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EMPLOYEE RECOGNITION

upfront  |  with steve pawlett, editor  »  spawlett@jobbernews.com

Each year, it seems to get tougher and 
tougher for our selection committee to 

choose a Counterperson Of The Year. The 
number of exemplary candidates just seems to 
grow and grow. Don’t get me wrong – this is a 
good problem to have, and I think that simple 
fact speaks volumes about the high calibre of 
frontline staff who are employed in this industry. 

I speak to countermen and -women across 
the country on a regular basis, and I am always 
impressed by their level of product knowledge 
and their customer service skills. There are so 
many dedicated counterpeople in this industry 
who love what they do, and do it well. I wish we 
could recognize more of you.

That being said, employee recognition should 
be an integral part of every jobber store’s 
operation. Appreciation is a fundamental human 
need. 

Employee recognition isn’t rocket science; it’s 
imperative. Employees respond to recognition 
of their good work, because it confirms their 
work is valued. When employees and their work 
are valued, their satisfaction and productivity 
rises, and they are motivated to maintain – even 
improve – their good work.

Praise and recognition are essential to an 
outstanding workplace. People want to be 
respected and valued for their contribution. 
Everyone feels the need to be recognized as an 
individual or member of a group, and to feel a 
sense of achievement for work well done (or 
even for a valiant effort). Everyone needs a pat 
on the back to make them feel good.

Despite the unquestioned benefits arising from 
employee recognition, one of the mysteries of 
the workplace is that recognition invariably is 
done badly, if done at all. Employee recognition 
remains an undervalued management technique.

A recent survey conducted by Sirota Consulting 
revealed that only 51% of workers were satisfied 
with the recognition they received after a job 
well done. This figure is as conclusive as you 

can get: it is based on interviews with 2.5 million 
employees in 237 private, public, and not-for-
profit organizations in 89 countries around the 
world, over a 10-year period.

If you don’t already do so, go ahead and 
start today and spontaneously praise people. I 
guarantee you will be pleasantly surprised by 
your employees’ response. To many employees, 
receiving sincere thanks is more important than 
receiving something tangible. Employees enjoy 
recognition through personal, written, electronic, 
and public praise from those they respect at 
work, especially when it’s given in a timely, 
specific, and sincere way.

This day-to-day recognition is the most 
important type of recognition. Daily recognition 
brings the benefit of immediate and powerful 
reinforcement of desired behaviour, and sets 
an example to other employees that aligns with 
organizational objectives. It gives individuals and 
teams at all levels the opportunity to recognize 
good work by their peers, as well as being 
recognized on the spot for their own good work.

Here’s a formula for recognizing an individual 
for his or her efforts: 
• Thank the person by name.
• Specifically state what they did that is being  
 recognized. It is vital to be specific, because it  
 identifies and reinforces the desired behaviour.
• Explain how the behaviour made you feel  
 (assuming you felt some pride or respect for  
 their accomplishment!).
• Point out the value added to the team or  
 organization by the behaviour.
• Thank the person again by name for their  
 contribution.

Jobber News recognizes the best of the best 
once a year. But you can, and should, give 
positive feedback to those responsible for your 
success every day. 

mailto:spawlett@jobbernews.com
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over the counter  |  

AIA OPENS NEW HEADQUARTERS 

The Automotive Industries Association of Canada 
recently held a grand opening of its new national 
headquarters in downtown Ottawa.

The new offices, at 180 Elgin Street, provide 
the national association with much-needed space 
for staff and meetings. The offices house national 
association staff as well as I-CAR collision industry 
training operations.

Past presidents Dean Wilson and Ray Datt flank current 

president J-F Champagne at the Grand Opening.

New shipment data from the Tire and Rubber 
Association of Canada (TRAC) suggests tire 
retailers are gearing up for increased consumer 
demand for winter tires. These shipment increases 
are due in part to measures by government, 
industry, and stakeholders to educate drivers 
about the superior traction and stopping distance 
of winter tires.

Overall, winter tire shipments into Canada in 
2015 increased by 6% compared to 2014. There is 
also strong evidence that measures by government 
and industry to educate drivers about the superior 
traction and stopping distance performance of 
winter tires are having a major impact.

The data is part of a comprehensive new 
Winter Tire Report released by TRAC to support 
consumer education efforts by government and 
industry stakeholders. The report details the latest 
winter tire shipment, market, usage, and test data, 
along with recommendations to increase winter 
road safety and build awareness of the benefits of 
winter tires.

In particular, TRAC reports there has been sig-

DOW AUTO EXPANDS  

Dow Auto Supplies has opened its second store. The new 11,000 
sq.ft. facility is located at 435 Charles Drive, Welland, Ontario. You 
can reach Rob Dow or any of his seven employees at 905-714-4567.

Walker Expands 
Manifold Converter 
Coverage
Tenneco’s Walker 

Emissions Control 

brand has introduced 

several additional EPA-

compliant manifold and 

close-coupled catalytic 

converters covering a 

combined total of more 

than 9 million registered 

passenger vehicles. 

Among the latest popular 

vehicle models now 

covered by the Walker 

Ultra manifold converter 

offering are:

2006-2012 Mitsubishi 
 Eclipse

2011-2014 Ford Fiesta

2003-2011 Toyota Camry

2008-2013 Nissan Rogue

2011-2015 Chevrolet  
 Cruze

WINTER TIRE SALES ON THE UPSWING 

mailto:spawlett@jobbernews.com
mailto:mubreen@sympatico.ca
mailto:kathryn@newcom.ca
mailto:aross@jobbernews.com
mailto:denis@newcom.ca
mailto:kim@newcom.ca
mailto:lily@newcom.ca
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nificant growth in winter tire shipments 
to dealers, with a 35% increase in Mani-
toba, a 25% increase in Ontario, and a 
14% increase in the Atlantic provinces.

There are many reasons why tire deal-
ers are ramping up for increased con-
sumer demand for winter tires, but it is 
no coincidence that provinces that are 
showing leadership in terms of govern-
ment programs are also showing the 
largest increases in winter tire shipments.

In Manitoba, the provincial government 
implemented an innovative low-interest 
winter tire financing program in 2014, 
and is continuing the program for the 
2015/16 winter season.

In Ontario, the provincial government 
recently introduced a mandatory insur-
ance discount program for drivers who 
use winter tires, as part of their initia-
tive to improve road safety and to lower 
insurance premiums for Ontario drivers.

A 2014 survey conducted by Leger for 
TRAC shows that outside of Quebec – 
where winter tires are the law – only half 
of Canadian motorists use winter tires. 
The survey found cost to be a primary 
deterrent. However, financial incentives 
offered by government and industry are 
proving effective at making winter tires 
more feasible for many drivers. 

“For the safest and very best winter 
driving experience, we recommend 
that motorists use winter tires,” says 
Carolyn Goard, communications manager 
for TRAC. “Government initiatives are 
working and that’s leading to growing 
demand and making our roadways safer. 
As an industry, we will continue to do 
our part to educate drivers about the 
importance of using winter tires.” 

Other findings of the report include:
• The role of government is key. 

Government leaders are playing a 
 proactive role in encouraging Canadian 
 motorists to use winter tires. Through  
 education and incentives, they are  
 helping to reduce preventable collisions,  
 injuries, and fatalities. 
• Easy-to-recognize labelling. Tires that 
 display the Three-Peak Mountain  
 Snowflake Symbol (also referred to as  
 the “Alpine Symbol”) on the sidewall  
 have been rigorously tested and meet  
 specific snow traction performance  
 requirements. 
• Misconceptions persist. Sixty-three  
 per cent still cling to the idea that all- 
 season tires offer sufficient traction and 
 braking for winter driving. Data shows   
 that’s not true.
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Douglas Ronstadt, president of 
Ken-Tool, has announced the 
promotion of Stephen J. (Steve) 
Vyn to the position of interim 
sales manager. In this new role, 
Vyn will have the responsibility 
for complete oversight of 
Ken-Tool’s sales and marketing 
functions. Previously, Vyn has 
held the position of product 
development specialist since 
joining the company in 2013, 
developing new products, and 
interfaced closely with the sales 
and marketing department.  

Identifix, Inc. has announced the 
appointment of Jeff Lagges to 
serve as managing director of the 
28-year-old company, following 
former president Jeff Sweet’s 
decision to retire. Prior to joining 
Identifix, Lagges was president of 
AllData, starting in an entry-level 
position as editor in 1990. Under 
his leadership the company 
went from ranking fourth in the 
market to first, and expanded 
internationally. 

Denso Products and Services 
Americas, Inc. has announced 
organization changes in its 
management team. David 
Shushereba has been promoted 
to director of the product 
development, engineering, 
quality and service group. 
Shushereba is responsible for 
improving alignment of Denso’s 
core product development, 
engineering, quality, and 
customer service operations.

Steve Corey has been promoted 
to senior manager of the national 
accounts department. This 
newly created position builds on 
Denso’s commitment to better 

serve nationwide automotive 
aftermarket retailers, such as 
Advance Auto Parts, AutoZone, 
CarQuest Auto Parts, NAPA 
Auto Parts, O’Reilly Auto Parts, 
and Worldpac, which represent 
a growing segment of Denso’s 
customers.

Ramona Petersen has been 
promoted to senior manager of 
the human resources department. 
In this newly created position, 
Petersen will oversee human 
resources for Denso’s operations 
in Long Beach and Murrieta, 
Calif., as well as helping manage 
services for Denso employees 
throughout North America.

David Williams has been 
promoted to senior manager 
of the strategic planning and 
marketing departments. In 
his new role, Williams will be 
responsible for coordinating 
corporate strategic planning 
and marketing strategies, to 
build upon Denso’s success 
in promoting its automotive 
aftermarket and commercial 
products.

Matt Eaton has been promoted 
to manager of the product 
management department, 
maintenance products. In this 
newly created position, Eaton 
will be responsible for product 
development of spark plugs, oil, 
and air filters, as well as wiper 
blades and ignition wires.

Jose Ramirez has been promoted 
to manager of the aftermarket 
sales department. In his new 
position, Ramirez is responsible 
for all aftermarket buying group 
and warehouse distributor sales 
activity in North America.

over the counter  |  

people  |  

MAHLE ANNOUNCES ARCTICPRO A/C 
MACHINE LINEUP ADDITIONS 

Mahle Service Solutions announced additions to its line of 
ArcticPRO air conditioning (A/C) service units at AAPEX 
2015. The ArcticPRO ACX1185 is a unit that offers integration 
of the TechPRO diagnostic tool to service vehicles that use 
R134a refrigerant, and the new ArcticPRO ACX1285 also offers 
TechPRO integration to service vehicles that use the new 
R1234YF refrigerant. Both units offer a larger 7-inch LCD touch 
screen for ease of use.

In addition to its high-end Smart AC products with TechPRO, 
Mahle Service Solutions has added three new value-priced 
units to its ArcticPRO lineup, including the ACX1120H, 
ACX1150, and ACX1150H, thus offering a complete range of 
A/C servicing units to satisfy all customer needs. All three units 
service vehicles that use the R134a refrigerant and include new 
Eco Lock couplers, which minimize any refrigerant leak.

mailto:sales@titanchemicals.com
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From telematics to e-tailing to smartphone apps, new technology is stomping 

on the aftermarket gas pedal, providing jobbers with numerous new sales 

opportunities. The challenge today is having the ability to identify newly 

emerging trends in your particular market, and then implementing the 

necessary steps to take full advantage. yearreview
IN

january 2015
Driveline Innovations 

Pushing Growth

With OEMs continuing to push 
innovations in driveline technology 
to improve ride, handling, and safety 
and to improve fuel efficiency, jobbers 
can expect this burgeoning market to 
continue to expand on many fronts.

Outlook Study Says Trends 

Positive For Aftermarket

According to the Automotive Industries 
Association (AIA) of Canada’s newly 
published 2014 Outlook Study, the 
aftermarket’s future looks bright.

ALSO IN THIS ISSUE: Top Service 
Technician Students Recognized 
At NAIT; Federated Auto Parts 
and National Pronto Announce 
Merger; 7th Annual Walk-a-thon 
Raises $72,000; Carstar and 
Quality Assured Join Forces in B.C.; 
AutoChoice To Acquire Miramichi 
Auto Value Inc.; Brake Parts Inc. 
(BPI) Acquires Raybestos Brand; 
Automotive Lift Institute (ALI) Elects 
2015 Board.

february 2015
Online Ordering  

Is On the Rise

INSIGHTS FROM OUR  

4TH ANNUAL SHOP SURVEY

With the recession of 2008 now 
a distant memory and auto sales 
growing at a relatively healthy rate, 
jobbers can let out a sigh of relief and 
look towards a bright future of steady 
sales and expanding SKUs once again. 
But a successful jobber’s business 
growth is not only based on current 
economic conditions; to remain the 
first-call jobber, customer service 
must be front and centre of every 
business transaction.

Uni-Select Inc. Opens 

Toronto-Area National 

Distribution Centre

With over 100,000 square feet and 
more than $14 million in inventory, 
Uni-Select’s new Ontario-based 
National Distribution Centre will 
improve the company’s availability of 
products to its customers.

ALSO IN THIS ISSUE: Unit-Select Enters 
Agreement to Sell U.S. Automotive 
Parts Distribution Activities; Brake 
Parts Inc. Introduces Raybestos 
Canada on Social Media; 
AutoZone 1st Quarter Same-Store 
Sales Increase 4.5%; Canadian 
Regulators Approve Continental-
Veyance Deal; KYB America Corp. 
Wins AIA Website Award.

march 2015
Getting The 

Complete Picture

MEETING INVENTORY 

CHALLENGES

With economic indicators pointing 
to a long period of steady growth, 
this is an ideal time for jobbers to 
evaluate current sales and inventory 
management strategies for steering 
and chassis components. Faced with 
the ongoing proliferation of parts in 
this category as OEs continue to focus 
on light-weighting vehicles to meet 
pending CAFE standards, along with 
an aging car park that has extensive 
maintenance needs, this category 
probably offers jobbers the greatest 
growth potential – and yet is the most 
challenging category for jobbers to 
manage effectively.

Bestbuy Celebrates 

Expansion, Grand 

Re-Opening

Bestbuy Distributors welcomed 
former Mayor Of Mississauga Hazel 
McCallion and the Honourable Mayor 
Bonnie Crombie of Mississauga for 
the expansion grand re-opening 
ribbon ceremony at its head office and 
distribution centre in Mississauga, Ont.

ALSO IN THIS ISSUE: Marc Brazeau 
leaving AIA; Online Parts Sales To 
Double by 2018; Action Car and 
Truck Acquires GTP Distributors/
Custom Truck Parts Inc.; Veedol 
International Limited Sets Up 
Offices In Canada; Wagner 
Receives Product Leadership 
Award; Philips Automotive Wins 
Awards; Raybestos 1971 Chevrolet 
Camaro Goes On Tour; Shell and 
BMW Deepen Collaboration.

april 2015
Tony Canade, Incoming 

Chair of the Automotive 

Industries Association Of 

Canada

Tony Canade says that the year 
ahead as chair of the Automotive 
Industries Association will be about 
evolution, not revolution. That may be 
a challenge, considering the work that 
lies ahead both for Canada and the 
Association.

MACS Training Event And 

Trade Show A Big Success

“Meet me @ MACS, Make 
Connections That Matter,” was the 
theme of MACS’s 35th Annual Training 
Event and Trade Show at the Caribe 
Royale Hotel and Convention Centre, 
and that’s exactly what happened, as 
nearly 1,000 attendees from across the 
globe gathered to learn, network, and 
do lots of business in the $12 billion 
dollar mobile A/C and engine cooling 
industry.

ALSO IN THIS ISSUE: Driving Forward 
Together – Automotive Service 
Provider Forum highlights; Lordco 
Marks 25th Annual Trade Show 
with Strong Activity; John Vanstone 
Shares Advice, Anecdotes at YES; 
Helping Families In Need.
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may 2015
Building Consumer 

Confidence

REDUCE $14B IN 

UNDERPERFORMED CAR 

MAINTENANCE

The good news is that Canada’s 
vehicle fleet is growing in size and 
aging gracefully, provided vehicle 
owners follow a solid preventative 
maintenance program. The bad news 
is consumers generally think they 
are doing a good job of maintaining 
their vehicles, when in fact, the latest 
AIA Demand Study research shows 
that some $14 billion worth of vehicle 
repairs go unperformed annually.

AIA Canada Donates $250K 

For Georgian College 

Entrepreneurial Space

The automotive aftermarket industry 
is made up of entrepreneurial thinkers 
and doers who find new and better 
ways to serve and accessorize our 
vehicles, and members of the national 
association want to inspire others to 
do the same.

ALSO IN THIS ISSUE: Harnessing 
Big Data To Predict Demand 
Across The Supply Chain; Michael 
Macaluso Receives 2015 YES 
Young Leader of the Year Award; 
Shirley Brown Receives AIA 
Distinguished Service Award; 
Automotive Incentives and 
Resources in Nova Scotia; 2015 
Women’s Leadership Conference 
Registration Open; Champion Spark 
Plugs and Ron Fellows Team Up 
For New Karting Series; Cardone 
Ultra Car Giveaway Sweepstakes; 
Boss Lubricants Named Exclusive 
Distributor of Veedol Lubricants for 
Western Canada.

june 2015
12th Annual Retail 

Intelligence Issue

Diversifying For  

Sales And Profit

IT’S ALL ABOUT THE 

CUSTOMER EXPERIENCE

In a bid to add sales volume and 
margin to their sales, many auto parts 
jobbers have begun to experiment with 
diversifying into other channels to 
increase their bottom line, with varying 
results. The most common channels 
that jobbers are venturing into include 
hardware, industrial, marine, and 
performance. 

Bestbuy Announces Paste 

Auto Parts Expansion

Bestbuy Distributors Limited has 
announced a new, third location 
for shareholder Paste Auto Parts in 
Toronto. Paste Auto Parts recently 
purchased All Serve Auto Parts, 
a successful 25-year old jobber 
operation located at 57 Shaft Road in 
Etobicoke, Ont.

ALSO IN THIS ISSUE: Auto-Camping 
Takes Euro-Tech Expo Trade Show 
On the Road; Tony Canade Elected 
Chair At AIA’s 73rd Annual Meeting; 
NAPA Canada Acquires Young 
Automotive Professionals; NGK 
Spark Plug Company to Acquire 
Wells Vehicle Electronics Business; 
Dayco Announces Scholarship 
Recipients; Spectrum Brands To 
Acquire Armored AutoGroup For 
$1.4 Billion.

july 2015
Dorval Auto Parts

2015 Jobber of the Year

A FAMILY SUCCESS STORY

Investing in people is the key to 
success, according to the owners 
of Dorval Auto Parts, a Bestbuy 
Distributors shareholder that operates 
three stores in the Quebec Region. 
It was back in 1984 when brothers 
Nick, Chris, and Andrew Dimopoulos 
opened their first store under the name 
Sources Auto Parts, in Pierrefonds, 
Quebec, with the assistance of Johnny 
Pappas and their father Dimitrios 
Dimopoulos. 

Shad’s Raises $170K,  

Breaks $4.5 Million Mark 

It was another outstanding day, 
support-wise and weather-wise, for 
Shad’s 42nd annual golf tournament. 
Some $170,000 was raised this year 
for research into muscular dystrophy, 
bringing the cumulative total to over 
$4.5 million.

ALSO IN THIS ISSUE: SlapShots 
Tournament Raises $10,000; AAEC 
Announces Best Of the Best Award 
Winner For 2014; Ron McMorris 
Moves to S and M Distributing; 
Notice Concerning Transportation 
Of Dangerous Goods Equivalency 
Certificate; Edmonton Female 
Technicians Set New Record; AIA 
Meets With Alberta Government; 
Uni-Select Reorganizes Corporate 
Management Activities; Denso 
Invests in Peloton’s Truck Platooning 
Technology; Record Set For Use Of 
Epicor Software.

august 2015
Import Applications  

And You:

OE PLATFORM CHANGES

PUT PRESSURE ON JOBBERS

Maintaining adequate warehouse 
space has been an ongoing challenge 
for jobbers for more than a decade, 
with the continued onslaught of new 
parts from OEMs as they strive to 
make their vehicles lighter and more 
fuel-efficient. As tough as it’s been 
for jobbers to keep pace with the 
proliferation of parts, this challenge 
is about to ramp up considerably. 
With most OEMs changing their 
entire platform in the next few years, 
jobber stocking needs will escalate 
dramatically as the current parts 
proliferation trend explodes.  

Wakefield Canada  

Celebrates 10th 

Wakefield Canada held a party for 
staff and clients at its Lakeshore 
office in Toronto to celebrate its 
10th anniversary. Speaking to 
attendees, company president Dave 
Fifield highlighted some of the 
accomplishments of the organization.

ALSO IN THIS ISSUE: Raybestos 
launches Sonic Delivery Vehicle 
Sweepstakes; Federal-Mogul 
Powertrain Completes TRW 
Purchase; ACA Salutes Connecticut 
For Warranty Protection Law; 
Shaeffler Aftermarket Hosts 
RepXpert Live Training Events; 
Eagle Software Updated; ALI 
To Hold Special Lift Inspector 
Certification Event; Tony Molla to 
Keynote MACS 2016.

september 2015
Lighting and Wiper Technology:

HIGH-TECH ADVANCEMENT BOOSTS SALES OPTIONS

Drivers make numerous critical decisions every day. More often than not, these 
decisions are made in split seconds, so it’s paramount that both vehicle lighting 
and wiper blades are in peak operating condition, providing drivers a clear view 
at all times. Advancement in technology in both of these categories continues to 
provide more sales options for jobbers.   

Mister Transmission Commits To Raising $50K For Canadian 

Breast Cancer Foundation 

Mister Transmission has announced the continuance of its partnership with the 
Canadian Breast Cancer Foundation. To support the cause, Mister Transmission 
shops from coast to coast have committed to raising a minimum of $50K by 
November 30, 2015. 

ALSO IN THIS ISSUE: Hamilton Discount 
Auto Parts Trade Show Highlights; 
FEDDEV Ontario Invests In Halla 
Visteon Canada; Uni-Select 
Announces Solid Q2 2015 Financial 
Results; BFGoodrich Tires Reaches 
1 Million All-Terrain T/A KO2 Sales 
In North America; CRP Industries 
Inc. Acquires Atlantic Automotive 
Enterprises; Hankook Tire Expands 
Its Radial Truck Tire Business 
In North America; Advance 
Auto Parts Reports Second 
Quarter; Bosch Realigns North 
American Automotive Aftermarket 
Organization.
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yearreview
IN

october 2015
Undercar Report

Modular Platforms …

THE END OF PARTS 

PROLIFERATION?

Three factors that have fuelled parts 
proliferation for the past decade –  
regulatory requirements for fuel 
economy (CAFE), shifting consumer 
demand, and increasing content – 
may soon be credited with reversing 
this trend.  

Automakers Spending 

Billions on Technologies 

That Consumers Don’t Use 

Automakers are investing billions of 
dollars to put technologies in their 
cars and light trucks that are not 
being used by many of the owners 
of those vehicles, according to the 
J.D. Power 2015 Driver Interactive 
Vehicle Experience (DrIVE) Report. 
The 2015 DrIVE Report measures 
driver experiences with in-vehicle 
technology features during the first 
90 days of ownership. The report 
finds that at least 20% of new 
vehicle owners have never used 
16 of the 33 technology features 
measured.

ALSO IN THIS ISSUE: Agreement 
Addresses Availability of Heavy-
Duty Vehicle Service Information; 
Bermuda Location Makes Buy & 
Sell 2015 Memorable; Uni-Select 
Acquires Duncan Auto Parts 
Ltd.; PartsMatter Auto Safety 
Campaign Offering Weekly 
Prizes For Sharing Photos, 
Videos of Part Failures; Hamilton 
Discount Auto Parts Trade 
Show Highlights; Lumileds LLC 
Selected As Preferred Automotive 
Lighting Supplier; ITT Announces 
Plans to Acquire Wolverine 
Advanced Materials; Tire Country 
Opens Two Wholesale Tire 
Centres In Ontario; Denso Opens 
Auto Parts Distribution Centre 
In Nuevo Leon, Mexico; Gates 
Introduces Azure Solution Kit.

november 2015
E-tailing:

A GROWING SALES 

OPPORTUNITY FOR JOBBERS

If your company doesn’t have a 
significant online presence, you’re 
missing an important growth 
opportunity. The automotive 
aftermarket’s fastest growing sales 
channel, e-tailing, is expanding at 
such a fast rate that many industry 
experts are predicting revenue will 
double by 2018.  

Ontario Drivers With  

Winter Tires Eligible For 

Insurance Discount 

Ontario is moving forward with its 
plan to help lower auto insurance 
rates by requiring all insurance 
companies in the province to 
provide a discount for drivers who 
buy and install winter tires, starting 
January 1, 2016.   

ALSO IN THIS ISSUE: Ontario 
Drivers With Winter Tires Eligible 
For Insurance Discount; 2016 
“Search for a Champion” 
Contest To Feature 40 Winners, 
US$200K Prize; Monroe Ride 
& Drive Comes To Oshawa, 
Ont.; Uni-Select Annual Trade 
Show Attracts Over 6,000 
Shop Owners; Skilled Trades 
Careers Negate Youth/Parent 
Perceptions; Ashland Splits Into 
Two Companies; Use Of Driver 
Assistance Technologies Will 
Save Lives; ContiTech Launches 
New Marketing Campaign; 
AP Exhaust Acquires Eastern 
Catalytic; Mahle Recognized 
With Motor Magazine Top 20 Tool 
Award; Copyright Office Grants 
Exemption To Allow For Vehicle 
Modification.

december 2015
2015 Counterperson  

Of The Year

DARCY TURTON, 

AUTOMOTIVE PARTS 

DISTRIBUTORS, SASKATOON, 

SASKATCHEWAN

THE GO-TO GUY

Whether it’s going out of his way 
to track down (and deliver) a hard-
to-find part, or drawing on his 
impressive technical knowledge  
to answer a thorny repair question, 
colleagues and customers alike 
describe counterperson Darcy 
Turton of Saskatoon’s Automotive 
Parts Distributors as the “go-to” 
guy when you need an automotive 
problem solved right.   

AIA Opens New 

Headquarters  

The Automotive Industries 
Association of Canada held a 
grand opening of its new national 
headquarters in downtown Ottawa. 
The new offices, at 180 Elgin Street, 
provide the national association 
with much-needed space for staff 
and meetings. The offices house 
national association staff as well 
as I-CAR collision industry training 
operations.   

ALSO IN THIS ISSUE: Winter  
Tire Sales On the Upswing;  
Uni-Select Announces Strong  
Q3 2015 Financial Results;  
Dow Auto Expands; Mahle 
Announces ArcticPRO A/C 
Machine Lineup Additions.

WORK. 
LEARN. 
INFORM.

Our industry 
leading training and 
program services 
just got even better.

 
Unlock the power... 
REGISTER TODAY!
Registration is free.

www.repxpert.ca

With its new online portal, REPXPERT 
2.0, Schaeffler Automotive Aftermarket 
introduces a new standard in training 
and technical information  for the auto 
care industry.  

Whether it’s product updates, 
technical training, or installation 
guides – with just a few clicks 
automotive professionals can quickly 
and conveniently find everything that 
they need to do the job right the first 
time. Every time. 

http://www.repxpert.ca
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MILES DRIVEN INCREASING 
FASTER THAN PREDICTED,
FUELLING BUSINESS GROWTH

Thanks to a significant reduction in 
fuel costs in 2014, the number of 

miles driven by Canadians is up dra-
matically, and continues to be a strong 
indicator for business growth. In addi-
tion, the average selling price per unit 
sold is beginning to play a bigger role 
in automotive retail sales revenue mod-
els, as are behavioural and generational 
changes, which are also having an effect 
on future growth trends, according to 
David Portalatin of the NPD Group.  
Portalatin spoke to a packed room at 
the morning Aftermarket Outlook session 
held at AAPEX last month.

The number of cars on the road and 
the extent to which people use them 
continues to be the main influencer. 
According to the NPD Group’s research, 
there are some fundamental dynamics at 
work in the marketplace that are affect-
ing both new and used car purchase 
occasions, with some incremental spin 
on automotive services.

In addition to the 17 million new cars 
sold in 2015, there are also 35 million 
used cars changing hands, and those 
are different kinds of cars with different 
types of behaviours.

“Last year I predicted miles driven 
would grow about 1.8%, and the 
reality is it increased a lot faster,” says 
Portalatin.

Last year at AAPEX, Portalatin pre-
dicted that in 2015 the 29 categories in 
automotive retail sales would see about 
$14.4 billion dollars in sales. This trans-
lates to a 2.1% increase over 2014. Fast 
forward to August 2015, and the actual 
numbers to August 2015 are already at 
$9.6 billion, a 4.4% increase.

“We made a prediction that sales 
would grow and it would be driven by 
increases in miles driven and increases 
in average retail price, and those things 
have happened at a more robust rate 
than we would have expected it to,” 
explains Portalatin.

What happened? 
“In 2014, the price of gas started drop-

ping dramatically, and people started 
reverting back to some of their prior 
behaviours. Now every month that goes 
by, a new record high is set for total 
vehicle miles driven in the U.S. In fact, 
we are now 65 billion miles, on an 
annual basis, higher than we were in 
pre-recession times,” explains Portalatin.

According to the NPD Group After-
market Report, in the first 38 weeks of 
this year vehicle owners consumed 4% 
more gasoline, but spent $87 billion less 
for it. This is a huge relief for the North 
American consumer. But what are they 
doing with all that extra money?

“If you look at retail sales lately, there 
is not a lot of rebound in consumer 
spending, so for the most part they 
are still hanging onto that cash,” says 
Portalatin.   

Before the recession, in November of 
2007, the U.S. had reached a high point 
of annual vehicle miles driven of well 
over three trillion miles. Then gas prices 
hit $4 a gallon, and the economy went 
into a recession and people parked 
their car. And things stayed that way for 
nearly a decade.

According to Portalatin, an interest-
ing thing happened during this reces-
sion. “There are two thresholds for 
behavioural change. The most immedi-
ate thing that vehicle owners can do is 
reduce gasoline consumption, and this 
is the number-one thing that consumers 
tell us. When times are tight and gas is 
expensive, people can flip that switch 
pretty easily; and when times are better 
and gasoline prices are down they will 
run around as liberally as they like. It’s a 
pretty easy change to make.

“But the longer we stay above that $4 
level, the more likely we are to engage 
in some behaviours that are a little more 
lasting, and some of these things hap-
pened over the recession, like relocating 
to be closer to work, taking mass transit 
or riding the bus, walking to work, car 
pooling, and working from home. 

“Another thing that happened during 
the recession was people were out of 
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the workforce, and that dramatically 
influenced miles driven,” he explains.

There is also a generational compo-
nent to this, which is going to have 
some longer lasting effects.

“What is crystal-clear is the millennial 
generation is not as engaged in vehicles 
and driving as past generations. Mil-
lennials are not kids anymore. They’re 
moving into the career and family life 
stage, which are peak driving years, but 
Millennials are going through this life 
stage at a much different baseline than 
the boomer generation did.

“So one of the primary built-in drivers 
for mileage creation is just not as robust 
as in previous generations. That’s going 
to be one of the factors that keeps miles 
driven from growing as fast as we’d all 
like it to,” adds Portalatin.

Based on its updated forecast for the 
end of 2015, the NPD group predicts 
that the increase will be 3.3% growth in 
miles driven over a year ago.

“If we go back to the late ’70s, the 
normal growth paradigm was some-
where between 3 and 5% growth in 
miles driven. So are we probably going 
to return to that 3% range permanently? 
I don’t think so,” he says.

“Because of the other things that I 
mentioned, some of those changes are 
a little more permanent. There are gen-
erational things that have happened that 
I think will suppress that number. Our 
forecast for 2016 is that miles driven 
will increase, but closer to a 2% range. 
This is still a good increase over a good 
prior year.”

In 2008, the NPD Group asked people 
how they were using their car differently 
in the last year. Sixty per cent said they 
were driving less. Today, that number is 
about 25%.  

“Overall the behaviour for trying to 
drive less is declining. These include 
shopping less, reduced driving to work, 
working closer to home, cancelled 
vacations, use of bike or public trans-
portation. All of these behaviours that 
translate into less driving are declining.”

The other piece of the puzzle is the 
average selling price, which is largely 

influenced by the way consumers try 
to value products. By not looking for 
the lowest price but looking for the 
best value, consumers often choose the 
higher-priced item today.

“Consumers continue to tell us price 
is important. Seventy-one per cent say ‘a 
reasonable price is an important aspect 
in deciding what I buy.’ But the next 
four categories are of very high impor-
tance too. They include make, quality 
of materials, gas mileage, and engine 
performance. So the consumer mindset, 
looking for value over price, is creat-
ing momentum in the marketplace,” 
explains Portalatin.

“As you think about your products and 
services, there is opportunity for you to 
create value by offering these and grow 
your top-line sales,” he advises. 

“There is a lot more weight behind 
the quality end of the spectrum in auto-
motive. There is an opportunity for job-
bers and ASPs to be differentiated in the 
marketplace, to grow top-line dollars. 
Ask yourself what’s better quality, what 
lasts longer, performs better, extends 
the life of the vehicle, or some other 
attribute that gives value. If you’d like 
to grow 15% next year rather than 4%, 
premium product is the way to go,” says 
Portalatin.

The same economy-driven consumers 
who are looking to cut back on miles 
driven and are keeping their vehicles 
longer are willing to pay double for that 
beam wiper blade for the quality it pro-
vides. That’s a trend, that’s a mindset, 
and that’s an opportunity for growth.

“Premium spark plugs, wiper blades, 
headlights, oil filters, premium or 
extended-life products – these items sell 
from anywhere from a 30% premium to 
some items that are priced four times 
higher than like items. So consumers 
are not walking in the door looking 
for the absolute lowest price; they are 
really looking for what is best,” explains 
Portalatin.

“The majority of drivers surveyed are 
planning to drive the exact same car in 
2016. On average, that car is 11.4 years 
old and it’s moving towards 12 years 

old. A 12-year-old car is not an old 
car anymore; it’s just an average car,” 
explains Portalatin.

According to the NPD survey, 61% 
will keep driving that car. Twenty-six 
per cent of DIYers intend on buying 
another used vehicle. “DIYers are old 
car customers, and when they replace 
that old car they will replace it with 
another used car,” says Portalatin.

There is growth in the number of 
people willing to go out and purchase 
a car that is already 10 to 15 years old, 
because it’s not considered an old car 
anymore. It’s an average car. They are 
good cars and they are lasting a long 
time. 

“When you get to cars that are 11+ 
years, 44% said yes, I am probably 
going to replace this car sometime in 
the next three years. The rest are saying, 
I am going to keep the car for at least 
another four to six years, some even 
seven or 10 years. The 44% number is 
down from last year, so the sentiment 
is moving in the direction of keeping 
these older cars longer; so there is some 
momentum behind this trend,” explains 
Portalatin.

“So regardless of the fact that we are 
going to sell 17 million new cars this 
year, there is still tremendous opportu-
nity in the aftermarket around the exist-
ing fleet, which is the majority of the 
market of older and ancient vehicles 
that the consumer values and is willing 
to keep in good condition,” continues 
Portalatin.

“To grow your business, focus on 
things that are relevant to the older 
car market like batteries, water pumps, 
alternators, etc.,” advises Portalatin. “In 
the old world, consumers didn’t hold 
onto a car long enough for all the bulbs 
to start burning out; now they do. Lens 
restoration kits for the haze on the 
plastic headlight lenses, and headlight 
and tail light assemblies sales, are up 
10%. The evidence is pretty clear that if 
you are differentiated around premium 
value, or older cars or, in some cases, 
new cars, you can grow your business 
much faster.”

Based on its updated forecast for the end of 2015, the NPD group predicts that the 
increase will be 3.3% growth in miles driven over a year ago.

BY STEVE PAWLETT
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AUTOMOTIVE AFTERMARKET INDUSTRY WEEK 2015

SEMA Show continues to grow
The Specialty Equipment Market Association (SEMA) 
expo, held at the Las Vegas Convention Center from 
Nov. 1-6, 2015 in Las Vegas, just gets bigger, bolder, 
and a little more outrageous with each passing year. 
Everywhere you looked, booths were full of people 
talking business. Nearly all of the auto manufacturers 
were represented at the show, whether by them-
selves or by some oversized off-road custom build. 
With a notable number of expanded displays this 
year, walking the show floor you could see a clear 
increase in activity at every booth.

“We are seeing more exhibitors taking part in 
programs such as the New Product Showcase,” says 
Chris Kersting, SEMA president and CEO. “This is an 
indication to us that exhibitors are looking for and 
taking advantage of ways to get the most out of their 
show experience.”

Bobby Alloway Battle of the Builders 
Winner
The winner of the Battle of the Builders competition 
was announced Friday evening, November 6, 2015, at 
SEMA Ignited – the official SEMA Show after-party – 
in front of a crowd of more than 15,000 at the main 
stage in the Gold Lot, across the street from the Las 
Vegas Convention Center. The three finalists included 
Bobby Alloway and his ’33 Ford Roadster, Chip 
Foose and his ’65 Chevy Impala, and Alan Johnson 
and his ’53 Studebaker. In the end, it was Alloway 
who was named Top Builder.

“This has to be the biggest award I have ever 
won,” Alloway said. “We were being judged by our 
peers – guys that can do and have done the same as 
I. That’s big!”

Introduced at the SEMA Show last year, the SEMA 
Battle of the Builders competition began with 
more than 200 vehicle builders and car customizers 
entering 260 custom cars, all competing for the 
coveted title of Top Builder. Builders who made it to 
the Top 10 round of competition selected amongst 
themselves the Top Builder. 

The three Battle of the Builders finalists –  
(from left) Bobby Alloway, Chip Foose, 
and Alan Johnson – with Adrienne Janic 
and Chris Jacobs of “Overhaulin’,” prior to 
the announcement of Bobby Alloway as 
the Battle of the Builders 2015 Winner.

Hottest Car, Sport Compact, Truck, and 4x4 SUV 
The top trending vehicle models in four categories were announced at 
the SEMA Show in Las Vegas. This year’s SEMA Award for the Hottest 
Car was awarded to Ford Mustang; the Ford Focus took the Hottest 
Sport Compact honours; the Ford F-Series was named Hottest Truck; 
and the Jeep Wrangler received the Hottest 4x4-SUV award.

“The SEMA Show is an event where the newest and most innovative 
aftermarket products are seen first,” says Chris Kersting, SEMA 
president and CEO. “And the SEMA Award celebrates the industry’s 
unique ability to identify and set the trends that influence consumers 
worldwide.” 

The SEMA Award recognizes vehicle models that specialty-equip-
ment manufacturers believe are the best platforms for accessorization 
and showcase the year’s coolest products. It also underscores the 
cooperative relationship between the automakers and SEMA-member 
companies.

“The SEMA Award helps guide consumers toward the hottest-
trending and most accessory-friendly vehicles on the market,” adds 
Kersting. “Our SEMA Show exhibitors are industry visionaries who 

determine the winners of the 
SEMA Award. By counting the 
vehicles displayed in exhibitor 
booths, we can see which vehicle 
models SEMA exhibitors believe 
will resonate with the enthusiast 
community.”

The 2015 SEMA Show features 
more than 2,400 exhibiting 
companies that manufacture 
thousands of products designed to 
improve performance, safety, and 
convenience, as well as those that 
enhance appearance and comfort. 
While products are available for 
every make and model, exhibitors 
are investing more in the Ford 
Mustang, Ford Focus, Ford 
F-Series, and Jeep Wrangler than 
any other vehicles. 

(Clockwise) Dave Pericak accepted 
the hottest car award for the Ford 
Mustang and the hottest sport 
compact for the Ford Focus. The 
Ford F series took home the SEMA 
Award for hottest truck and Pietro 
Gorlier of Mopar accepted the 
hottest 4X4-SUV award for the  
Jeep Wrangler.
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AAPEX 2015 Sees 
Increased Activity

The level of activity on the 

packed show floor on 

opening day was notable at 

AAPEX 2015, held Nov. 2-5, 2015 

at the Sands Expo in Las Vegas. 

Showgoers had the opportunity 

to view thousands of new 

products in every category, and 

meet with plenty of new and 

current suppliers over the three-

day show period. Everywhere 

you looked, booths were full of 

people talking business. Several 

exhibiting manufacturers also 

hosted product training seminars, 

where participants could see and 

hear first-hand about technical 

applications of the new products.

Education has always been 

a staple of AAPEX and this 

year was no exception, with 

sessions packed with attendees, 

listening to leading experts 

who were brought in to teach 

new skills and strategies and 

provide insight into future trends, 

technological challenges, and 

opportunities for the aftermarket. 

This year’s focus on disruptive 

and emerging technology, and its 

impact on businesses in the auto 

care industry, was of particular 

interest. 

AAPEX 2015 SEES INCREASED ACTIVITY

Raybestos Awards Three Delivery Vehicles 
Raybestos announced the three lucky grand 
prize winners, including one Canadian, of 
the 2015 Raybestos Delivers sweepstakes 
during a special presentation at its booth 
on Nov. 4. Wayne Maunula of Auto Parts 
Central in Brandon, Manitoba; James 
Russonello of Russ Auto Parts in Staten 
Island, N.Y.; and Alex Sasunian of Sol’s 
Brake Supply, LLC in North Hollywood, 
Calif. will each receive a Raybestos Delivers 
Chevrolet Sonic delivery vehicle.

Maunula operates 12 locations in north-
western Ontario and Manitoba, and was 
Jobber of the Year in 2008. In addition to 
the delivery vehicle, Maunula also won  
a trip to Las Vegas with credentials to  
attend the 2016 AAPEX and SEMA shows. 
Six second-prize winners will receive a  
Raybestos Delivers vehicle wrap for their 
own delivery vehicles.

“We would like to congratulate Wayne, 
James, and Alex as our lucky grand 
prize winners in the Raybestos Delivers 
sweepstakes,” said Kristin Grons, marketing 
manager, Brake Parts Inc. “Each will receive 
a brand-new Chevrolet Sonic delivery 
vehicle for his shop, which we know 
will be put to good use as they deliver 

Raybestos premium brake products to their 
customers. We also want to thank all of  
our distributor customers that participated 
in this exciting promotion. It was a great 
success and we look forward to running 
similar programs in the future.”

To qualify for the sweepstakes, Raybestos 
distributor customers ordered Raybestos 
premium packs featuring Bluetooth 
speakers, BBQ sets and cooler sets in 
July, August, and September. With each 
order, participants received an entry in the 
Raybestos Delivers sweepstakes. There was 
no limit to the number of premium packs 
that could be ordered or the number of 
entries that could be earned.

Raybestos delivers a Chevrolet Sonic to winner 
Wayne Maunula (left) of Auto Parts Central.

AAPEX Welcomes 3,000  
Auto Value and Bumper to 
Bumper Customers 
It seldom happens, but Las Vegas Boulevard 
was closed temporarily on Thursday, Nov. 5  
to accommodate 3,000 Aftermarket Auto 
Parts Alliance customers making their way 
from the show’s official hotel, the Mirage, to 
AAPEX 2015. 

The Alliance customers, who are automo-
tive technicians and jobbers, crossed Las 
Vegas Boulevard and arrived at AAPEX at 
approximately 9:15 a.m. 

While at AAPEX, the Alliance customers 
participated in pre-arranged meetings 
with approximately 80 preferred Alliance 
suppliers who were exhibiting at the event. 
They also attended AAPEXedu sessions, 
which this year focused on disruptive and 
emerging technology and its impact on 
businesses in the auto care industry. 
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Gates Corporation concluded its Century 
Bucks promotional program with Charles 
Foreman, owner of Foreman’s Garage in 
Ada, Oklahoma, winning $5,000 in the 
“Deal of the Century” Finale event at the 
2015 AAPEX Show.

In the live culmination of the program 
at the Gates AAPEX booth, Foreman 
drew two pairs, beating out the hands 
of John Welker, the owner of Texoma 
Fleet and Auto Repair in Wichita Falls, 
Texas, and Marc Mondich, the manager/
owner of K.M. Auto Care in Kennesaw, 
Georgia.

Foreman said he had a premonition 
he would win the contest. “I found a 
penny on the sidewalk this morning 
outside my hotel and the penny was 
heads up,” explained Foreman. Foreman 
said he made a wish that he would win 
the contest and “my wish came true!”

At the conclusion of the event, a 
smiling Foreman said, “I want to thank 

Gates for the chance to be a part of the 
contest and for the award.” Foreman 
said the trip to AAPEX marked his first 
time at the show.

The three finalists in the program 
earned a free trip to Las Vegas from 
Gates, with the opportunity to win 
$100,000. Each contestant received a 
set of 20 envelopes containing one 
playing card apiece. After selecting five 
envelopes to make up their official 
hand, they opened the envelopes. Prizes 
were awarded based on the cards in 
their hand. A Royal Flush hand would 
have been worth $100,000.

“Gates has a history of innovation 
and superior service, and we strive for 
our marketing programs to be just as 
top-notch,” said Jack Ramsey, Gates’ 
executive vice-president, North American 
aftermarket. “We congratulate Charles as 
the big winner and Marc and John for 
being a part of this program. Gates isn’t 
just about an exceptional product and 
brand; it’s about building business and 
doing the job right.”

The Gates Century Bucks program 
was designed to encourage professional 
service centres to make the right system 
repair recommendations for their 
customers. The promotion ran from 
May 1, 2015, to July 31, 2015, with over 
100,000 entries received. Participants 
earned contest entries by installing 
Gates belts, tensioners, and accessory 
component kits.

Gates Century Bucks Contest Concludes At AAPEX 

Charles Foreman, owner of Foreman’s 
Garage in Ada, Oklahoma won $5,000 in  
the Gates “Deal of the Century” Finale.

Not the scenic view you 
were hoping to see?

©2015 Federal-Mogul Motorparts Corporation. All trademarks shown are owned by  
Federal-Mogul Corporation, or one or more of its subsidiaries, in one or more countries. All rights reserved.

AncoWipers.com

http://www.ancowipers.com
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At least you’ll be able  
to see the deer in  
the headlights.

WagnerLighting.com

http://www.wagnerlighting.com
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2015 Jobber News Counterperson of the year

Automotive Parts Distributors wholesales across 
the Prairies, with branches in Edmonton and  
Calgary as well as Saskatoon. The firm’s business 
principally involves passenger cars and light- and 
medium-duty trucks, though sometimes they get 
the occasional offbeat request – Turton and his 

colleagues have fielded requests for everything 
from lawn mower parts to “a part for a guy’s 
snowblower once,” he says with a laugh. He takes 
it all with good grace, and there’s rarely a ques-
tion or an oddball item that will stump him. 

“His customer-first approach, combined with his 

BY MARTHA UNIACKE BREEN
PHOTOGRAPHY BY SHAUN SALEN

go-toTHE

guy
Whether it’s going out of his way to track down a hard-to-find part, or 

drawing on his impressive knowledge to answer a thorny technical question, 
colleagues and customers alike describe counterperson Darcy Turton, of 
Saskatoon’s Automotive Parts Distributors, as the “go-to” guy when you 
need an automotive problem solved right. The genial 46-year-old was a natural for 
the 2015 Jobber News Counterperson of the Year award. 
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Congratulations,

www.epicor.com 1.888.463.4700 automotive.marketing@epicor.com 

© 2015 Epicor Software Corporation. Epicor, the Epicor logo, PartExpert, and Eagle are  
registered trademarks or trademarks of Epicor Software Corporation.

Darcy Turton
Automotive Parts Distributors
Saskatoon, Sask.

Being the best at any challenging job 
requires talent, dedication, and world-
class tools.

As 2015 Jobber News Counterperson of 
the Year, Darcy Turton of Automotive 
Parts Distributors, Saskatoon, Sask., has 
the complete package.

Epicor is proud of Darcy… and proud of 
the fact that he and the APD team each 
day rely on a comprehensive package of 
Epicor PartExpert electronic catalogue 
products and the Epicor Eagle for the 
Aftermarket business management solution.

Congratulations, Darcy. You’re #1  
in Canada!

Canada’s Top
Counter Professional

  Darcy Turton!

http://www.epicor.com
mailto:automotive.marketing@epicor.com
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vast knowledge of the automotive industry, are 
just two reasons why Darcy is such an excellent 
choice for this award,” says APD general manager 
Dave Bomersbach. “Darcy is also a very knowl-
edgeable automotive technician. He is the go-to 
guy in our branch for many of the technical ques-
tions we receive from our clients.”

Bomersbach says he has come to rely on Turton 
for far more than his day-to-day work with the 
firm’s service advisor clients. “Before most shops 
were flashing a vehicle’s ECM in the aftermarket, 
APD was performing this service for our clients; 
Darcy was chosen to perform the task at our 
branch. With his technical ability and computer 
skills, Darcy was a pro at performing this service 
in a very short period of time. Also, when APD 
hosts a technical information clinic for our clients, 
we will include our inside sales team in atten-

www.contitech.ca

The content of this publication is not legally binding and is provided as information only. The trademarks displayed in this publication are the property of  

wContinental AG and/or its affiliates. Copyright © 2015 ContiTech AG. All rights reserved. For complete information go to: www.contitech.de/discl_en

Congratulations Darcy Turton
Counterperson of the year at Automotive Parts Distributors (APD), Saskatoon.

— From your friends at Continental ContiTech

“Darcy is just a joy to work with. He’s always willing to work with you on 
anything; he’ll find the part, no matter what. And as a person, he’s fun,  

a great guy to deal with. His work is really top-notch.”
PATRICK TARDIF, GM, TOON TOWN SERVICE CENTRE, SASKATOON

dance. Darcy has attended many of these tech 
clinics and has used the information obtained to 
consult with our clients. 

“Darcy is also an important mentor for new APD 
employees in our branch. When a new employee 
joins our inside sales team, I give Darcy the 
responsibility to help train them. I ask Darcy to do 
this because I know with his support and guidance 
we will have another staff member performing his/
her duties at a high level. 

“Whenever I am away from the branch, I leave 
Darcy with the responsibility of several important 
tasks to perform for me during my absence. I do 
this with full confidence that everything will be 
done correctly and on time. 

“Darcy is a very worthy recipient of this pres-
tigious award.  Everyone at APD and especially 
the Saskatoon branch are very proud of this 

Darcy talks shop 
with Tamas Szabo 
of Superior Diesel 
Services, one of APD’s 
clients. Diesel-operated 
vehicles have become a 
steady growth market 
for the firm, he says.

2015 Jobber News Counterperson of the year

http://www.contitech.de/discl_en
http://www.contitech.ca
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Congratulations 

Darcy Turton!
You deserve to be

Counterperson of the Year!

THE
PREMIUM
CHOICE

CONGRATULATIONS

On behalf of Spectra  Premium,
we would like to congratulate

Darcy Turton 
Automotive
Parts Distributors

Uni-Select member and 
ACDelco distributor, Saskatoon

of

Congratulations
Darcy Turton

for being named
Counterperson of the Year

from your friends at
NGK Spark Plugs Canada Limited.

Congratulations 
to Darcy Turton,

Auto Parts Distributors, 
Saskatoon, Sask.,
on being named
Counterperson

of the Year! 
We look forward to our
continued partnership!
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Darcy Turton 
Jobber News

Counterperson of the Year.

Professionals like you 
Make our Success Possible.

Keep up the Great Work!

accomplishment. He’s the best inside salesperson I have ever 
worked with.”

Turton was born and raised on a farm near Swan River, 
Manitoba, just 14 miles across the border with Saskatchewan. 
On the farm, being able to fix mechanical things when they 
went wrong was just part of life. “I grew up with cars in my 
blood,” he laughs. “My dad was a Chrysler auto salesman, and 
we always drove around in them. 

“Growing up on a farm, I always did a lot of my own work 
on cars, always fixing them up. My first car was a ’68 Barra-
cuda, and I’ve fixed up several other muscle cars through the 
years. I still have a ’73 ’Cuda I’m working on.”

After graduating from high school, he moved to Saskatoon to 
take a degree in commerce at the University of Saskatchewan. 
After graduation, he had several jobs, but the world of com-
merce never really took for him; before long, he went back to 
his first love, the auto industry. 

“I started as a mechanic at a shop that had a small parts 
store on the side, and we had been doing a lot of business 
with APD, so I knew all the people there. When the shop 
closed down, APD had just opened a new warehouse, so 
when a job came up I took it.” It was such a natural fit for 
both sides, he chuckles, he doesn’t even remember if he actu-
ally gave them a resume.

That was 14 years ago, and the industry has changed more 

“Darcy’s a very knowledgeable person – 
whenever I have that tricky part, he’s the one to 

call. He goes the extra mile. You could phone 
other [jobbers] and they’ll say they don’t have 

the part, and that’s the end of it. But he’ll call you 
back in a few minutes and say, ‘It’s on its way.’ 
Too many times to mention, he’s always been 

there to make sure we get what we need.”
SHANE ARTHURS AND BRIAN VANDENBERG, 

J&L FRAME & ALIGNMENT

than a little since then, he observes. “I’ve noticed three areas 
that have changed a lot. Certainly, the technology – you never 
look anything up in a paper book any more, not if you can 
help it! That’s easier on the eyes, of course, but also there are 
nearly unlimited possibilities. Now, if someone asks you for 
something you’ve never heard of, you can just Google it. Also, 
a lot of the time, people just text you with a picture, so it’s a 
lot easier to see what they need.

“But the market itself has changed a lot as well, especially 
in the last five years or so. Perhaps with the financial situation 
here doing better, people are driving more high-end imports. 
So we’re searching out more types of parts, and getting faster 
at delivering them. Ten years ago, people were used to waiting 
a week for parts; now it’s the same day or the next day.

“The third big change I’ve noticed is the diesel truck and car 
market has gotten a lot bigger; we’re doing a lot more of that. 
It’s a bit pricier market, so it’s a nice market for us.”

The parts database system of choice for Turton and APD is 
Epicor; they’ve had it for about five years now. “We also do 
online ordering through Nexpart. That’s another change,” he 
says. “We do a lot more online ordering, especially for the 
basic items. Even so, the phone is still as busy as ever, espe-
cially with the harder questions.”

Ask Turton what his main motivator is, and he’ll answer, rea-
sonably enough, service. Well, a lot of jobbers claim that and 
do a good job of it, but not all go to the lengths that Turton 
does: it’s a source of pride for him and his team to go as far as 
they can to track down an item not everyone else has, and it’s 
no problem to go an extra mile (or two) if the job demands it.

“Just last week, we picked up an item at the bus depot at 9 
p.m. and delivered it to the guy’s house, so that he could get 

2015 Jobber News Counterperson of the year

Turton says he has to give a thumbs-up to the team at 
Automotive Parts Distributors for helping him earn the 
Counterperson of the Year award. “This is a great team that 
helps me get the parts out fast,” he says.



http://www.aiacanada.com
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THE BEST YOU CAN BUY
AMERICAN MADE

ACCESS® LORADO® Roll-Up Cover features a sleek, low 

• Easy install with assembled components
• All season truck cover to protect your gear
• 

• Stores neatly behind the cab without view obstruction
• Seals on all four sides for protection
• Patented AUTOLATCH™ II Dual Locking System

ACCESS® ORIGINAL Roll-Up Cover features our 
SLANTBACK REAR DESIGN

Tested. Trusted. Guaranteed.

his customer going again the next day.” He adds with a smile, 
“And this was on a holiday.” 

Turton may spend his days at the service counter, but he still 
likes to get his hands dirty from time to time. If a customer has 
a technical problem he’s never heard of before, he’ll ask about 
it in depth – and it’s not just professional interest that drives 
him. “I still do all the work and maintenance on my own cars,” 
he explains. “And I’m still waiting to put a new engine in the 
’Cuda. As well, I’m working on my house; we’re doing a bit of 
a renovation to it. I’m the kind of guy who likes to do stuff.”

Darcy met his wife Pamela eight years ago, and it turns out 
she’s a car enthusiast too. “Although, she’s a Ford person, and 
I’m a Dodge person,” he says with mock disdain. “But I’ve 

learned to overlook that.” The couple are also soft-hearted ani-
mal enthusiasts: along with their two “fur babies,” a cat and a 
Shih Tsu, they volunteer for the local wildlife rehabilitation facil-
ity, manning a rescue hotline and helping to rescue injured and 
sick wildlife. And he’s a dedicated fisherman; he’ll escape to the 
cabin for a bit of fishing whenever time allows.

Turton says he was surprised and honoured to be chosen as 
Jobber News’ Counterperson of the Year, but says modestly, “I 
definitely have to give a thumbs-up to the people who work 
here. They’re great, really knowledgeable. 

“I think the biggest accomplishment is when I know my stuff 
well enough to help people get their job done right. That’s 
what matters at the end of the day.”

2015 Jobber News Counterperson of the year

“Darcy’s a pleasure to work with; he really knows what he’s talking about. He has an amazing 
memory, and goes out of his way to get you what you want. Sometimes, if I’m really busy I’ll just 

text him and he texts back right away; not everyone will do that. And he knows many different 
kinds of cars, really knows his business. He’s one of the best I’ve ever worked with.”

AHMED DEEN, MODERN MOTORS

http://www.accesscover.com


http://www.aapexshow.com
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new products  |  

90mm LED Modules
Hella, Inc. has introduced a new generation of advanced 90mm LED Modules. The 

new L4060 LED series is offered in low beam, high beam, and fog light modules. 

The design of the modules is very compact and allows up to three light functions in 

one module without the need for additional electronics. The modules are suitable for 

universal application on a wide range of both OE and aftermarket vehicles. 

The Hella L4060 90mm Low Beam LED module can function as a low beam-only 

light or a low beam, daytime running, and position light combination. The Hella L4060 

90mm High Beam LED module is available as a high beam only, a combination high 

beam, daytime running light, and position light, or high beam and direction indicator. 

Hella L4060 90mm Fog Light LED module is available as a front fog lamp only, as 

a combination fog lamp, daytime running light, and position light, or fog light and 

cornering light. The SAE/DOT-approved L4060 series is rated for operation in 12V and 

24V vehicle electrical systems and incorporates integrated driver electronics, so they 

can directly replace 90mm halogen modules. 

 Hella  |  www.hella.com

Stainless 
Steel Mufflers, 
Assemblies
Featuring 100% 

409 stainless steel 

construction, Walker 

Quiet-Flow SS mufflers 

resist rust-out more than 

three times longer than 

competitors’ premium 

aluminized mufflers. In 

addition, each Quiet-Flow 

SS unit includes a variety 

of advanced features 

engineered to deliver 

original equipment-

style performance and 

sound. These include 

louvred tube technology 

for premium acoustics, 

domed heads that help 

reduce radiated noise, 

spun-locked heads to 

help resist ruptures due to 

backfires, durable internal 

partitions for increased 

structural integrity and 

long service life, and 

a complete internal 

drainage system that 

helps prevent condensate 

acids from collecting 

between partitions or 

at the muffler heads. 

Each unit also features 

internal tubes that are 

mechanically joined to 

the partitions to allow 

expansion and contraction 

during temperature 

changes. This helps 

eliminate breaking of spot 

welds and subsequent 

part distortion and/or 

noise caused by loose 

parts. Tenneco has 

introduced more than 50 

additional Quiet-Flow SS 

part numbers this year.

 Tenneco

 www.walkerexhaust.com

Automotive 
Aftermarket 
eCatalogue 
Packages
Epicor Software 

Corporation has 

introduced two 

automotive aftermarket 

eCatalogue subscription 

packages that will enable 

replacement parts 

distributors to access 

significantly more content 

at each workstation. The 

new packages – Epicor 

PartExpert “Professional” 

and “Essentials” – replace 

traditional menu pricing 

per workstation and 

are expected to help 

thousands of Epicor 

eCatalogue users 

enhance customer 

service levels through 

access to valuable 

integrated reference 

tools at comparatively 

lower prices. The Epicor 

LaserCat 3 eCatalogue 

interface and Epicor 

PartExpert replacement 

parts databases 

feature millions of 

aftermarket and original 

equipment manufacturer 

application parts as well 

as performance and 

collision components/

supplies, tires, non-

application products, 

and more. Available 

content also includes 

detailed product images, 

installation instructions, 

comprehensive buyer’s 

guide and interchange, 

integrated flat-rate labour 

guide, and maintenance 

interval packages linked 

to corresponding parts to 

help users increase sales, 

save time, and deliver 

a superior customer 

experience.

 Epicor

 www.epicor.com Advanced Ride Tuning Shocks and Struts 
Monroe OESpectrum shocks and struts utilize an advanced “Active 

Control” system that doubles the number of internal ride tuning points 

available in many conventional shocks and struts. Tenneco’s next-

generation, OE-inspired Impact Control Valve (ICV), located at the base of 

each OESpectrum unit, isolates road impacts for exceptional control and helps 

deliver a better “on-centre” feel versus original equipment units. A second tuning 

input filters out unwanted noise, vibration, and harshness. Now available for many 

import and domestic passenger vehicles on the road, Monroe OESpectrum shocks and 

struts include twin- and monotube designs matched to the design and construction of 

the vehicle’s original units.  Tenneco  |  www.monroe.com 

OEM HiPerVision Bulb Range
The new Philips HiPerVision range 

of bulbs brings formerly dealer-

only lighting applications to the 

aftermarket. Philips is the only OE 

manufacturer of the HiPerVision 

bulb range, a line of bulbs that have 

been featured on many late-model 

vehicles including GM full-sized trucks and SUVs equipped with front fog lights since 

2007, Jeep vehicles with front fog lights since 2010, and the 2015 Chevrolet Colorado. 

Philips HiPerVision is available for applications including daytime running lights, fog 

lights, and front and rear signal lights. The Philips HiPerVision line includes standard 

and natural amber bulbs, Philips CrystalVision ultra, and the silver-coated Philips 

SilverVision bulb. The Philips CrystalVision ultra bulb provides a bright, white light for 

a high-tech style, while the SilverVision bulb gives lighting 

assemblies the all-silver look that is found on many of 

today’s luxury vehicle brands. The Philips HiPerVision 

bulbs are optimized for signalling and fog applications. 

The bulbs are extremely compact with accurate coil 

positioning that helps improve reliability. 

  Philips  |  www.philips.com

http://www.hella.com
http://www.walkerexhaust.com
http://www.epicor.com
http://www.philips.com
http://www.monroe.com
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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

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.

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 

Continental ContiTech

www.contitech.ca
“An Aftermarket line so premium you can only 
call it Elite®.”

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.

Introducing Snap Admail™ for small business
Snap Admail™ is 
a fast and easy 
online tool for 

marketing your small business. It gives you a 
variety of design templates to choose from, 
precise ways to target your audience and 24/7 
expert consultation. Plus printing and mailing 
of your message is looked after for you. Let 
Snap Admail™ take the complexity out of 
marketing your business.

Enter promo code 50SAVE4 and SAVE $50* 
on your FIRST ORDER at canadapost.ca/
snapadmail

Vehicle Integrity Manager
www.vehicleim.com/
More than just a 
replacement for your 
inspection sheet. 

Electronic Inspections are just the beginning!
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Marketplace

Buy. Sell. Employ. 
Search.

Jobber News  
Marketplace Classifieds
Reach Key Aftermarket Players.

Across Canada.

Every month.

From less than $150 a month.

For more info, contact the  

publisher at  

aross@jobbernews.com or  

call toll free from Canada  

1-800-268-7742 ext. 6763, or from 

the U.S. 1-800-387-0273  

ext. 6763.

WAREHOUSE DISTRIBUTORS  
& BUYING GROUPS

Bestbuy Distributors Limited
www.
bestbuydistributors.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
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For the Counterperson 

BY TOM VENETIS

Canadian jobbers will see 
increasing profits from certain 

remanufactured automotive parts, 
even as engine technologies 
increase in sophistication and 
reliability. That is the consensus of 
several studies looking closely at 
the fast-evolving remanufacturing 
marketplace in North America.

Anuj Monga, senior research 
analyst, automotive and transporta-
tion, with the research firm Frost 
& Sullivan, says, “Remanufacturing 

of components such as engines, transmissions, and clutches is 
expected to see a slight decline, mainly due to the increased 
quality of their parts, and thereby an enhanced service life, 
which has further led to a slight change in replacement rates 
over the last few years.”

That same increasing engine sophistication will, however,  
see an increase in the need for remanufacturing of certain  
parts segments. One which Monga zeros in on are turbocharger 
systems, especially variable geometry turbochargers, which  
she says are getting more complex in both fit and function.

“From our analysis, we expect the overall demand for these 
components to increase at a CAGR of roughly 1.7% over the 
short to medium term, while the demand for turbochargers 
alone is expected to increase by 6.1% in the same time.”

According to Frost & Sullivan’s Strategic Analysis of the 
North American Class 6-8 Remanufactured Powertrain 
Components Aftermarket, the current North American market 
is valued at US$3.13 billion, and the firm forecasts that will 
increase to US$3.52 billion by 2019. Much of that growth will 
happen from increased spending on maintenance and an 
increasing number of vehicles that will require remanufactured 
powertrain components. 

“The average vehicle age continues to increase, which 
means many vehicles are on their second or third owners,” 
says Eric Griffin, senior director of product management with 
Cardone Industries. “The reman value proposition provides an 
economic alternative to new product while still providing the 
same performance.”

Griffin’s observation is supported by a study put out by  
Global Industry Analysts (GIA) in 2013. That study found that 
the remanufacture marketspace provides a number of cost  

Remanufacturing
CONTINUES TO SHOW strong GROWTH

savings advantages. Remanufactured products offer cost  
savings in the range of 45 to 60%, compared to newly manu-
factured products, and remanufactured automotive components 
are some 35 to 45% cheaper than new parts. This makes them 
particularly attractive to owners of older vehicles who are 
looking to extend a vehicle’s useful life while at the same time 
easing the strain on the pocketbook.

“The recession of 2008 really gave lifeblood back to the 
remanufacturing market,” says John Treece, owner and founder 
of Atlantic Automotive Enterprises (AAE). AAE is a wholly 
owned subsidiary of CRP Industries Inc. AAE specializes in new 
and remanufactured steering racks, power steering pumps, 
gear boxes, and related electric components.

“The vehicle fleet age is increasing and getting older,” Treece 
continues. “People are holding onto their cars longer, and that 
translates into more repairs. And the older the vehicle, the 
more important the value proposition of a repair becomes. 
If someone has a vehicle that is worth $3,000 and they need 
a $1,000 repair, there comes a point where, if they don’t 
have an economical alternative to fixing that vehicle, another 
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advancing engine 
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decision gets made. In a recession, people will hold onto their 
vehicles longer, and that is good for remanufacturing. And 
remanufactured parts have an economic value to them. They 
are less expensive than an OE dealership part.”

If there is a challenge to be faced by independent remanu-
facturers of auto components right now, it’s the growing use  

of complex electronics and com-
puter controls being integrated into 
powertrain technologies and other 
vehicle components.  

“The increasing sophistication 
we are witnessing being built into 
these heavy-duty engines, and even 
turbochargers, is posing a stiff chal-
lenge for remanufacturers, especially 
the independent ones,” says Frost  
& Sullivan’s Monga. “Add to it the 
fact that the core demand for sus-
tainable remanufacturing in this case  
is stifled since most of these parts 
are very new to the aftermarket; 
their skill and core management 
capabilities will be really tested.”

“Some parts segments have not 
yet seen a shift in technology,” adds 
Cardone’s Griffin. “In other product 
categories, technology is shifting 
towards electronic content, such 
as electronic power steering (EPS), 
ECMs, and different controllers. In 
these cases, reman still provides a 
value proposition since it does not 
make economic sense for someone 
to build – tool up – a complete new 
unit on these sophisticated units. 

Cardone is able to leverage its electronics remanufacturing 
capabilities in these categories that are crossing over from 
mechanical or hydraulic to an electronic category, like EPS.”

Griffin continues that turbochargers will be a product seg-
ment that will see a significant growth in remanufacturing, 
driven by the new CAFE standards mandated by the federal 
government in the United States for improving fuel economy 
and emissions. Still, there are plenty of product categories  
that will continue to grow and remain profitable for both 
remanufacturers and jobbers.

“Cardone also continues to see growth in calipers, as most 
vehicles produced now have four-wheel disc brakes,” Griffin 
continues. “As the vehicle park continues to grow and shifts 
from vehicles with two-wheel disc to four-wheel disc, this  
category also keeps growing.”

AAE’s Treece says one of the challenges right now for the 
steering remanufacturing industry is the increasing use of com-
plex electronics in steering technology. Electronics is moving 
steering away from being a purely mechanical-hydraulic system.

“The key challenge right now is the technological revolution 

that is occurring in all categories of remanufacturing,” Treece 
adds. “Engines are becoming more electronically controlled, 
and certainly it is happening in steering. It is a complete shift. 
An interesting note to be aware of [is that] as of 2016, all Ford 
6-cylinder vehicles on a global platform at the OEM level will 
all have an electronic steering system of some type. Hydraulic- 
mechanical steering systems are out. In everything going 
forward, it will be electronic steering, or as we like to call it,  
electronic power steering.”

This shift to electronic controls in vehicle mechanics with 
remanufactured parts will pose challenges for jobbers, but  
also new opportunities. Jobbers will be called upon to have  
a greater technical knowledge about these new and more  
complex remanufactured parts, and to have that knowledge  
at the ready for their customers.

“High-tech parts especially are a great profit opportunity for 
reman, because the cost difference between new and reman 
is much greater on these products, that tend to be expensive 
anyway,” says Cardone’s Griffin. “If the second or third owner 
of a vehicle can save $100 or more on a replacement part, they 
are more willing to try reman. A challenge for reman is some 
people’s perception that electronic parts cannot be remanufac-
tured to OE quality, but that’s because they don’t understand 
the reman process or our stringent testing standards.”

“With the rise of electronic parts, jobber education is going 
to be vital,” adds AAE’s Treece. “[For] the garages and the 
installers, this is all new to them and jobbers can bring to them 
valuable knowledge about part functionality, troubleshooting, 
etc. If the jobber can bring that critical information to their cus-
tomers, it will help keep customer loyalty and help in the sale 
of these upcoming and new complex remanufactured parts.”

Frost & Sullivan’s Monga says jobbers and warehouse 
distributors are going to be the entry point both for the 
distribution of these new complex remanufactured parts. 
In fact, he sees new market opportunities where large 
jobbers and warehouse distributors might work directly with 
remanufacturers. “We have seen some of the major warehouse 
distributors engaging in private labelling for a number of parts 
and this trend is expected to grow strongly in the coming 
years as well,” Monga adds. “Jobbers influence the choice of 
brand, and their relationships, especially with the independent 
remanufacturers, could fetch them good deals, considering the 
bargaining power they hold in an otherwise very competitive 
and mature aftermarket.

“Additionally, the growing complexity of powertrain 
components will mean more customers will now engage in 
‘Do-it-for-Me’ service and repair, which will keep more business 
coming for the jobbers and the installers going forward.”

Mike Palm, vice-president of marketing and brand manage-
ment at CRP Industries, says that the remanufacturing market 
offers new and synergistic opportunities both for CRP and  
jobbers. The acquisition of AAE adds additional value to CRP’s 
offerings in a range of product categories, and will comple-
ment the reman products that AAE offers and will be carried 
by jobbers across North America.P
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publisher’s comment  |  with andrew ross, publisher  »  andrew@newcom.ca

DELIVERING THE GOODS

While I recently enjoyed a conversation with 
some industry friends about the coming 

age of drones delivering auto parts, it is likely 
going to be quite some time before a flying robot 
delivers anything from your shelves. 

Even if it were to show up tomorrow, I doubt 
today’s technology or the regulations in place 
would allow dozens of flying gizmos to carry 
alternators, batteries, etc., over the unsuspecting 
heads of Canada’s population.

So, if we can all agree that the delivery driver 
will be with us for the foreseeable future, then we 
can also agree that they are also going to play an 
important role in the success of your business.

It is a given, or should be, that delivery 
drivers understand that they are the face of 
your business, to most of your customers and 
the public at large. They should be instructed 
to be courteous drivers. Every day, I see clearly 
marked business vehicles being driven with 
heinous disregard for others on the road. And 
yes, sometimes I call, but mostly I just scratch that 
company off the list of companies I will ever use.

Delivery drivers see your customers more than 
any other individual connected to your business. 
You should have standards in place for how 
they appear and conduct themselves, even if you 
use independent brokers for some deliveries. 
This does not necessarily mean a full uniform – 
though that might be nice – but at a minimum 
they should be presentable and polite. 

They should also know a bit about your 
business, what returns are and how they 
are handled, what a customer means when 
he wonders about his credits, and how to 
communicate any concerns back to their manager 
at the store.

In these ways they become a valuable member 

of the team beyond the swiftness of parts 
delivery.

But there’s more. If you take a progressive view 
of the role of your drivers as more than drivers, 
but as both representatives of the company and 
the future of your company, they should also be 
learning to engage with the customer – even if 
only briefly – on each delivery.

More than any other member of your team, 
they can be your eyes and ears in the market. 
They should be taught to see what opportunity 
looks like. For example, if a shop perennially has 
cars spilling out of the bays, perhaps they are in 
the market for an additional lift. If a driver can 
take note of the general profile of vehicles being 
serviced – domestic, Asian, European – and bring 
this information back to the store to see if it 
matches up with their buying profile or not, they 
can really uncover some opportunities.

One other aspect that I have touched on 
briefly but should not be soft-pedalled is this: 
for any number of reasons – a move to brokers, 
insurance, greater use of occasional and “mature” 
drivers – many companies have moved away 
from having the delivery position being the entry 
role for new employees. I won’t argue with the 
financial imperatives, but at a time when it is 
acknowledged that we have such trouble getting 
youth into this industry, it would seem unwise to 
completely cut off this avenue.

From today’s drivers come tomorrow’s top 
counterpeople, star managers, and, yes, perhaps 
even owners. You have the opportunity to get 
them started off the right way. Don’t let short-term 
thinking cause you to ignore that.
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                                              You pride yourself on being his first call, every time.

                                       You are just as fluent as he is in Domestic, Japanese and European.

                     You are his Johnny-on-the-spot, get it right the first time, right hand man.

                                           You know his reputation has a direct impact on yours.       
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We can’t think of a tougher audience than you and your customers. That’s why every part from Elite® by 
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exclusive technologies and OE form, fit and function, Elite is a true standout in aftermarket performance.  Just like you.

Bel ts  •  Tens ioners  •  Be l t  Ki ts  •  Hose •  Accessor ies .     Continental-elite.com   

http://www.continental-elite.com


http://www.mevotech.com
http://www.partsonline.mevotech.com



