Hinbest.

By taking the time to explain the benefits of a comprehen-
sive maintenance program, and by allowing your clients to 
control their money by letting them know what regular main-
tenance and repairs are coming up in the next few months 
(along with an accurate cost estimate), you can eliminate a 
lot of customer anxiety and gain their trust. The end result 
is a confident, loyal customer who will tell their friends and 
neighbours about you.
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Continued from page 20

Preventative Maintenance:
Spring Ride Control Inspections Keep Sales Rolling

After a winter season of nasty freeze-thaw 
cycles, spring is the perfect time for techni-
cians to be on the lookout for signs of suspen-
sion wear.  As customers come in to make the 
transition back to summer tires, keep an eye 
out for different wear patterns on the tread.  If 
the summer tires are cupped and you are put-
ting them back on, and the ride control was 
not serviced over the winter, those tires are 
going to get worse. More importantly, if your 

service provider customer noticed the cupped tires and sold the client new tires, but 
didn’t look at the ride control, the new tires will wear out prematurely.

“It’s very important when technicians begin doing the transition back to summer 
tires to inspect the tires for signs of wear, and also to look at the shocks at the same 
time. Also be sure to check the mileage on the odometer,” advises Bill Dennie, director 
of ride control channel management for Tenneco’s Monroe Brand. 

“The first thing every technician should check is the vehicle’s odometer,” explains 
Kevin Fleury, sales director for Transbec Auto Parts Inc. “Ride control wear is so 
gradual, it often goes undetected so when a vehicle reaches the 80,000-kilometre 
range, that’s a good indication for the technician to inspect the shocks and struts.”

“Once the tires are off, it’s a good opportunity to take a look at the other sus-
pension parts like ball joints and tie-rod ends. If they seem worn out, it could also 
indicate worn shocks and struts, since these can have a direct correlation to excess 
wear on other suspension parts that wear prematurely. Ride control parts are under 
the car and not seen, so are often not thought about, and what consumers need to 
be educated on is the fact that all these suspension components are interrelated 
and work in tandem,” adds Fleury.  

“We call it the safety triangle: steering, stopping, and stability,” explains Dennie. 
“If you compromise any one of those three things, it is going to affect the safety 
of the vehicle in terms of optimum performance. Jobbers and technicians need to 
have a dialogue with consumers to educate them on the safety ramifications of 
ignoring the signs of worn-out ride control components.”

Most consumers tend to think that shock absorbers are there for ride comfort, 
when their main purpose is to keep the tires on the ground. If you are not keeping  
firm tire-to-road contact, that’s when you get into issues like longer braking 
distances and instability when cornering and your drivability becomes a serious 
safety risk.

With spring now in full bloom, savvy jobbers and technicians should be harvesting 
the bounty of ride control repairs sown by our particularly harsh Canadian winters.
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F or jobbers looking 
to improve sales and 
service levels, spring 

is a good time to review 
the latest business man-
agement software that 
could offer improved effi-
ciencies and rev up your 
business. In today’s Web-
based business world time 
translates into money at a 
much higher rate, so the 
more tasks a jobber can 
automate directly corre-
lates to the level of ser-
vice provided to custom-
ers and the amount of 
profit landing on the bottom line. From integrated, analytical 
accounting packages and intelligent parts demand programs 
to hand-held mobile device capabilities, there are several 
business management software program offerings available 
to help keep you ahead of the curve.

Epicor’s Eagle business management software now allows 
jobbers to monitor and  manage business performance while 
on the road or at a customer’s location, via a smartphone or 
other mobile device.

“Aftermarket business owners and managers are making 
more decisions each day that impact their competitiveness and 
bottom-line performance,” says Craig McCollum, executive vice-
president and general manager, retail distribution solutions 
for Epicor. “Our Epicor Eagle software now allows them to 
make smart, fast decisions based on up-to-the-minute infor-
mation using virtually any smartphone, tablet computer, or 
other mobile device.”

Epicor Eagle software now includes the Epicor Mobile 
Manager application, which enables authorized users to 
view sales, inventory, pricing, and customer information on 
a dynamic basis via a mobile device. This application helps 
owners and managers maintain a close watch on key metrics 
such as gross margin and receivables, and enables pricing 
adjustments from the road. You can also answer customer 
inquiries in a timely manner, since you can now access cus-
tomer information to make decisions on discounts or credits.

Accompanying Mobile Manager in this latest release is 
Epicor Compass Analytics, which allows users to run an array 
of business reports via their mobile devices. Other new fea-
tures of the Compass software include a dashboard reporting 
tool that provides sales and margin data on all types of busi-
ness promotions. Additional Compass enhancements are 
faster page loads and queries, delivery of scheduled tasks via 

an FTP protocol, and the 
availability of additional 
fields, including cash bal-
ancing dimensions and 
measures, terms codes, 
and discount thresholds.

The new release also 
includes the cloud-based 
Epicor AconneX CL 
online parts trading solu-
tion. AConneX CL is a 
sustainable, scalable, and 
extendable solution with 
improved responsive-
ness to electronic orders 
and inquiries flowing 
between businesses. 

Autopart from MAM Software Group Inc. is a versatile 
SQL-based management application designed to address the 
needs of independent jobbers and large national 50-store 
chains as well as auto parts warehouses. Employing the latest 
Microsoft technology, it provides a business environment that 
integrates sales, inventory, accounting, and reporting pro-
cesses regardless of the size of your parts business operation. 

“As well as [the software] being deployable out of the box, 
we can easily customize it to meet individual requirements. 
Through the configuration of parameters and fields, we can 
add depth in areas where users need specific features or per-
sonalization,” says Brian Allibon, president of MAM Software’s 
Vast Division and president of Autopart Division respectively.

“Whatever the scenario, Autopart’s easily configurable 
POS screens and customer relationship management (CRM) 
provide staff with instant access to valuable business informa-
tion. With details such as stock availability, special pricing, 
and alternative products at their fingertips, staff can improve 
service and capitalize on cross-sell and up-sell opportunities,” 
explains Allibon.

MAM’s EMI+ application enables users to assess business 
performance. Developed using the latest Microsoft.Net tech-
nologies, this new version of EMI+ has been built from the 
ground up to integrate with MAM’s Autopart software to deliver 
analysis and reporting. “It combines a clear user interface to 
help users develop a deep understanding of their business,” 
adds Allibon.

As well as managing manual inventory orders, Autopart 
offers a host of automated ordering programs including 
suggested re-ordering, multi-sourcing, and buyer’s order 
scheduling to ensure that products are sourced economically 
and stocked at optimum levels.

Jobber Technology:

Web-Based Services  
Continue To Drive Sales

Continued on page 26

BUSINESS SYSTEMS
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MAM’s OpenWeb module is designed to enhance online 
collaboration among warehouse distributors, jobbers, tire 
wholesalers, tire and auto service locations, and their customers.

“OpenWeb allows you to connect your customers to your 
system from right within their application for both inquiry 
and ordering. OpenWeb’s connectivity will reduce integra-
tion, transaction, and maintenance costs associated 
with having many providers, while giving you flex-
ibility to design and develop your own trading 
network to your suppliers and your customers,” 
explains Allibon.

Gem-Car automotive repair industry man-
agement software recently moved to the SQL 
database management platform to improve 
speed and functionality. The company recently 
joined with Delphi and introduced Gem-Fix, a 
fully integrated auto repair guide. The Gem-Fix 
complementary module includes a manufacturing 
preventative maintenance guide, troubleshooting for 
technical problems, a table of standard repair times, and 
original manufacturer’s diagrams. “We are pleased to offer our 
clients a seamless integration of Gem-Fix within the Gem-Car 
software for a fraction of the price it would cost our customers 
if subscribing directly,” says Mathieu Brunel, president of V2V 
Technologies.

Automotive repair shops will benefit from an option that 
transmits information from the vehicle to the Gem-Fix module, 
then all the information on the repair can be transferred 
directly to the quote. “Gem-Fix allows our customers to access 
up-to-date repair information, graphics, and O.E.M information 
to ensure that they have the data at their fingertips to fix the car 

Continued from page 24
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right the first time,” adds Bob Worts, director of sales for Gem-
Car. “We are now approved by GM and ACDelco, and we are 
working closely with them to launch Gem-Car across Canada 
and in the U.S.,” adds Worts.

European import specialist Auto-Camping has also taken 
on Gem-Car as their system of choice, so users can access 

Auto-Camping’s electronic parts catalogue and parts 
ordering system through the software. “We also 

provide 15 inspection forms in the program, 
so when a shop prints out a work order, it will 
automatically print out an inspection form 
that they have assigned to that particular 
function or service. The program keeps track 
of all service done on each vehicle. So when 
a vehicle comes in for an oil change, the sys-

tem will show what was done at the last service 
interval, [and] it will bring up the type of oil, the 

filter, and the cabin filter automatically, saving the 
technician time,” explains Worts.

Several reporting features have also been updated. 
“Sales, punch-clock information, hours worked, job informa-
tion, parts information, and parts ordering are now laid out 
to make it even quicker to run and easier to read,” adds Worts.

The Gem-Fleet module enables repair shops with com-
mercial fleet customers to record tire tread depth and brake 
friction depth on each vehicle, so they can track upcoming 
maintenance and repairs more accurately. “Gem-Car is pretty 
flexible from the standpoint of applying it to anything trans-
portation-related, such as snowmobile repair, lawnmowers, golf 
carts, boats, etc.  Shops can track any job by serial number,” 
says Worts.
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Cooling System Care
Maintenance Keeps Things Cool

Continued on page 28

W ith winter now a distant memory, the last thing on 
vehicle owners’ minds is the condition of their cooling 

system. When winter approaches, Canadians auto-
matically think about freeze protection for their 
vehicles, but few understand that boil protection is 
equally important as we head into the hot and hazy 
months of summer.

“The root of the matter is that poor cool-
ant maintenance is what drives cooling system 
failures,” explains Jeff Snyder, industrial brand 
specialist, Chevron Products Company. “It’s of 
utmost importance to ensure a vehicle’s cooling 
system is always full. Most people are in the ‘do 
it for me’ category, and they expect the tech-
nician to do an inspection of their vehicle, 
including the cooling system, when it is 
in for routine service like an oil or tire 
change,” adds Snyder.

The fact that a slow economy has 
resulted in a lot more older vehicles being 
kept on the road means due diligence by 
technicians can result in identifying more 
cooling system issues on these aging vehicles, 
before they result in catastrophic failure.

Recent advancements in coolant technologies – from 
traditional to hybrids to extended-life products – have 
helped to address some of the more common cooling sys-
tem failures and prolong the useful life of the coolant. It’s 
also important to be aware of the fact that the quality of 
coolants in the marketplace varies significantly.

 “When someone puts a bottle of coolant out there and 
recommends it for specific vehicles, a lot of consumers will 
accept that and believe it to be the same product as a national 
brand, when in many cases it is not. There is no organiza-
tion to regulate coolants like there is for engine oils, so for 
that reason alone it is wise to stick with name-brand coolants 
so you can be sure of the technology you are putting in the 
vehicle,” advises Snyder. 

Technicians should refer to the vehicle’s OEM service 
guide for scheduled coolant maintenance, and replace the 
coolant with the technology recommended by the OEM.

Snyder explains that cooling system overheating may 
occur for a number of different reasons. The most common 
reason is a low system volume due to external or internal 
leaks, or constriction of the available fluid volume, preventing 
the system from operating as designed and effectively carry-
ing heat away from the engine.

27

“Cooling systems are designed to run on a single phase, 
and when you have a low coolant level it can run on two 
phases. This means it can go from a liquid to a gas, inside 
the engine in particular, when you shut the engine off. The 
low volume situation introduces an opportunity for the air /
coolant interface to not act under the pressure system it is 
designed for and the change in pressure allows the coolant to 
go through the phase change.  The pressure cap on the system 
raises the boil point of the fluid.  Therefore when the pres-
sure cap (or a leak into or out of the system) allows a change in 
pressure, it allows the coolant to function outside of designed 
parameters and can result in the coolant changing from a liq-
uid to a gas, causing corrosion in the system,” explains Snyder.

There are a number of signs that could indicate a vehicle’s 
cooling system may require attention. The first is the tem-
perature gauge or warning light on the dash that indicates 
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the vehicle is overheating. Even the slightest overheating can 
have a negative effect on the vehicle’s performance and the 
longevity of the engine.

 An engine that never fully heats up to standard operating 
temperatures (especially during the winter months) could also 
indicate a problem with the cooling system, like a stuck ther-
mostat or coolant loss due to a leak. You also want to make sure 
the radiator is not blocked in the front with dirt and leaves that 
could reduce heat transfer. “Another spot is up by the wind-
shield, where you often get leaves trapped in this area. Many 
vehicles have an air intake for the A/C system, and if that is 
blocked the A/C will have to work harder, which means it heats 
up and the cooling system has to work harder to keep things 
cool,” adds Snyder.

A vehicle’s cooling system is similar to the circulatory system 
in your body. The water pump is the heart of the system and 
circulates the coolant through the passages of the engine in 
order to wick away the heat of internal combustion. Neglecting 
cooling system maintenance is the vehicle equivalent of a steady 
diet of saturated fats. Scale and deposits on the walls of the cool-
ing system passages prevents the transfer of engine heat to the 
coolant. The cooling system can suffer a loss of efficiency due to 
neglect and overheating can occur.

Overheating can cause expensive internal engine damage. 
Yet, thanks to the miracle of modern chemistry, it’s easy to 
keep the cooling system passages clear and free-flowing.

Just as waiting for a heart attack to occur before switch-
ing to salads is waiting too long, waiting until the vehicle 
overheats before servicing the cooling system is not the best 
strategy. Coolant should be changed according to the service 
maintenance schedule requirements of the vehicle, and this 
is a perfect time to recommend a cooling system flush, since 
removal of coolant is the first step in the introduction of the 
coolant flush.

The coolant is replaced with the chemical flush and any 
scale and deposits that have managed to stick to the insides 
of the passages will be cleared away in the process to bring 
back peak cooling system efficiency. Keep in mind that, like 
long term proper diet and exercise, a cooling system flush 
should be considered preventative maintenance, not a cure 
for a cooling system that’s in rough shape. The radiator, water 
pump, thermostat, hoses, cap and overflow system must be 
working properly for the flush to be beneficial.  Be sure to 
follow instructions and completely remove the flush before 
reintroducing coolant back into the system.

Different makes and models require different coolant tech-
nologies, and each of these technologies will drive different 
changes over time. It’s essential for jobbers and their techni-
cian clients to be aware of these differences and select the 
quality coolant that complies with the requirements of the 
vehicle.

Understanding Heat Transfer

The engine coolant’s main job is to remove heat from the 
engine’s metal components.

It follows then that engine coolant takes on more “work” 
than ever before, due to increases in internal cylinder pressures, 
higher power output, reduced radiator frontal area, multi-pass 
systems of the A/C condenser and charge air cooler package, 
smaller engine compartments, higher operating temperatures, 
and Cooled Exhaust Gas Recirculation (CEGR).

Heat generated within the engine by the combustion process 
is transferred through the metal components of the cylinder 
liners, engine block, cylinder head(s), oil coolers, etc., to the 

Continued from page 27

coolant. The coolant absorbs this heat as it is pumped through 
the engine. Thermostats regulate the engine’s coolant tempera-
ture based on engine design and emission criteria.

Depending on the type of coolant used, plating can hap-
pen when certain coolant additives stick or coat themselves 
to metals they come in contact with. This can also introduce 
an additional barrier to the heat transfer process, because the 
compounds act as insulators rather than conductors.

De-aeration lines allow any air pockets introduced to bleed off 
into an open vented area of the radiator upper tank. Allowing the 
air to bleed off eliminates “dead” areas of circulation, collections 
of tiny bubbles on metal surfaces, and pump cavitation.

Once the heated coolant enters the radiator, air movement 
across the radiator core removes much of the heat from the 
coolant, allowing it to absorb more heat as it passes through 
the engine again.

Keep in mind that anything that interrupts this thermal 
exchange cycle will have negative effects on the system’s 
health.

U.S. Puts Bittering Agent in Antifreeze
Antifreeze and engine coolant manufactured in the United 
States will now contain a bitter flavouring agent to prevent 
animals and children from being poisoned by the sweet-
tasting liquid. Although legislation has been passed in 
several states, the Consumer Specialty Products Asso-
ciation (CSPA) and the Humane Society Legislative Fund 
jointly announced that the industry would now voluntarily add 
the flavouring agent to products for sale on the consumer 
market in all 50 states.
“Poisoning occurs because animals are attracted to the 
sweetness of antifreeze and engine coolant, which inadver-
tently spills in our driveways or is left in open containers 
in garages,” the joint release says. HSLF says estimates 
range from 10,000 to 90,000 animals poisoned each year 
from ingesting ethylene glycol, the toxic substance used in 
antifreeze. The release claims that one teaspoon of anti-
freeze or engine coolant can kill an average-sized cat.
The Centers for Disease Control and Prevention’s Agency 
for Toxic Substances and Disease Registry says ethylene 
glycol is rapidly absorbed following ingestion, leading to 
systemic toxicity beginning with effects on the central 
nervous system, followed by cardiopulmonary effects and, 
finally, renal failure. Clinical signs may be more subtle in 
animals than humans.
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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

  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 

The Automotive  
Aftermarket  
E-Learning Centre Ltd
www.aaec.ca 
AAEC - BEST - Business 
Evaluation Support 

& Training - Instructing and Coaching with 
the Proven Business Management Tools that 
drives a shop’s Bottom Line, Team Culture and 
Marketplace Credibility.

  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.

  

  REFRIGERANT
Duracool Refrigerants

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”.

  TOOLS & EQUIPMENT
AIR LIQUIDE CANADA INC.

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

Auto Test Tools.ca
Your one stop for 
specialized diagnostic 

tools and accessories. Contact; www.auto-know.
com, ronbrown@on.aibn.com, 1-800-665-8773

  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.kerrmachineshop-
group.com
Buying group for machine 

shops and performance shops.
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  AUTOMOTIVE ELECTRONICS
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.

Pro-Spray Eastern Canada Sales Manager
Pro-Spray European Automotive Finishes is a manufac-
turer of automotive aftermarket re-finishing products and 
is in search of an Eastern Canada Sales Manager.
•  The ability to work independently, be flexible and work 

effectively as a team player with minimal supervision, 
is essential

•  This position entails 60-75% travel in Eastern Canada.
•  Excellent interpersonal, communication, organizational 

and planning skills are essential
•  Proficient in Microsoft Office products is beneficial, 

with presentation skills
•  Bachelor’s degree in business, marketing or related field
Pro-Spray offers a competitive benefit package and 
a competitive salary. If you are interested in making a 
future with a successful company, please visit our web-
site for the complete job description and by completing 
an Employment Application,
Pro-Spray Automotive Finishes

Attn: Victoria Brown  
Human Resource Department

600 Nova Drive SE, Massillon, Ohio 44646,  U.S.A.
Or apply on-line at www.prosprayfinishes.com
www.uschem.com
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Editorial
Comment

T here’s a lot going on out there. Global economic news continues to 
be making headlines; U.S. employment figures bob and weave from 
month to month; resource prices seesaw on the whims of rolling and 
wildly different economic reports from disparate parts of the word. 

Global economic forecasts are – both literally and figuratively – all 
over the map.

And closer to home, there is pressure to keep our economy growing and inflation 
in check, and all the while we have a government continually warning Canadians not 
to get over their heads in debt. When you have a government resorting to probably 
unprecedented direct intervention in lending institutions to keep lending rates up, 
it is strange days indeed.

With all this in mind, Canadians can be forgiven if they think there is more bad 
news than good out there, and are holding onto their dollars a little tighter.

But here’s the thing: there is significant evidence to suggest that they’re not 
doing that at all. Despite the ratcheting up of mortgage rules, Canadians are buying 
houses at a solid pace, and paying more for them. And they’re buying cars at almost 
the best pace ever, too. Last year was the best year in the last 10 for car sales.

Yes, there are humps and bumps in the economic performance statistics, but on 
balance the trends are going in the right direction.

In our little corner of the economic world, the automotive aftermarket is following 
this trend. While some parts of the country have seen the negative effects of a winter 
that seems to have hung on longer than expected (and probably pushed back spring 
activity as much as a month), on a broader scale the number of vehicles in the after-
market’s sweet-spot age of seven to 11 years is strong. This trend is going to carry the 
aftermarket upward for at least the next three years, according to some forecasts.

I’m inclined to agree, but with a caveat: just because a market is growing 
doesn’t mean every player benefits.

For those in the distribution chain, it’s simply not enough to ride the wave. You 
also need to ensure that your customers are in a position to do the same as well. 
There are, quite simply, too many service provider business owners out there who 
refuse to change their method of operation to meet the new challenges. 

In a world where vehicle owners are being trained by their car’s service 
reminders to visit a service facility as little as once a year, too many shops still fail 
to perform comprehensive inspections on every car in their bays. Too few reach 
out to customers, failing to use the tools that exist in their management system to 
build their business.

Accordingly, I believe that it is time for every jobber and WD concerned about 
their customer’s success to do two simple things: one, strongly promote the use of 
those customer relationship tools, and two, get customers a set of comprehensive 
inspection forms. 

They may seem like simple things, and they are, but that doesn’t mean they’re easy. 
The idea is that it addresses two key issues: getting cars in the bay, and maximizing the 
opportunity when they’re there.

It’s a one-two punch that the aftermarket has the power to put in place, regardless 
of global economic headlines. I could go on, but I won’t keep you any longer. You 
have work to do.

 
—Andrew Ross, Publisher and Editor 

aross@jobbernews.com

A ONE-TWO PUNCH

NEXT MONTH

June Issue features our 
10th Annual Retail Intel-
ligence Issue. Plus Hard 
Parts to Hardware, Brakes, 
Exhaust, Motor Oil, Filters 
and Tune-Up
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ALL PULLEYS
ARE NOT

CREATED EQUAL
OADs transfer torque from the engine to the alternator via the belt, 
provide overrunning function during engine deceleration and absorb engine 
vibrations. OADs are OEM “fi t and function,” with a one-way clutch plus
a patented, tuned torsion spring.

OADs wear out as they absorb vibrations from the engine and accessories. 
Always replace an overrunning alternator decoupler pulley with the correct 
part – never with a one-way clutch pulley or low-cost replacement alternator 
with incorrect pulley technology. An incorrect pulley will increase belt and 
tension wear, noise and vibration – so using the wrong part may negatively 
impact the vehicle’s operation. Using the correct OAD will lower belt tension 
fl uctuation, extend bearing life, add to tensioner durability and control belt 
noise and vibrations.

Learn the difference – and never replace an OAD with a one-way clutch.

Replace with Gatorback® brand Overrunning Alternator 
Decouplers and you’ll always be sure the job is done right.

For more info call 1-888-275-4397
or visit www.goodyearep.com

TAKE A CLOSER LOOK AT GATORBACK® OADS.

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 affi  liates. The Gatorback trademark is licensed to Veyance Technologies, Inc. by The Goodyear Tire & Rubber Company. ©2013 Veyance Technologies, Inc. All Rights Reserved.
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