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A NEW GENERATION OF ENTREPRENEURS

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

In spite of the recession-wounded economy and striking 
levels of student debt, a large percentage of Millennials 

are sidestepping traditional career paths and have become 
a significant force in the world of small business. 

In a recent survey from Manta, an online community 
dedicated to small business, 76% of Millennial entrepreneurs 
polled in the first half of 2015 say their businesses have had 
a successful year so far. Many of them hired new employees, 
and even more planned to hire through year’s end. 

This data tells us that the majority of Millennials aren’t 
crafting careers out of the traditional office jobs their Gen 
X and baby boomer predecessors pursued. Actually, 
in a recent Deloitte poll, 70% of Millennials said they’d 
reject traditional business to work independently, and in 
a separate study, one in five said they want to quit their 
current jobs and start their own projects.

For those who have done so, the results are encouraging:
• Ninety per cent are optimistic about business prospects 
  into 2016;
• Nearly half (44%) hired new employees in the year’s first half;
• More than half (52%) planned to make new hires before  
 the end of 2015.

If they follow the path this kind of optimism seems to 
predict, then business leaders in the aftermarket would do 
well to pay attention.

With an average college-loan debt that’s hovering around 
$26,000, and a post-recession Millennial unemployment rate that’s nearly double that 
of any other age demographic, there’s an important point about the leap to striking 
out on one’s own that’s packed into these facts. 

When a recent Angus Reid survey found that 78% of Millennials are motivated by 
the concept of “charting their own course,” remember that this is a generation that 
perhaps had no other choice. 

The fact that 76% of Millennial business owners say they’re making a positive go of 
the companies they’ve started is remarkable, and for these entrepreneurs, it’s just the 
beginning. So here’s some sage advice from a boomer. 

I’ve often heard many older business owners regretting the fact that they didn’t 
spend enough time with their family. Getting a company off the ground and 
ensuring its success is hard work that doesn’t leave much surplus time. What often 
tends to be sacrificed is spending quality time with those who matter most, our loved 
ones. You may be a distracted presence at a child’s event, or even miss the event 
altogether; you may stop nurturing your friendships, or put off having a quiet walk 
with an elderly family member; you may be on a family vacation in body but not 
in spirit; while your family is trying to make memories at the beach, you are trying 
to make phone calls. All of these times are non-recoverable. If this describes you, 
learn from those who have been on that trail and make changes to right the balance 
between life and money.    JN

WHERE TO LOOK FOR LEADERSHIP ADVICE
The Canadian Youth Business Foundation (http://www.futurpreneur.ca) pairs 
entrepreneurs aged 18 to 34 with mentors who are looking to pass the torch. 
You can also hire a mentor from companies such as Vistage (ww.vistage.com), 
Pivotplanet (www.pivotplanet.com), Rockstar (www.rockstargroup.co.uk/), or 
Executive Mentors (http://www.executivementors.ca/).
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CRP Automotive earned three awards 
during the 2015 Automotive Aftermarket 
Industry Week in Las Vegas, Nev., held 
November 2nd-5th, from the Auto 
International Association (AIA) and 
Specialty Equipment Manufacturers 
Association (SEMA). CRP received two 
awards from AIA for Import Product  
and Marketing and one SEMA Global 
Media Award.

The Auto International Association 
recognized CRP Automotive for the 
Best Social Media Campaign for Import 
Cars or Trucks Product and/or Brand 
Marketing, for its “Inside the Brands” 
information video series. The “Inside 
the Brands” video series was launched 
in March 2015 as an initiative to share 
the knowledge of CRP Automotive 
brand managers with professional 
automotive technicians. The videos are 
featured on YouTube and distributed 
every other week to technicians across 
the country via email as well as Facebook and 
Twitter alerts.

CRP Automotive also received an award for Best 
Performance Product, Accessory, or Functional 
Fluid for Import Cars or Trucks for its Pentosin/
Rein FFL2 DSG Transmission Service Kit. The 
Pentosin/Rein FFL2 DSG transmission service 
kit includes Volkswagen DSG transmission fluid, 
a REIN Automotive OE filter, and a drain plug 
washer. The kit was designed as a comprehensive 
service aid for use in regularly scheduled 40,000-
mile maintenance for DSG Volkswagens. CRP 
Automotive developed this kit so technicians 
would save time and money by only needing to 
order one SKU to complete the service.

Fertan Rust Converter is an environmentally 

Hankook Supplying 
Light Truck Tires 
for 2016 Tacoma 
Hankook Tire will 

provide the all-new 2016 

Toyota Tacoma with 

its premium highway 

all-season Dynapro HT 

tires size P245/75R16S. 

The Dynapro HT will be 

100% equipped with the 

steel wheels standard on 

the SR and SR5 versions, 

two of five trim levels 

of the latest generation 

of the pickup. Based 

upon this new contract, 

Hankook Tire solidifies its 

relationship with Toyota 

and raises the brand’s 

presence in the North 

American pick-up truck 

OE market.

Hankook Tire’s first OE 

contract with Toyota was 

for its 2013 Corolla. This 

new agreement will allow 

Hankook Tire to supply 

Toyota’s bestselling 

pick-up trucks in North 

America. Demand for 

pick-up trucks in the U.S. 

is increasing, accounting 

for approximately 14-

15% of the light vehicle 

market, and Hankook Tire 

aims to reach a wider 

consumer base through 

the recent Tacoma OE 

supply agreement.

friendly, non-flammable liquid that stops rust 
corrosion on a variety of surfaces and converts rust 
that has developed on those surfaces into a black 
zinc phosphate coating that adheres to metal. This 
coating becomes an ideal surface for a fresh paint 
base. Fertan Rust Converter eliminates the need for 
deep scrubbing or sandblasting and can work in as 
little as 4-6 hours.

Mike Palm, VP marketing and brand 
management, CRP Automotive, notes, “We are 
very excited to receive these awards during the 
AAPEX and SEMA shows this year. Our product 
development, sales, marketing, and management 
teams have worked very hard to make these 
programs a reality for our customers and this 
recognition is well deserved.”

CRP AUTOMOTIVE EARNS THREE AAPEX 
AND SEMA AWARDS 

(from left) Monika LaPrete, marketing communications director, CRP 
Automotive; Ira Davis, Import Vehicle Community (formerly AIA) 
chair; and Mark Malone, brand manager, CRP Automotive, with the 
2015 AIA Award for Best Social Media Campaign for Import Cars or 
Trucks Product and/or Brand Marketing.

PIAA’s launch of multiple new product lines at the SEMA show in Las Vegas, Nevada, in November 

received a great deal of attention in the LED lighting segment, winning three Global Media awards. Since 

2004 the Global Media Awards have been a staple of the SEMA show. The judges’ opinions are highly 

regarded and respected around the world.

PIAA’s new RF6 LED fog lights received two Global Media Awards, one for the white beam version and 

another for the new ion yellow fog, with the third award going to the LED Performance Bulbs, which come 

in both 6000K white and ion yellow output. The LED Performance Bulbs now come in new fitments which 

include H4 (9003), H9, and 9005. These new bulbs feature a set screw so the user can always ensure 

proper chip alignment for maximum performance and beam angle.

PIAA WINS SEMA GLOBAL MEDIA AWARDS 
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Follow us on Twitter.            Get AutoServiceWorld.com news  
and more by following JobberNews on Twitter.

DORVAL AUTO PARTS 
WALKATHON RAISES 
$77,000 

Dorval Auto Parts aimed high, and once again, its 
growing list of supporters came through. “Thanks 
to this support, the 8th Annual Dorval, Sources and 
St. Henri Auto Parts Walk-a-thon raised $77,000 
for Hope & Cope, a pioneering cancer support 
organization that teaches survivors how to live 
well with and beyond cancer,” said Alex Trichas of 
Dorval Auto Parts after the event.

In 2008, Dorval Auto Parts hosted its first Walk-
a-thon with the modest goal of $10,000, which 
it easily surpassed, raising $25,000 that first year 
alone. Since then, each year has brought with it an 
ever-growing community of enthusiastic walkers, 
sponsors, and donors. 

“In eight years, we have raised a grand total of 
$436,000, and every penny has gone to support 
patients who participate in Hope & Cope’s 
innovative and highly effective cancer exercise and 
rehabilitation program. Under the supervision of 
physiotherapists, exercise specialists, and trained 
volunteers, the program is offered free of charge to 
cancer survivors from the Greater Montreal area, 
regardless of their hospital affiliation. Exercise is 
one of the single most important ways for patients 
to feel better and live better during and after 
cancer treatment. The benefits include improved 
flexibility, endurance, balance and strength, 
enhanced mood, and the ability to tolerate better 
some of the more challenging side effects of 
treatment such as extreme fatigue,” explained 
Trichas.  

“On behalf of the many cancer survivors whose 
lives you have touched, we at Dorval Auto Parts 
thank you for your support and your generosity. 
We look forward to welcoming you back again 
next year, when we will host our 9th Walk-a-thon 
on Sunday, September 11, 2016,” said Trichas.

Above: (From left) Gus Anagnostaras, Chris 
Dimopoulos, Andre Dimopoulos, Alex Trichas,  
Nick Dimopoulos. (Middle, sitting down) The founder 
of Hope & Cope, Sheila Kussner.

Denso Products and Services Americas, Inc., has added three new training 

classes to its wide selection of automotive repair courses. The classes expand 

Denso’s Technical Training Program, developed to ensure technicians have 

the diagnostic and trouble-shooting expertise to repair vehicles efficiently and 

correctly the first time. 

The following classes are joining Denso’s roster in 2016: Advanced Scan 

Tool Beyond the Flowchart, Mechanical and Variable Valve Timing and Lift, 

and Transmission In-Car Diagnostics. These included, Denso now offers a total 

of 44 classes under its Technical Training Program.

More than 15,000 technicians have completed one or more courses since 

Denso established its Technical Training Program 10 years ago. The full-day 

and half-day sessions use a “shop-up methodology” that emphasizes practical 

training instead of instruction only.

Denso’s programs teach technicians to rule out all operational and 

functional conditions first. This approach results in the least amount of invasive 

testing and saves time and money by helping technicians to pinpoint problem 

areas and avoid unnecessary work based on speculation.

For detailed information on Denso’s Technical Training Program or a 

comprehensive program guide, contact Deanna Willcoxson at (310) 952-7424 

or deanna_willcoxson@densodrive.com. Visits can be arranged for companies 

interested in learning more about a specific class.

DENSO EXPANDS AFTERMARKET 
TECHNICAL TRAINING PROGRAM

FONDATION TEL-JEUNES RAISES 
OVER $120,000

Uni-Select Inc. congratulates the Fondation Tel-jeunes for its 10th successful 
Soirée Tel-jeunes. The event was held on the 25th of November under the 
honourary presidency of Gary O’Connor, president and chief operating officer, 
Uni-Select Canada. 

“Thanks to the 370 guests, the honourary committee, the many donors, the 
valued patrons, and the generous restaurant owners, Tel-jeunes raised a total 
of $121,345 during the event. This amount will be used to pursue Tel-jeunes’ 
mission to provide financial support for the Tel-jeunes and LigneParents 
services to ensure their continuity,” states O’Connor. 

“Uni-Select is proud to have supported Tel-jeunes for several years now. 
It is an honour for me to have the opportunity to contribute to the welfare 
and development of our community by supporting Fondation Tel-jeunes 
and helping it continue to make sure that young people are never without 
assistance. The youth of today will shape the Québec of tomorrow; therefore it 
is our duty to offer our support by providing them with the resources we have 
at our disposal.”

over the counter  |  
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FOLLOW THE RESTORATION 
OF THE RAYBESTOS  
MUSTANG FASTBACK 
The restoration of the Raybestos 1969 Ford 
Mustang Fastback is underway. To keep up with 
the progress, follow Raybestos on its special 
Facebook and Twitter social media platforms 
dedicated to the car build.

The dedicated social media platforms and 
website (www.RaybestosBuild.com) feature 
videos, photos, news, and updates about the 
restoration and showcase world-renowned 
Schwartz Performance and the leading automotive 
products suppliers partnering with Raybestos to 
restore the iconic muscle car. 

The Raybestos ’69 Mustang will be painted in 
classic colours and striping that are true to the time 
and will feature a new Ford Coyote engine that is 
very similar to the one found in the modern Boss 
302. Schwartz Performance will install its famous 
“G-Machine” bolt-in chassis and an off-the-shelf 
performance disc brake upgrade package, using 
Raybestos components and Element3 brake pads 
with Enhanced Hybrid Technology (EHT).

Once the restoration is complete in early 2016, 
the one-of-a-kind Raybestos Mustang will travel 
throughout North America before making its way 
to the 2016 Automotive Aftermarket Products Expo 
(AAPEX) in Las Vegas, where it will be awarded to 
one lucky winner. Its travels will be chronicled so 
followers can stay up to date on its whereabouts.
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FINISHMASTER 
COMPLETES 

PURCHASE OF 
COLORMASTER 

AUTOMOTIVE 
PAINT 

FinishMaster, Inc., a subsidiary of Uni-Select Inc. has announced that it has completed the 
acquisition of substantially all of the assets of ColorMaster Automotive Paint Inc. This transaction 
was initially announced on December 28, 2015 and its consummation was subject to certain 
customary closing conditions, all of which have been satisfied on this date. 

“We are happy to welcome more than 76 new team members to the FinishMaster family.  
Our combined efforts will accelerate growth in new geographic areas and maximize our service, 
product, and technical support to new and existing customers,” states Steve Arndt, president 
and chief operating officer, FinishMaster. 

“This acquisition of a leading regional player in the automotive refinish sector is a key strategic 
addition to our portfolio,” says Henry Buckley, president and chief executive officer of Uni-Select.

Spectra Premium 
Receives Alliance 
Customer Service 
Support Award

Spectra Premium 

was presented the 

Outstanding Customer 

Service award for its 

excellent customer 

support within the 

Aftermarket Auto Parts 

Alliance. This award 

validates Spectra 

Premium’s continued 

commitment to premium 

customer support.

“We are honoured to 

receive this prestigious 

award as it reinforces our 

continuous commitment 

towards customer support 

from the entire Spectra 

Premium team,” says Matt 

Verger, vice-president of 

sales and marketing, U.S.

UNI-SELECT ACQUIRES 
COLWOOD-LANGFORD 
AUTO SUPPLY AND 
B.H. MCFARLANE 
AUTOMOTIVE

Uni-Select Inc. has completed the acquisition, 

through one of its Canadian subsidiaries, of 

the remaining 50% equity interest of Colwood-

Langford Auto Supply Ltd and the assets of B.H. 

McFarlane Automotive Inc.  

Colwood, a member of Uni-Select since 1994, 

has been a well-reputed wholesaler of automotive 

parts and paint products since 1970. Their team 

has served the market for over 45 years from 

eight locations on Vancouver Island and the Gulf 

Islands, British Columbia. The 85 professionals 

who contributed to building its reputation and 

position in the market now join the Uni-Select 

family.

B.H. McFarlane, a member of Uni-Select, has 

been a wholesaler of automotive parts and paint 

products since 1982. Their team of professionals 

has served the market for over 30 years from one 

location in New Hamburg, Ontario. Uni-Select is 

glad to welcome 15 new teammates to its team.

“The additional nine stores integrate nicely with 

our current and growing network of corporate 

stores in British Columbia and Ontario,” states 

Gary O’Connor, president and chief operating 

officer, Automotive Canada.

“We continue to be highly focused on 

accelerating growth in Canada though our growing 

network of independent automotive jobbers and 

corporate stores,” adds Henry Buckley, president 

and chief executive officer, Uni-Select Inc.

1969
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Paul Durkin

Aftermarket veteran 
Paul Anthony Durkin 
passed away on 
Friday, November 
27, 2015 at Southlake 
Regional Hospital 
with his loving wife 
Roberta by his side. 

Most recently working 
with the Sea Foam 
Company, Paul had 
a long history in 
Canada’s aftermarket. 
His most extended 
tenure was with Uni-
Select, where he was 
general manager of 
the Ontario Division 
for 15 years before 
being appointed 
GM of the Northern 
Division of Uni-Select 
USA in 2000.  In all he 
spent some 45 years 
in the aftermarket.

His memory will 
forever remain in the 
hearts of his children, 
Stephen (Leslie), 
David (Siria), and 
Nicole (Dave), as well 
as his grandchildren, 
Robert, Finley, and 
Addison. He will be 
sadly missed by his 
brother Jack (Carole) 
and was predeceased 
by his brother Patrick 
(Deanna).

For 
more 
over the 
counter 
news

check out 
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Lumileds, LLC, founded by Philips, a subsidiary 
of Royal Philips, earned five key marketing 
awards during the 2015 Automotive Aftermarket 
Products Expo (AAPEX) Show in Las Vegas, Nev., 
November 2-5. The awards included Best Product, 
two Best Packaging Design awards, and Best Ad 
Graphic, which also won Best-in-Show. The awards 
were presented during the 2015 Automotive 
Communications Awards ceremony, which was 
sponsored by the Car Care Council’s Women’s 
Board, the Auto International Association’s (AIA) 
Import Product and Marketing Awards, and the 
AAPEX Best New Product awards ceremonies.

The Philips X-tremeVision LED Fog Lamp was 
named the 2015 AAPEX Best New Product in the 
Automotive Lighting category, after receiving the 
most votes by show attendees. The 2015 AIA Import 
Product and Marketing Awards named the Philips 
X-tremeVision LED Fog Lamp the Best Packaging 
of a Product for Import Cars or Trucks, and the 
Automotive Communications Awards recognized 
the Philips X-tremeVision LED Fog Lamp with 
the 2015 Best Packaging award. The Philips 
X-tremeVision LED Fog Lamp breaks new ground 
in lighting design and performance, offering a 

high-tech LED style as a replacement for standard 
halogen fog lamps.

The Philips X-tremeVision LED Fog Lamp 
packaging showcases the lamp’s unique design by 
giving customers an unobstructed 360-degree view 
of the bulb. It features eye-catching holographic 
film printing and trilingual text for easy NAFTA 
marketing, along with a vehicle application image 
and a performance comparison with a standard 
halogen fog light.

Philips Vision LED lighting also received two 
Automotive Communications Awards for the Best 
Use of an Ad Graphic and Best-in-Show. The main 
image in the Philips Vision LED ad uses a junkyard 
full of dilapidated vehicles, with one vehicle’s LED 
brake and reverse lights still operating, to showcase 
the Philips Vision LED line’s exceptional service life 
and unprecedented 12-year guarantee.

Dennis Samfilippo, regional VP and general 
manager, Philips Business Group Automotive N.A., 
said, “We are extremely excited about winning five 
awards at this year’s AAPEX show. These awards 
are a true testament to the hard work and creativity 
of our entire team, from product development, and 
production, through to sales and marketing.”

PHILIPS WINS FIVE AAPEX TOP MARKETING AWARDS 

Aubry Baugh, Lumileds, LLC marketing communications manager 
(left), Ira Davis, chair of Import Vehicle Community (formerly AIA) 
(centre), and Paul Martin, general manager – LED Solutions, accept 
the 2015 AIA Award for Best Packaging Design for the Philips  
X-tremeVision LED Fog Lamp.

Ken Kuguru, Lumileds, LLC director – 
product marketing management (left), 
and Ann-Marie Hines, Lumileds, LLC senior 
marketing manager (right), with the 2015 
Automotive Communications Awards for 
Best-in-Show and the Best Use of an Ad 
Graphic.

MAT Holdings, Inc. has launched a redesigned website for Bendix Brakes. Along with a more modern 
design, changes have been made to the site-wide navigation to help current and future customers find the 
right information faster. 

Highlights of the new site include a robust part search section with information covering the old and the 
new brake programs, detailed information about the new product, and a distributor/installer locator. The 
new website will also provide an enhanced experience on mobile devices.

The most significant change is that the two current sites used for Bendix brake products, www.bendix-
brakes.com and www.bendix-catalog.com, will now merge into one: www.bendix-brakes.com.

BENDIX BRAKES WEBSITE GETS MAKEOVER

over the counter  |  
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Innovation and customer connection brought Snap-on Tools recent 
honours and awards from industry insiders and professional tool users. In 
its 95th anniversary year, Snap-on has been recognized with seven awards 
for innovative, reliable, and repeatable products designed to have a positive 
impact on technician productivity. Snap-on was officially presented with the 
awards at separate presentations during the recent Automotive Aftermarket 
Industry Week 2015 AAPEX Show in Las Vegas.

Snap-on Tools won a Motor Magazine Top 20 Tools Award for its S6229,  
3/8” drive steering rack socket. Service technicians can save up to an hour 
using the S6229 to assist in the removal and installation of the steering rack 
O-ring on specific vehicle models.

Snap-on Tools also received a Professional Tool & Equipment News 
Innovation Award in the Tool Storage category for the KAMH2024A/
KAMHTBLTAIR1 handle mount system. Designed to create a tech-friendly 
workspace, it features a 360-degree rotating swivel arm for flexible visibility  
of laptops, tablets, and monitors.

Additionally, for the second year in a row, PTEN asked its readers to vote 
for their top choices among all PTEN Innovation Awards nominees. Snap-on 
Tools earned five PTEN People’s Choice Awards in 2015, including:
• BTCP2S Brake Caliper Press (Brake Service category) – Designed  
 for both passenger and light commercial vehicles, the BTCP2S provides  
 440 pounds of compressing force leveraging just 28 pounds of hand strength.
 • CT8850 18V Cordless Impact Wrench (Power Tools category) –  
 The CT8850 is a powerful cordless impact tool, delivering 600 ft.-lbs. of  
 torque output to break loose the most stubborn fasteners. It allows the  
 removal of 450 bolts tightened to 400 ft.-lbs. in one battery charge. 
• EECS750 Advanced Battery System Tester (Battery Service  
 Equipment category) – With patented conductance technology, superior 
 accuracy, and smooth functionality, the EECS750 can be used to test  
 new EFB start/stop systems and a wide array of batteries for autos, trucks,  
 motorcycles, and ATVs, including a full range of battery voltages. 
• EFP2MORBID 4x4 Welding Helmet (Welding category) – Providing an  
 unobstructed view of the workpiece, the EFP2MORBID offers 40 square  
 inches of viewing area and is equipped with a 180-degree auto-darkening lens. 
• KRL1163 72” Roll Cab With Power Tool Organizer System (Tool  
 Storage category) – Eliminating the work-hindering “junk” drawer, the 
 KRL1163 features an organizing system that holds eight power tools with  
 adjustable cups to fit a variety of sizes.  JN

For the second straight year Honda 

Manufacturing, Canada, has recognized 

ContiTech’s air conditioning hose segment 

with its prestigious Value Award at its 

annual North American supplier conference.

“We are extremely pleased to accept 

this award for the second year,” says Dave 

Rudyk, business development manager 

for ContiTech’s Mobile Fluid Systems. 

“This is exceptionally pleasing because the 

recognition comes from a global company 

that shares our focus on technology, 

innovation, and quality.”

One supplier from each product group is 

selected for the award, which recognizes 

both the technical and commercial support 

that Honda receives throughout the year 

from ContiTech. The mobile fluid systems 

segment has been supplying Honda in 

North America since the manufacturer built 

its first vehicle there more than 30 years 

ago. Among other products, ContiTech 

supplies Honda with air-conditioning lines 

for the Civic and CRV models as well as the 

Odyssey minivan.

CONTITECH RECOGNIZED 
BY HONDA AS VALUED 
SUPPLIER IN NORTH 
AMERICA

SNAP-ON TOOLS WINS INDUSTRY AND 
PEOPLE’S CHOICE AWARDS 

|  over the counter  

EXPERT 
TO EXPERT

Everything you need when working with 
FAG Wheel Bearings and Hub Units.

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. 

Further information:
www.repxpert.ca

06-8 _Jan OTC.indd   9 2016-01-07   11:53 AM

http://www.repxpert.ca
http://www.autoserviceworld.com


10 www.autoserviceworld.com | JOBBER NEWS / JANUARY 2016

PRESIDENT OF AIA

The newly appointed president  
of the Automotive Industries 

Association (AIA) Jean-Francois 
Champagne, discussed his new role  
as president of the AIA with Jobber 
News and commented on several areas 
the AIA is currently involved in. 

“My role in AIA will be to move the 
association forward and allow it to 
continue to be the voice and resource of 
the industry. The other is to continue our 
efforts, on several fronts. These include 
government relations, industry research 
for benchmarking, and image building. 
We want to push forward and offer more 
research data back to the industry; we 
have heard from many stakeholders that 
they need benchmarking information, 
and we would like to provide that as a 
neutral body. The last thing is image 
building, making sure the aftermarket 
is better known and recognized. 
These really are the four poles of our 
association,” explained Champagne.

On the subject of jobber-focused 
communications, Champagne said the 
AIA’s forum series would be refocused 
for next year to be much more inclusive 

Q&A  |  

of the jobber segment. “We’ve heard loud 
and clear from our jobber members that 
they want to see more active participation 
by AIA in providing value for their 
membership dollars. Next year’s forum 
will have more of a leadership focus, but 
will still be relevant to the ASP segment.” 

“When it comes to recruiting new 
talent to the industry, we are definitely 
involved with the community colleges,” 
continued Champagne. “In fact the AIA 
formed a partnership with Georgian 
College last year, and created a student 
lounge named after the aftermarket to 
give greater exposure to the people being 
trained there. We’ve also created a series 
of job profiles that we’re sharing with the 
trade colleges.”

Commenting on the importance of the 
advancement of women in the industry, 
Champagne said, “We have the support of 
the Ministry of the Status of Women at the 
federal level, giving us the opportunity 
to do some research around this 
topic. In parallel, we have also created 
women-focused events, which have 
been extremely successful. I think it is 
important to ensure that diversity plays a 

role within the industry. Like many other 
industries, we have an aging community. 
As we talk about bringing new talent into 
the industry, we also need to speak about 
diversity. And women play a big role in 
that. We are coming back again next year 
with another women’s conference and 
expectations are very high. Everyone 
we’ve spoken to has spoken very highly 
of the product we have delivered at these 
events.”

On the subject of technician shortages, 
Champagne said he has been hearing 
mixed messages. “It appears to me at 
this point that it might be not so much 
a shortage of technicians in terms of 
numbers, but more of a gap in the 
knowledge base of technicians. It 
could be we have enough technicians, 
but not enough technicians who have 
the knowledge to service the newer 
technology. It’s a question I am asking the 
industry at this point.”

The AIA is also focused on promoting 
vehicle safety. “We have recognized 
that, from an emissions perspective, 
government interest is declining. Vehicles 
are cleaner, so emission levels are not as 

JEAN-FRANCOIS CHAMPAGNE
with

MORE JOBBER-FOCUSED COMMUNICATIONS PLANNED
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big an issue to the public as they once 
were. At the provincial level, the AIA’s 
focus is very much on safety inspections. 
It has been the AIA’s position all along 
that vehicle inspections are a good thing. 
We have to be cautious that this position 
resonates with public officials, in the 
sense that it is beneficial to the public. 
The average Canadian probably has the 
perception that they are doing a good 
job in maintaining their vehicle, when in 
fact, our statistics show that nearly $14 
billion of maintenance work is not being 
performed. We have to close the gap 

here, and advocating to government is 
one way to do that,” said Champagne.

“Our research shows that Canadians 
do not want new government programs. 
Where safety inspections come into play 
has to be in a way that makes sense. I 
think an inspection at the time of resale is 
something most Canadians would think is 
reasonable,” added Champagne.

“I am very proud to lead AIA. We have 
a very strong association. We have a 
good group of professionals that work 
very hard to ensure that AIA continues 
to be the voice and the resource for the 

industry. I am amazed at the number 
of dedicated volunteers we have, coast 
to coast. We are financially sound. We 
have the resources to grow. So our role at 
AIA is not to make a 90-degree turn, but 
rather to build upon our successes, and 
recognize that the industry is changing. 
Where we see opportunities to develop 
new programs, we should do that,” 
concluded Champagne.   JN

“We’ve heard loud 
and clear from our jobber 

members that they 
want to see more active 
participation by AIA in 

providing value for 
their membership 

dollars.”

Past presidents Dean Wilson and Ray Datt 
flank current president J-F Champagne.
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POWERTRAIN OPTIMIZATION, 
CONSUMER EXPECTATIONS 
DRIVING CHANGE

Strict regulatory standards are putting 
the focus on powertrain optimization, 

while increasingly tech-savvy customers 
demand new and innovative services and 
mobile apps that plug seamlessly into 
ubiquitously connected solutions. 

According to the latest annual 
global survey conducted by KPMG, the 
automotive sector will need to achieve 
a fine balance between its traditional 
product and technology-driven past and 
its potentially ubiquitously connected 
consumer lifecycle-centric future. As this 
year’s survey findings demonstrate, the 
industry seems to be positioned at the 
halfway point. 

The Global Automotive Executive 
Survey is KPMG International’s annual 
assessment of the current state and future 
prospects of the worldwide automotive 
industry. In this year’s survey, KPMG 
researchers interviewed 200 senior 
executives from the world’s leading 
automotive companies, including 

automakers, suppliers, dealers, financial 
services providers, rental companies, and 
mobility solution providers. 

Two hundred automotive executives 
participated, over half of them 
business unit heads or higher. The 
respondents come from all parts of 
the automotive value chain including 
vehicle manufacturers; Tier 1, 2, and 
3 suppliers; dealers, financial services 
providers, and mobility service providers 
(including auto rental and car sharing 
companies). Thirty-seven per cent of 
the executives are based across Western 
and Eastern Europe, with 13% in North 
America, 13% in South America, and 
13% in China. Over two-thirds of all 
participants represent companies with 
annual revenues greater than US$1 
billion. Nearly 40% of all respondents are 
from companies with annual revenues of 
more than US$10 billion. 

Respondents to this year’s survey 
believe their agenda is dominated by 

traditional trends such as growth in 
emerging markets, optimizing the internal 
combustion engine (ICE), standardized 
platforms, and rationalized production. 
Newer, industry-changing developments 
such as self-driving cars, connectivity, 
urban vehicle design, and mobility 
services are still considered relatively less 
important.

The survey results show that auto 
players are adapting to regulatory 
restrictions on CO2 emissions, and are 
aware of the significant impact of cost 
pressures and portfolio shifts. However, 
in the face of growing environmental 
pressures, it is surprising that battery 
electric mobility and fuel cell electric 
mobility have significantly decreased 
in importance since the corresponding 
2013 survey. KPMG says the respondents 
may be underestimating the effect 
on their business models of changing 
mobility needs. A majority seems to 
underplay the importance of connected 
car technologies and automated driving, 
even though these developments are at 
an advanced stage and receiving plenty 
of industry and media attention.

Understanding What Consumers Want

Concerns over vehicle quality have risen 
following several high-profile product 
recalls, with more and more customers 
now seeking vehicles with longer 
lifespans. OEMs have to maintain a 
careful balance between product quality 
and cost optimization. The intense cost 
pressures on suppliers in recent years, 
combined with the increased use of 
platform strategies, have raised the risk 
of quality problems. Markets of all levels 
of maturity are seeing growing demand 
for state-of the-art technology in vehicles. 
The relatively low priority assigned to 
connectivity does not resonate with 
the growing consumer expectation of 
ubiquitous access to mobile online 
services.

 The high emphasis on fuel efficiency 
and enhanced vehicle lifespan shows 
the rising prevalence of the idea of total 
cost of ownership (TCO) for private 
consumers. Survey respondents believe 
that consumers still have a strong desire 
for comfort, which is slightly at odds with 
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the quest for better mileage, as more 
energy is needed to power the associated 
technology. In building more efficient 
vehicles, automakers will have to focus 
not just on the powertrain, but also on 
the communications infrastructure. 
A further consequence of connected 
driving is concern over safety, as 
travellers cede control of the vehicle. 
Finally, vehicle styling and exterior has 
risen sharply in importance between 
2013 and 2015. Regardless of what is on 
the inside, customers still want to buy 
from trusted brands that reflect their own 
self-image. 

Auto executives believe that consum-
ers are still fixated on traditional product 
issues like fuel efficiency, safety, and 
comfort. One factor that has leapt in 

importance is enhanced vehicle lifespan, 
which was ranked just eighth in 2013, 
but is now the second most important 
factor influencing the buying decision. 
Although both rank relatively low on 
consumers’ wish lists, there is still a pref-
erence for plug-in rather than vehicle-
bound Internet connectivity solutions. 
The use of alternative fuel technologies 
remains a lower priority, suggesting 
strongly that, like last year’s survey, the 
consumer purchase decision is driven 
more by the wallet than the conscience.

The good news for the industry is that 
all segments are predicted to increase 
in volume. Within the next two years, 
global vehicle sales will pass the magi-
cal 100 million mark and continue to 
rise until the end of this decade, on the 

back of increasing demand in emerging 
markets like China. Yet, the majority of 
auto executives cling to the expectation 
of growth of small and basic vehicles – 
so-called budget cars – based upon a his-
torical preference for such automobiles 
in developing countries. Formal forecasts 
for light vehicle sales present a different 
picture compared to that of many of the 
executives involved in KPMG’s survey, 
with small and basic cars not predicted 
to increase their market share, which is 
set to remain at just 6%. 

Conversely, the compact-sized, pick-
up, SUV, and sport segments are fore-
cast to outpace overall market growth 
rates up to 2020, with compact-sized 
being the real success story. Almost one-

Despite the promise of new, cleaner technologies, automotive executives  
still believe downsizing the traditional internal combustion engine  

is likely to yield the best results in the short- to medium-term.

BY STEVE PAWLETT
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third of all vehicles sold worldwide are 
expected to come from this segment in 
2020. This puts the spotlight on recent 
efforts by global OEMs to invest in small 
budget cars in the BRICS (the acronym 
for an association of five major emerging 
national economies: Brazil, Russia, India, 
China and South Africa) and other high-
growth territories, with a question mark 
hanging over the long-term sales volume 
and margin potential for this segment.

Most auto executives from the TRIAD 
(Japan, Western Europe, and North 
America) markets anticipate a significant 
drop in sales of larger cars, which could 
signal the end of an era. BRICS executives 
are particularly optimistic, with a major-
ity expecting significant growth in all car 
segments, although sales of small, basic, 
and medium-sized cars are predicted to 
increase faster than larger segments like 
limousines, pick-ups, and SUVs.

KPMG says the expected fall in sales 
of larger vehicles is likely due to the 
stricter environmental restrictions than 
to any decline in popularity of bigger 
cars. However, buyers are likely to switch 
back as oil prices drop further. More 
efficient powertrains, like hybrids, could 
also significantly reduce the total cost of 
ownership.

North American respondents’ views 
are notable and surprising, with 92% fore-
casting an increased demand for small 
and basic cars. In China, on the other 
hand, sports car sales are expected to 
grow strongly, reflecting a fast-maturing 
consumer with ever more sophisticated 
tastes.

The auto executives in the survey 
believe that, regardless of which part of 
the value chain they represent, people of 
all ages will continue to desire their own 
set of wheels. Although the younger gen-
eration is considered more open to alter-
native mobility solutions, the respondents 
still feel that under-25-year-olds are keen 
to possess a vehicle. Even the financial 
services and mobility service providers – 

market tracker  |  global trends

whose business model is largely focused 
around vehicle usage rather than owner-
ship – are suggesting that their customers 
will still want to own cars.

KPMG says that, despite a universal 
preference for possessing one’s own 
vehicle, the main auto players need to 
consider carefully which user segments 
are most susceptible to alternatives. With 
increasing vehicle restrictions in inner city 
areas, and a greater awareness of total 
cost of ownership, more and more cus-
tomers are likely to reappraise whether 
to have their personal set of wheels. 
Consequently, all mobility stakeholders 
should be ready to offer easy-to-use, price-
competitive solutions. The under-25-year-
olds may appear to be the most obvious 
target, but with mature markets in particu-
lar experiencing aging populations, those 
over 50 could also be seeking better and 
cheaper ways to get around.

Despite the promise of new, cleaner 
technologies, automotive executives still 
believe downsizing the traditional inter-
nal combustion engine is likely to yield 
the best results in the short- to medium-
term. When it comes to alternatives, fuel 
cells have moved ahead of battery elec-
tric systems to become the number-two 
priority for investments until 2020.

In the past 12 months, respondents 
from TRIAD have reduced their inter-
est in ICE downsizing, which is possibly 
an acknowledgment of more onerous 
regulations on CO2 emissions in their 
home markets. This trend is even more 
profound among the OEM TRIAD respon-
dents, who have already shifted their 
investment priority from ICE downsizing 
to hybrid fuel systems. Such laws are not 
as well developed in some emerging mar-
kets, hence the relatively higher priority 
assigned to ICE downsizing among the 
BRIC auto executives.

In 2020, less than one in 20 vehicles 
produced are forecast to be equipped 
with electrified powertrains, the majority 
of which will be only slightly electrified 

full or partial hybrids. While the survey 
respondents believe that plug-in hybrids 
will generate the most consumer demand 
by the end of this decade, projections 
show that this segment will make up just 
1% of total worldwide engine production 
in 2020. 

Understanding What Drives 

Customers’ Behaviour

Communication technologies such as 
car-to-car, car-to-infrastructure, or car-to-
home may bring significant benefits to 
consumers, but these factors, known col-
lectively as the Internet of Things, simply 
represent a commodity. “To capture the 
real value of connectivity, vehicle manu-
facturers have to use the power of data to 
get inside customers’ heads, understand 
what drives their behaviour, and adapt 
business models to ever-smaller target 
groups of like-minded individuals. Con-
nected car technologies can be a cru-
cial interactive media, especially when 
linked to location, offering not just traffic 
guidance, but also useful local retail or 
leisure options, personalized news and 
entertainment, and other services – all 
of which can provide a healthy revenue 
stream,” explains Dieter Becker, global 
head of Automotive KPMG International.

Over half of all auto executives think it 
is somewhat unlikely or not likely at all 
that a major disruption to existing busi-
ness models will occur in the next five 
years, with just approximately one in 10 
expecting a major change. This conserva-
tive outlook extends to expectations of 
market dominance, with almost three out 
of four respondents expecting OEMs to 
continue owning the customer relation-
ship until 2020.

Who Is Best Positioned For 

Sustainable Growth?

In the medium term, the traditional OEMs 
are forecast to maintain their dominance, 
but it’s vital they prepare for a more disrup-
tive future in the long term, says KPMG.

As the survey indicates, the winners in 
the new mobility culture will be those 
companies that achieve the right balance 
of marketable technologies and apply 
the appropriate business models to cater 
to increasingly tech-savvy heterogeneous 
customer groups.   JN

The winners in the new mobility culture will be those companies 
that achieve the right balance of marketable technologies and 
apply the appropriate business models to cater to increasingly 
tech-savvy heterogeneous customer groups.
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OFFERS 
SIGNIFICANT 
GROWTH 
OPPORTUNITY

BY TOM VENETISmarket report  |  

Sales of chassis components and 
technologies are expected to 

increase in the coming years as new 
vehicle technologies open opportunities 
for sales of advanced components by 
jobbers.

According to Transparency Market 
Research in a report titled Automotive 
Chassis Systems Market – Global 
Industry Analysis, Size, Share, Growth, 
Trends and Forecast 2015-2021, the 
chassis market in the United States for 
2014 was US$65.50 billion. It is expected 
to reach US$86.48 billion by 2021, 
expanding at 4.1% CAGR between 2015 
and 2021.

Part of this growth is being fuelled by 
the growing age of the automotive fleet 
on the road. According to the AIA 2014 
Outlook Study, the average age of light 
vehicles on Canadian roads is 9.3 years. 
This provides plenty of opportunities for 
chassis maintenance and replacement 
of chassis parts for this set of vehicles. 
But there is also a growing market for 
chassis maintenance and service work 
on new vehicles. Canadian Auto Dealer 

reported that in November 2015, new 
auto sales continued their upward trend, 
during which time 145,426 vehicles were 
sold, up 4.7% from last year at this same 
time. Year-to-date sales were recorded 
at 1,769,611 up some 2.9% from last year, 
or nearly 50,000 more vehicles ahead of 
what was reported last year. Projections 
for the end of December 2015 show 
that sales could top 1.9 million vehicles 
being sold in Canada.

Why are these numbers important to 
jobbers? Many of these new vehicles 
feature new chassis designs and 
materials, which present a growing 
profit centre for jobbers.

Scott Stone, executive vice-president, 
sales and marketing, with Mevotech, 
LP, says the push for North American 

light duty vehicles to meet the newly 
adopted CAFE standards for improved 
fuel efficiency and emissions has meant 
vehicle manufacturers are changing 
how vehicles are designed and built. 
The most obvious change is moving to 
reducing the weight of vehicles, which 
in turn means trying to find ways to 
reduce the weight of components and 
systems, Stone says.

Kim Plante, senior product manager, 
steering and suspension products, 
Federal-Mogul Motorparts, says control 
arm assemblies are the most visible 
changes in demand for replacement 
chassis parts, but the growing 
popularity of “loaded” control arms is 
really being driven by convenience and 
time savings in the service bay. In truth, 

“Aftermarket providers now make chassis products that 
last longer and are stronger than OE products. This gives the 

aftermarket a great opportunity to put something out there  
that is better than what is out there now.”

SCOTT STONE, MEVOTECH

CHASSIS 
MARKET
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there’s a great deal of new technology 
in almost all steering and suspension 
components. The materials, hardening 
processes, tolerances, internal socket 
designs, bushing formulations – even 
the chemistry of the dust boot – are all 
evolving to meet the demands of newer 
vehicles. Most of these changes aren’t 
apparent to the naked eye, so it’s very 
important to rely on a manufacturer and 
brand you know and trust.

In chassis components, there is 
a move away from stamped steel to 
lighter-weight materials. There are, 
however, drawbacks. “In some cases, 
we are seeing more fragile designs 
than what we saw in the past,” Stone 
continues. “You hear a lot about OE 
parts being built better today. But 
some of the trends we are seeing in the 
chassis environment are that they are 
taking a little bit of structural integrity 
out, a little bit of the weight off the 
vehicle, and the designs are a little bit 
more fragile.”

This trade-off between design 
integrity and weight provides a 
unique opportunity for aftermarket 
chassis providers, according to Stone. 
Aftermarket providers now make 
chassis products that last longer and 
are stronger than OE products, often 
with better wear and performance 
characteristics. “It gives the aftermarket 
a great opportunity to put something out 
there that is better than what is out there 
now,” Stone claims.

“While reducing weight is a huge 
issue for the vehicle manufacturer, 
responsiveness and steering feel are 
the primary drivers of new chassis 
technologies. As vehicles get lighter 
and are equipped with lower profile 
tire and wheel packages, the feedback 
from the road to the steering wheel is 
more important than ever. A technology-
focused manufacturer like Federal-
Mogul Motorparts and Moog develops 
and tests parts specifically to meet 
these new demands and customer 
expectations. The consumer expects 
like-new responsiveness and control, 
and if the car doesn’t have that level of 
dynamic response, there’s an increased 
likelihood of a comeback,” says Plante.
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John Thody, president and CEO of 
XRF International Inc., says that the 
move to producing higher-quality 
aftermarket chassis components that 
are lightweight and very durable means 
jobbers will see producers of lower-
quality and cheaper chassis parts 
fall out of favour. This will translate 

into an opportunity to sell more of 
these higher-quality parts to service 
professionals, and gain a higher profit 
point for the jobber.

“I expect to see the producers 
of cheap control arms to go by the 
wayside,” Thody notes. “When the 

continued on page 18
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“The use of lighter-weight materials also means technicians 
will need to change the way they install chassis products. 
The days of torqueing components to 11, to quote Spinal 
Tap’s Nigel Tufnel, needs to be abandoned. Over-torqueing 
will damage the parts.”

consumer pays $2,000 to $3,000 for a 
front-end job, oddly enough he expects 
it to last. Yet some manufacturers 
still make the control arms cheaper 
and cheaper in an effort to attract 
consumers – but doing a poor job twice 
is always more expensive than doing 
it right once. Often, the cheap control 
arms don’t line up on all three points, 
making installation difficult, and the 
raw sharp edges on the stampings will 
often cut the technician’s hands, putting 
him off work for a couple of days. My 
advice? Spend a couple of extra dollars. 
There will be real benefits over the long 
run. Quality never goes out of style.”

Stone continues that Mevotech’s 
“X-Factor”-enhanced chassis component 
designs offer a higher quality of part to 
the aftermarket, from chassis parts with 
increased structural integrity to designs 
that last longer while maintaining 
the weight and design characteristics 
needed to meet the CAFE requirements 
of new vehicles.

Thody adds that XRF is also pushing 
the envelope when it comes to 
innovative designs for chassis products 
to meet those same CAFE requirements.

“XRF is experimenting with ceramic 
ball studs and polyoxymethylene 
bearings, because these components 
are lightweight, dimensionally stable 
at all working temperatures, and 
these components do not oxidize,” he 
explains. “They can be brought to a 
mirror finish, further reducing friction 
and reducing the amount of power 
required to steer the car. XRF has been 
experimenting with cryogenics as 
surface treatments. This works much 
like heat treatment in reverse: the 
component is flash-frozen, and then 
warmed quickly. The freezing shrinks 
the component and then the warming 
expands it, removing any surface 
blemishes and leaving a very smooth, 

low-friction tempered surface.”
Another of the major trends jobbers 

will see with chassis design is a move to 
modularization of chassis components. 

“We see them as loaded control 
arms with all of the bushings, mounting 
brackets, and all of the ball joints 
included,” Stone says. “We see what we 
call unitized control arms coming to 
market now. It used to be that you could 
replace a ball joint if it failed. But in the 
unitized design, it is all integrated into 
one piece. So if there is a failure of any 
one of those components, you replace 
the whole unit. So this modularization 
is creating a lot of tailwinds in the 
category.”

An advantage to service operations of 
this new modular design is it makes the 
servicing and replacement of a control 
arm and other components easier and 
faster. It enhances safety as well. If a 
tech needs to replace a worn bushing 
or ball joint, the modular design 
ensures that all parts in the control arm 
assembly are replaced – even if they 
don’t visibly show any wear but may be 
close to failing.

“You are getting the whole kit,” Stone 
continues. “It allows the vehicle to be 
aligned that much more quickly and 
more easily, and prevents you from 
skipping anything in the diagnosis, like 
a bent control arm or a worn control 
arm or a bushing that is about to expire. 
There are a lot of benefits. For the 
technicians, it is a very efficient way for 
them to repair the vehicle, and that is a 
huge deal.”

“Our premium Moog Problem Solver 
parts have experienced significant 
growth in recent months, largely due 
to the severe winter,” adds Plante. 
“We’ve heard from many jobbers 
and service providers that the harsh 
conditions really helped their customers 
understand the value of premium parts. 

In some cases, consumers previously 
had lower-quality tie rod ends, control 
arms, and other components installed 
just last fall, and they were back for 
replacement in March. It’s a good bet 
that they agreed to pay a few dollars 
more for a premium, longer-lasting, and 
better-performing part the second time.”

“There are still millions of vehicles 
with the old-style parallelogram front 
end, millions with the transitional 
rack and pinion systems, and logically 
following, increasing demand for the 
newer style control arm replacement 
front end,” Thody says. “The systems 
we are seeing on cars today are 
transitional, as the OEMs are moving 
to modular front ends and rear ends. 
The drive system too will change to 
modular drives at all four corners, and 
the load-weight distribution on these 
vehicles will become more balanced, 
making it necessary for the front and 
rear suspension to become more 
similar [to each other]. This fore and 
aft similarity will come in the form of 
modular control arm sets, and these 
control arms will become similar, if not 
the same, on all four corners because 
of the balance of the vehicle and the 
similar responsibilities of both front and 
rear suspension.”

Because chassis components are 
moving to lighter-weight materials, job-
bers will need to emphasize to service 
operations the need for more compre-
hensive inspection of components, and 
to do them much sooner, Stone says. 
“You have to be much more careful on 
the installation and much more careful 
on the diagnostics. It used to be that 
you would not need to check a ball 
joint, or a stabilizer link kit, for the first 
three or four service cycles. Now, you 
need to start checking some of these 
things to see if there is any early wear, 
because early wear has a trickledown 
effect on other components.”

The use of lighter-weight materials 
also means technicians will need to 
change the way they install chassis 
products. The days of torqueing 
components to 11, to quote Spinal  
Tap’s Nigel Tufnel, needs to be 
abandoned. Over-torqueing will 
damage the parts.   JN
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THE BENEFITS OF OUTSOURCING 
ADMINISTRATIVE PROCESSES – 
PAYROLL SERVICES

BY MARK 
BORKOWSKI

For small businesses, outsourcing is assigning 
non-core, non-revenue-producing activities 

to specialists. It differs from contracting in that 
outsourcing is a strategic management tool that 
involves structuring an organization around what it 
does best, often described as “core competencies.” 

There are many processes that can be 
outsourced by a business, but services like payroll 
and human resources (HR) administration are the 
most common.

Why?
Because not only do the companies that 

provide these outsourced services use leading 
technologies, they also bring exceptional 
experience and best practices that would not 
ordinarily be available to small businesses.

Aside from helping to alleviate hidden costs, 
outsourcing can be a flexible solution. Depending 
on the needs of your business, you can outsource 
as little or as much as you need to. A Canadian 
payroll expert, Alon Kvil, has this to say. “For most 
businesses, having staff that is dedicated to payroll 
is a money-burner. Focusing your finance team on 
something as time-consuming or tedious as payroll 
and time collection is underutilizing the talent 
within your organization. Focus those people 
on tax strategy, accounts receivable, financial 
planning, etc., and you will see a benefit that goes 
well beyond completing administrative tasks.”

Greater focus on your business

Outsourcing administrative processes gives 
you more time to focus on what your business 
does best – that means improved productivity. It 
also translates into more time and resources for 
strategic planning and growth, from streamlining 
your recruiting and hiring processes to improving 
your bottom line.

Simplifies payroll

Because most outsourced payroll services are 
Internet-based and hosted by the provider, they’re 
easy to use and don’t require expensive software 
programs or upgrades. Payroll data is protected 

by multiple levels of security and hosted offsite, 
which eliminates the need to constantly perform 
data backups and keeps you compliant with 
government legislation. By outsourcing, you can 
simply input or phone in employee hours, units, 
or dollars, and your provider will take care of 
processing deductions and produce cheques or 
direct deposit.

Greater focus on employees

Attracting and retaining employees is becoming 
increasingly difficult, so HR plays a strategic role in 
the success of your business. Offloading tasks to a 
business administrative services provider frees you 
to focus on tomorrow’s needs – hiring and keeping 
the right people, and ensuring you can fill key 
roles from within your business.

Helps you avoid “taxing” headaches

Outsource providers are experts in calculating 
payroll and ensure that employment tax reports 
and end-of-year paperwork are submitted 
accurately and on time.

Assumes compliance risks

Unless someone at your business keeps up to date 
with changing legislation and best practices, you 
could be at risk for costly compliance failures.

Someone to turn to for expertise

In addition to handling processes on your behalf, 
an outsourcing partner gives you readily available 
experts who can leverage best practices, produce 
time savings, and minimize the use of costly 
external resources.

Most businesses realize these benefits of 
outsourcing administrative tasks very shortly after 
implementation. By optimizing the expertise of 
an outsourced provider, you will see a significant 
increase in efficiency as well as a change in your 
organization’s way of thinking – from crossing 
items off a to-do list to developing strategies that 
grow your business exponentially.   JN

money & management  |  

Mark Borkowski is president of Mercantile Mergers & Acquisitions Corp. Contact www.mercantilemergersacquisitions.com

Alon Kvil is a Canadian payroll expert and district manager at ADP, a Fortune 500 company that is an industry leader 
in HRBPO. You can contact him at 905-364-5772 or alon.kvil@adp.com
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HIGH-TECH DEVELOPMENTS 
DRIVING PARTS GROWTH 

cover feature  |  

driveline
TECHNOLOGY  
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BY STEVE PAWLETT

Looking down the automotive 
technology track to 2020, the pen-

etration rate of AWD systems in North 
America is expected to reach over 80% 
in the sport utility vehicle segment. 

This means that front-wheel-drive-based, 
all-wheel-drive disconnect systems; true 
torque vectoring systems; electronic lim-
ited slip differential systems; and power 
transfer units will remain the most impor-
tant parameters defining future driveline 
system strategies. For jobbers, this trans-
lates into parts, parts, and more parts.

The driveline business experienced its 
first big change back in the 1980s, when 
front-wheel drive was introduced. The 
traditional drive shaft fell by the wayside 
and the front wheel axle rebuilding 
market sprang up – and was a very good 
business until the low-cost offshore 
market took over.

“We used to rebuild those axles in 
the ’80s, but gave it up by the ’90s and 
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I don’t miss it one bit. That axle grease 
doesn’t come out,” jokes Jerry Friesen 
of Pat’s Driveline in Edmonton, Alberta. 
Pat’s Driveline operates ten retail facilities 
across Canada and three major product 
distribution warehouses and is a member 
of the Gear Centre Group of Companies.

“When vehicles went to front-wheel 
drive, we kind of lost that automotive 
driveshaft market. But now it’s all back. 
Today, every all-wheel-drive vehicle, 
whether it’s a Subaru or a Chevy Equinox, 
has a driveshaft in it.”

This bodes well for jobbers, as more 
driveline components are developed and 
brought to market by OEMs looking to 
improve performance, reliability, and fuel 
economy.

A vehicle’s front and rear axles deter-
mine its drive behaviour, driving comfort, 
response behaviour, and safety potential. 
Even individual components such as 
wheel carriers, sensor systems, wheel 

suspension and location, crossmembers, 
stabilizers, suspension, and damping 
are equally important as the connection 
between wheels and the body. 

Most AWD SUVs are front-wheel drive 
with an auxiliary shaft out the back for 
use when it’s needed. For example, in 
the winter when it gets slippery, that rear 
axle kicks in to transmit torque when the 
front wheels are spinning. “That’s when 
you see the steady bearings and CV joints 
going bad, and we like that,” says Friesen. 
“The technology has changed so much. 
For instance, most U-joints and steady 
bearings are not designed for replacement 
in many of the newer vehicles. It’s built 
in to the driveshaft, so you are looking at 
replacing the entire driveshaft, which is a 
very expensive repair.”

To address this costly development, 
Pat’s Driveline manufactures drive shafts 
with replaceable components. When they 

continued on page 22

“Jobbers 
should take  
note of the  

most popular  
SUVs in their  

region as these  
will be the  

ones most likely  
to be in for  

service, simply  
due to the  

sheer numbers  
of them on  
the road.”
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come across a particular drive shaft they 
can’t manufacture themselves, they will 
source one that is designed as a replace-
ment at a lower cost than an OEM solution.

For example, the Ford F-150 comes 
equipped with a drive shaft with non-
replaceable steady bearings. “The steady 
bearings are the weakest part of that 
driveline. So we build a replacement shaft 
that matches the weight and mechanics of 
the original. We can’t beef it up too much, 
because then you would know you have 
a drive shaft under there. It has to be very 
close to the original, and we build it with 
replaceable parts,” explains Friesen.

The steady bearing is a critical part 
of the drive system, and probably the 
weakest link.  The rubber dampening of 
the steady bearing has to be such that it 
doesn’t transmit the harshness of the drive 
shaft torsion to the frame.

“There are a lot of new designs out 
there now. There are soft rubbers with 
different rebound rates. When the 

universal joint transmits torque through 
an angle, it creates forces, and you 
don’t want those forces transmitting that 
harshness to the frame. So the steady 
bearings can’t be too stiff, but they need 
the appropriate dampening effect,” 
explains Friesen.

Jobbers should take note of the most 
popular SUVs in their region, as these 
will be the ones most likely to be in for 
service, simply due to the sheer numbers 
of them on the road.

“A popular one right off the top in the 
SUV category is the Honda CRV. The 
Toyota RAV 4 is also becoming more 
popular. The more popular the vehicle, 
the higher the frequency we see in 
driveshaft repairs. The Chevy Equinox is 
another popular model we see a lot of in 
the shop,” he adds.

Transmissions have also seen a great 
deal of change, as OEMs work towards the 
stringent CAFE (Corporate Average Fuel 
Economy) requirements. Thanks to tech-

nology advancements, the formerly ubiq-
uitous three-speed transmission is now 
gone, replaced by five- and six-speed units. 

“If you look at vehicles in operation 
between 2000 and 2005, the six-speeds 
were introduced at that time, and there 
were fewer than a million vehicles in 
operation with the six-speed. By 2007 
the six-speed crossed the one-million 
threshold, and by 2013, seven million 
vehicles in the U.S. were equipped with 
a six-speed transmission,” explains Bob 
Roxburgh of King-O-Matic Industries. King-
O-Matic is Canada’s largest supplier of 
transmission and drivetrain components.

“We are also seeing a lot of five-speeds 
from both the import and domestic OEs. 
Ford, GM, and Chrysler, for example, have 
all stepped up and have five- and six-
speed transmissions working. The 6L80s 
and 6L90s have become very popular 
transmissions,” says Roxburgh. The real 
trend, though, is the fact that these new 
transmissions are much more expensive 
to fix. The parts tend to be more expen-
sive and many of the transmissions are 
not yet available in the aftermarket; and 
if they are, they are still expensive. “The 
higher ticket price on this later technology 
is forcing customers to decide whether or 
not to make the repair,” notes Roxburgh.

In response to this growing repair 
market, dealers have come out with 
complete unit solutions, jumping into 
what was traditionally the aftermarket. 
GM, Ford, and Chrysler in Canada 
all sell complete rebuilt replacement 
transmissions. “The traditional 
transmission industry is still a main 
supplier, as the price point on the OE 
rebuilt units isn’t particularly competitive. 
But they (dealers) are certainly grabbing 
more of this market than they were four or 
five years ago,” says Roxburgh.

How critical is it for independent 
repair shops to keep up with this new 
technology?

Roxburgh says if you are not keeping 
up, you will just continue to fall further 
and further behind. “With the newer units, 
it’s all about the electronic technology. 
Shops have to invest in the diagnostics 
just to determine if the problem they are 
seeing with a given vehicle is with the 
transmission.”

With the growth in AWD systems, PTUs 
(Power Transfer Units) are becoming 

cover feature  |  driveline technology 

ONE 
Transmission – 
Many Possibilities
For the eight-speed 
automatic transmission, ZF 
set out to design and develop  
an entirely new gear set 
concept. The result is a 
revolution in transmission 
design: a transmission 
concept with four gear sets 
which requires only five shift 
elements – of which only two 
are open in any given gear. 
The 8HP also requires no 

more than three multi-disk clutches and two brakes, which allows it to achieve 
a greater degree of efficiency than other concepts. As a result of the fact that 
only two shift elements are open per gear, drag losses in the transmission are 
sustainably reduced. This effect is supported by the use of a new parallel-axis 
vane-type oil pump. 

A torque range from 300 to 1000 Newton meters (221 to 737 foot-pounds) 
makes the 8HP the perfect partner for all rear-wheel-drive and all-wheel-
drive designs. Although the 8HP features two more speeds than the 6HP, the 
dimensions have remained unchanged and the weight was even reduced by 
3% to 87 kg (192 lbs.) (transmission modular system 8HP70), including oil. 
At the same time, the total transmission ratio spread of 7.0 ensures that the 
engine is always in its optimum operating range. This translates into improved 
acceleration and reduced fuel consumption. 
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more prevalent. “For front-wheel-drive 
vehicles cost is a major concern, because 
the OEMs have to add disconnects at 
two locations so the axle won’t spin. For 
transverse engines and the compact SUV 
market, those consumers do not want to 
switch manually, so it’s about how they 
can get an automated process into it. And 
this is an extremely difficult challenge,” 
explains Vikram Chandrasekar, transporta-
tion research analyst with Frost & Sullivan. 

“The all-wheel-drive units will use 
something that is somewhat different 
than a transfer case, either manually 
or electronically applied. We have not 
seen enough of them at this point to 
understand if it’s a weak point or not,” 
adds Roxburgh.

“What I do see is movement to seven-
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speed and eight-speed transmissions for 
improved fuel economy. Aside from the 
imports, the first eight-speeds that came 
out were ZF units. Between 2011 and 2013, 
a significant number of eight-speeds came 
out, and they are certainly growing in 
numbers these days. These units are still 
under warranty, so we haven’t really seen 
them in the aftermarket yet [see ZF sidebar].

“There are a tremendous number of 
parts coming down the pipe. For years 
we would see just a few new units per 
year, and now we have a tremendous 
amount of variations on the same 
themes. We have gone from 40 or 50 key 
transmissions to at least 100 units with 
multiple variations and a great deal more 
complexity,” explains Roxburgh.

“Take the Alison transmission,” contin-

ues Roxburgh. “It’s become so compli-
cated that you can’t just put any Alison 
anywhere, because the controller is in 
the transmission, so if you put the wrong 
valve body in with the wrong controller it 
will shift in a bizarre fashion. Knowledge 
of these technical details by both parts 
suppliers and technicians is critical.”

This is where the test equipment 
comes in. Up until recently, independent 
repair shops had to go to the dealer to 
have the new valve body re-flashed. 
Now with Right to Repair, it can be 
done independently. A repair shop can 
subscribe to receive that data and re-flash 
a transmission valve body or controller to 
harmonize it. And, if they decide to put in 
something a little different, they can make 
it work by re-flashing.    JN
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Aluminum Stretch Bolts for BMW
CRP Automotive now offers Rein Automotive 

Aluminum Stretch Bolts for BMW engine 

applications. These stretch bolts are designed 

as replacements for the “one-time-use-only” 

fasteners used by BMW to mount components 

such as transmissions, oil pans, water pumps, 

power steering pumps, and alternators to its 

engine assemblies. BMW uses a magnesium-

aluminum composite to make its 3.0 in-line six, 

one of the world’s lightest 3.0 litre gas engines. 

While this reduced weight improves performance, 

efficiency, and overall block strength, it comes at 

a price. The magnesium in the block can cause 

electrochemical corrosion from contact with other 

materials such as iron. As a result, steel bolts 

cannot be used in engine assembly and BMW has 

specified the use of specially designed aluminum 

stretch bolts. However, to ensure proper fastening, 

these bolts are designed for one-time use only. 

Reusing them or using the wrong bolts can result 

in improper torqueing, loosening, breakage, or 

thread damage in the block. The new line of 

stretch bolts from Rein Automotive is designed as 

a direct replacement for the OE bolts and meets 

BMW specifications. CRP Automotive 

offers  

a full range of Rein Automotive Aluminum  

Stretch Bolts for six-cylinder engines on 

BMW models from 2006 and up.

 CRP Automotive

 www.reinautomotive.com

new products  |  

Upsized Dot Light XL
Peterson Manufacturing has introduced a bigger and brighter, single-diode 

LED clearance/marker/mid-turn light for heavy-duty trailers. The new U.S.A.-

made model, called the Dot Light XL, is designed to solve a complaint by 

drivers of rigs equipped with popular compact LED marker lights: poor 

visibility due to the build-up of diesel soot, road grime, and/or snow pack. All 

current compact models feature 3/4” single-diode LED lights sized to mount 

in the 3/4” holes of many OEM trailers. Dot XL lights are lensed in LumenX red 

or amber, and feature specially designed rubber grommets for easy mounting 

in standard 3/4” holes. Options include a hardwired two-wire design with 8” 

leads, and a three-wire version for auxiliary brake or turn functions.

 Peterson Manufacturing

 www.pmlights.com

New Elite Aftermarket Brand   
Continental has introduced a new, premium aftermarket brand called Elite for 

North American markets.

The new brand will label and identify Continental’s aftermarket products 

that include automotive parts, heavy-duty truck parts, power sports, and 

outdoor power equipment product, as well as all of its aftermarket timing 

products, hoses, and related accessories. The branding will use the distinctive 

Continental corporate colours with a registered Elite logo, and will be 

customized for each particular product line and component kit. Continental 

Elite automotive parts include Poly-V belts 

with Quiet Channel Technology, hoses, timing 

belts, timing belt kits, tensioners/idlers, 

de-couplers, and a strong selection of tools 

and accessories. The Continental Elite 

heavy-duty truck parts include 

belts, hoses, hydraulic hoses, 

and tensioners with Accu-Drive 

Technology. The power sports 

parts include belts with carbon fibre 

technology, and the outdoor power 

equipment product offerings include belts 

with Insta-Power Technology.

 Continental

 www.continental.com
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Turbo Oil Feed/Return Pipes 
CRP Automotive has launched its new 

Rein Automotive Turbo Oil Feed/Return 

Pipe Line for popular European makes. 

The new Rein Turbo Oil Pipe program 

meets a growing need for proper turbo 

care and maintenance. The OE-quality 

program is vehicle-specific and covers 

several makes and models.

Turbo-chargers play a key role in 

improving small engine performance 

and delivering higher MPG, but their 

service life can be dramatically reduced 

if not properly maintained and serviced. 

The primary source of the problem is 

caused by carbon buildup in the feed/

return lines, which can create blockage 

and contamination. These pipes must 

be replaced during turbo replacement 

to prevent premature failure from debris 

and/or a reduced oil flow. 

CRP Industries

www.reinautomotive.com

LED Headlights
GE Nighthawk LED headlights won’t 

burn out, require no maintenance beyond 

normal lens cleaning, and produce light 

with a colour temperature that is close to 

daylight. The headlights deliver longer life 

and draw less amperage than standard 

halogen headlamps. They utilize a rugged 

lamp housing to withstand impact, and 

solid-state circuitry design for vibration 

resistance; epoxy-sealed electronics 

avoid moisture and corrosion, resist 

wear, and distribute light evenly using 

a non-yellowing, polycarbonate lens. 

The headlights use standard, H4 wiring 

connections and work with both 12V  

and 24V systems – simply plug them in 

and go. 

GE Lighting

www.gelighting.com
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Check out the all-new Jobber News channel on the AutoServiceWorld.com  

aftermarket portal. Along with sister titles Cars and L’automobile, our newly 

designed web offering brings you the most comprehensive digital 
package in Canada’s automotive aftermarket. With both a global landing page 
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Credit Card Processing Solution 
The Epicor Payment Exchange credit card 

processing solution can now be integrated with 

Epicor Vision distribution management software 

for the automotive aftermarket. The solution 

is also available for users of Epicor Eagle for 

the Aftermarket software. The Epicor Payment 

Exchange solution is a convenient, secure service 

that helps aftermarket parts distributors, jobbers, 

and retailers simplify payment processing and 

reduce the costs associated with many third-party 

providers. Epicor Payment Exchange handles each 

step in credit card transactions – authorization, 

settlement, and reporting. Because it is used 

by thousands of merchants whose warehouses 

and stores are powered by Epicor business 

management solutions, the payment processing 

service enables users to benefit from significant 

volume discounts that often are not passed along 

by some other processing firms. In addition, 

the Epicor Payment Exchange solution helps 

streamline back-office processes. Businesses can 

view recent transactions in their own browser-

based dashboards without waiting for monthly 

statements, and accept credit card payments – or 

process refunds – on a remote basis using virtual 

terminals or Web-connected browsers. The Epicor 

Payment Exchange service can also improve 

business reporting and payment reconciliation 

by helping users accurately deposit and reconcile 

funds.

 Epicor Software Corporation

 www.epicor.com

Permatex Catalogue 
Permatex’s new, 88-

page, full colour 2016 

catalogue showcases 

the comprehensive 

coverage and newest 

advancements 

in premium 

chemical products 

for automotive 

maintenance, 

repair, and cleaning 

applications. The 

catalogue delivers 

complete product 

listings, technical 

specifications, 

recommended 

applications, and 

ordering information 

for a large variety of 

products including 

gasket makers, 

sealants, threadlockers, 

epoxies, cleaners and 

disinfectants, hand care 

products, lubricants, 

and adhesives. The 

catalogue also adds 

a variety of new-

to-market products 

that have recently 

been developed by 

Permatex, including 

Fast Orange Xtreme 

Hand Cleaner, 

Permatex Ultra 

Synthetic RTV Gasket 

Maker, Permatex Brake 

Cleaning Wipes, and a 

full line of stick epoxies 

designed for a wide 

range of applications.

 Permatex

 www.permatex.com

new products  |  

Onboard Diagnostic Suite
The new Verus Edge from Snap-on is an onboard 

diagnostic software suite that provides integrated 

access to the scanner, scope, component test, 

information, and Technical Service Bulletins (TSBs), 

all from one location. The data manager allows 

technicians to save customers’ vehicle records, 

notes, scanner data, and scope data. The onboard 

digital camera lets them take pictures for repair 

records and save them to the internal hard drive. 

Connection to a printer is simple so they can give 

hard copies to their customers. With exclusive 

expert resources built right in, Verus Edge includes: 

• SureTrack – the industry’s most comprehensive  

 source of expert knowledge, with technician  

 verified Real Fixes and parts replacement  

 records harvested from millions of successful  

 completed repair orders.

• Fast-Track Troubleshooter – access to real-world  

 experience with code tips, symptom tips, and  

 timesavers for faster, more confident repairs. 

• Fast-Track Guided Component Tests – showing how  

 to test, where to connect, and what results to  

 look for to verify failed parts with certainty  

 before replacing. 

The built-in browser and Wi-Fi gives technicians 

access to their technical forums, parts suppliers, 

OEMs, the repair information system, and other 

Web resources, whenever the job requires. It 

has a thin, tablet-inspired design and a 10-inch, 

1280x800 capacitive touchscreen display that is 

sensitive to every gesture. Five hours of battery life 

with days of standby power allows technicians to 

spend more time working and less time charging. 

 Snap-on

 www.diagnostics.snapon.com 

Micro-V Belt Line 
Gates Corporation’s Century Series Micro-V 

is an OE-fit belt line using the most advanced 

serpentine belt technology and materials available. 

Each belt in the line is the result of extensive 

analysis, engineering, and manufacturing to match 

OE size, materials, and construction. The line 

represents ongoing monitoring of and adaptation 

to OE belts to be the leader in accurate belt 

specifications. This is increasingly important as 

OEMs continuously modify serpentine system 

designs to reduce warranty and increase efficiency. 

The Century Series line takes this process one step 

further by upgrading material and construction on 

certain OE belts that can lead to noise, vibration, 

and premature failure. 

 Gates

 www.GatesCenturySeries.com
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New, Reman EHPS Power 
Steering Pumps
Atlantic Automotive 

Engineering (AAE), a steering 

systems manufacturer 

specializing in new and 

remanufactured steering 

racks, power steering pumps, 

gearboxes, and related electric 

steering components, has 

expanded its extensive line of new and remanufactured AAE 

EHPS power steering pumps. The EHPS coverage is now 

offered for Mini Cooper, Nissan, Ford, and VW applications. 

The latest additions to the AAE line of EHPS power steering 

pumps include: 

• Reman: 7000KH 2002-2007 Mini Cooper EHPS power  

 steering pump kit including remanufactured pump plus new  

 cooler fan and new power steering hoses.

• Reman: HP1002 2013-2014 Nissan Altima remanufactured  

 electronic hydraulic power steering pump.

• New: E60005N 2012-UP VW Polo new EHPS power steering  

 pump.

AAE offers a new 2015-2016 full products catalogue featuring 

new and remanufactured power steering rack and pinion, 

power steering pumps, EPS rack and pinion, EHPS power 

steering pumps, and gearboxes. 

 CRP Automotive

 www.aaesteering.com

Philips Lighting Catalogue
The new 2015-2016 Philips Automotive 

Lighting Catalogue features the latest 

innovations in automotive lighting 

technology for applications on all types of 

domestic and import cars, SUVs, light trucks, 

and vans from model years 1999 to 2015. 

The catalogue showcases Philips’ cutting-

edge LED lighting technology as well as 

standard replacement and upgrade bulbs. 

The new catalogue also presents the complete 

line of Philips Vision LED interior and exterior bulbs that 

feature an advanced design that not only provides a bright, 

well-focused beam on the road, but also are robust enough to 

handle extreme heat and high vibrations. The Philips LED line 

includes replacements for brake and taillights, back-up, dome 

and glove compartment, side markers, trunk, and license plate 

lights, along with the new Philips X-tremeVision LED Fog lights 

as direct replacements for H8, H11, and H16 halogen fog bulbs. 

These powerful new LED lights deliver a bright, white 6000K 

light that matches perfectly with the colour temperature of 

xenon and LED headlights. 

Philips Automotive Lighting

www.lighting.philips.com
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BY TOM VENETIS

Millennials are having a 
profound impact on the 

aftermarket.

Overcoming Myths

Before any jobber can begin to prof-
itably service and maintain Millen-
nial service operation owners and 
their clients, it important to put to 
bed a number of myths about Mil-
lennials. The most persistent is that 
Millennials, caught in the wake of 
the recent recession, are abandon-
ing cars, shunning the suburbs, and 
moving back into city centres; the 
preferred mode of transportation is 
public transit or some kind of ride-
sharing service. That perception may 
not be wholly accurate. In April of 
this year, Bloomberg News reported 
that Millennials – sometimes known 
as Generation Y – accounted for 27% 
of new vehicle sales in the United 
States. This was up from 18%, as 
recorded in 2010 by J. D. Power & 

Associates. Millennials purchased more vehicles than Genera-
tion X and became the second-largest group of car buyers after 
Baby Boomers, according to the Bloomberg News report.

This upsurge in vehicle sales is reflective of the fact that Mil-
lennials are fast becoming the largest segment of the workforce 
in the United States and Canada. By 2020, it is estimated that 
Millennials will make up half the workforce globally. In Canada, 
Millennials made up 36.8% of the country’s workforce in 2014, 
just ahead of Generation X, which came in at 33.9%, and Baby 
Boomers, who came in at 31.1%.

When it comes to vehicle purchases, Millennials are putting 
pressure on vehicle makers to add connectivity and more safety 
options into vehicle designs. It is now common to see vehicles 
with Bluetooth and 4G or higher wireless speeds as standard 
options, and to have vehicles equipped off the line with blind 
spot monitoring and automatic brake assist to reduce accidents. 

Millennials are also profoundly changing how vehicle service 
operations operate, and those service operations are putting 
pressure on jobbers to help them meet the needs of Millennial 
vehicle owners.

selling to
MILLENNIAL REPAIR SHOP OWNERS

What Millennials Expect From Service Operations

Steve Vieria, owner of Traditions Automotive in Scarborough, 
Ontario, says that Millennials, like Baby Boomers, are looking 
for quality work and quality parts. “What has changed today is 
that availability of information and the ease of gaining access 
to that information. Today’s [vehicle owner] is connected to 
information like never before, and they will often do a lot of 
research on an issue before bringing in their vehicle.”

While some may dismiss this as a customer becoming “You-
Tube Certified,” it is a reality that service operations must come 
to grips with. It does not stop there. Just as Millennials will not 
hesitate to research issues or parts they need for their vehicles, 
Vieria says Millennial vehicle owners will research your service 
operation before taking their vehicle up to your bays. Millenni-
als will also see if you are able to communicate with them in 
the ways they are using every day. 

What does that mean? To put it simply, while you may have 
a phone on the service desk, don’t be surprised if Millennials 
look at it in the same way they would if you had a typewriter on 
the desk. 

“[Millennials] want to connect with you without too much 
effort, so today we do a lot of our appointment scheduling 
and bookings online,” Vieria continues. “I had customers who 
would not call, but would just show up to the shop and make 
appointments, because that was what they were comfortable 
with. Today, I have customers who will only interact with us 
through our website and will schedule all of their service and 

“Just as 
Millennials 

will not 
hesitate to 

research 
issues or 

parts they 
need for their 

vehicles, 
Millennial 

vehicle 
owners will 

also research 
your service 

operation 
before taking 
their vehicle 

up to your 
bays.”

– STEVE VIERIA, OWNER, 
TRADITIONS AUTOMOTIVE, 
SCARBOROUGH, ONTARIO 

counter talk  |  for the counterperson
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maintenance appointments through email or [text] messaging 
services, and will want to get updates on the work being done 
the same way.”

Rob Ingram, owner of Eldon Ingram AutoPro in Stratford, 
Ontario, agrees that today’s service operation needs to change 
how it does business in order to attract and keep Millennial vehi-
cle owners. The Internet allows vehicle owners to research who 

you are and what you offer, and those vehicle 
owners will not hesitate to take their business 
to another operation if you cannot communi-
cate with them in the ways they wish.

“Today, we send quotes for work and for 
parts through email to our customers, and 
today we have more customers asking us to 
communicate with them through text mes-
saging,” Ingram adds. “Our billing program is 
set up to text customers automatically when 
their vehicle is finished being worked on. 
Because so many of today’s younger vehicle 
owners are mobile and do their communi-
cations through texting, as one example, it 
makes sense for us to reach out and commu-
nicate with them through such means.”

Changing Competitive Landscape

Jim Pancero, a popular sales consultant and 
speaker with Jim Pancero Inc. in Dallas, says 
jobbers and vehicle service operations are 
being hit by the same wave of disruption 

that came to retail when the Internet and then e-commerce first 
appeared. Technology changed the dynamics of the retail expe-
rience, and Millennials in particular have a different set of priori-
ties for what matters to them when dealing with a business.

Pancero says that the competitive advantage of a business can 
be likened to a pyramid. At the base is the location of the busi-
ness; then its products, services, and brand make up the next 
steps in that pyramid. Near the top are speed, simplicity, and 
ease of doing business, and then connectivity. 

According to Pancero, businesses that focus on location, 
products, service, and brand create loyalty amongst customers. 
That pretty much sums up how businesses operated before the 
Internet and e-commerce. Baby Boomers would be loyal to a 
single automotive service operation or a single jobber because 
of those qualities just outlined. And that loyalty remained for 
years, Pancero adds. 

With the advent of the Internet and e-commerce, Millennials 
put a greater emphasis on the upper part of the competitive 
advantage pyramid. Brand is important, but brand loyalty is 
based on speed, simplicity, and ease of communications with 
the business behind the brand, and on how well that business 
provides connectivity with its customers. This is why brand 
loyalty can be fickle. If another business can offer greater 
simplicity in ordering parts or booking service appointments, 
and in communicating with customers, Millennials have no 
problem switching to that other business and its brand.

That is why jobbers and service operations need to place a 

greater emphasis on building a strong brand presence online 
and simplifying communications between the customer and  
the business. 

“One thing I ask is, ‘how many texts have you sent today?’,” 
Pancero says. “That may seem like an odd question, but think 
about it for a moment. Millennials will text multiple times a day 
to a wide range of people. It is like taking a rock and skipping it 
across the surface of a pond. It will skip multiple times across that 
surface. Today’s generation does not have one way of commu-
nicating, but many. They will communicate through Facebook, 
LinkedIn, and twenty other sites to keep in touch with people 
and businesses. For Millennials, it is about ongoing communica-
tions across multiple channels. If you are a business owner, you 
have to have a model of how to draw those people to you.”

Steve Van Kessel, one of the principals with Orillia, Ontario-
based Parry Automotive, says his business has had to change 
how it communicates with and services its automotive service 
customers. Loyalty and long-term relationships are not as com-
mon as before, and with the Internet providing information at 
one’s fingertips and offering the ability to search out multiple 
jobbers for information, price on parts, and support, it is a lot 
more challenging to develop and maintain long-standing cus-
tomer relationships, Van Kessel adds.

“We have found that we have to do things a lot differently 
than how we did things, say, ten years ago,” Van Kessel con-
tinues. “We have found that we have to have a strong e-com-
merce presence, as [service providers] have more demands 
on their time and they want to have more control over what 
they are ordering. I’ve also empowered my staff to use texting 
as a means of having a direct link to technicians so as to offer 
quicker service and support.”

Van Kessel says he is surprised at 
how texting to his counter staff has 
been adopted by technicians. “A tech-
nician can be lying under a car, text 
our counterperson with a picture of 
what the problem is, and there is a 
greater understanding by our counter-
person about the problem and what 
the technician is looking for. Embrac-
ing tools like that is what is allowing us 
to build relationships with our service 
operation customers and their clients.”

Dave Devlon, owner of Halton 
Automotive in Milton, Ontario, says 
today’s Millennial shop owners are 
very tech-savvy, and want to see their 
jobbers offer more ways of commu-
nicating with them and to simplify 
online parts ordering. Still, what is just 
as important, in Devlon’s opinion, is 
that Millennial service operation own-
ers “want a jobber who has a quality 
inventory, and can answer their ques-
tions quickly and get them the parts 
they need.”   JNP
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“A technician 
can be lying 
under a car,  
text our 
counterperson 
with a picture 
of what the 
problem is, 
and there 
is a greater 
understanding 
by our 
counterperson 
about the 
problem and 
what the 
technician is 
looking for.”
– STEVE VAN KESSEL,  
PARRY AUTOMOTIVE,  
ORILLIA, ONTARIO 
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THE BIG FISH

With 2015 firmly in the rear view mirror, it’s 
probably a good time to take stock of the 

things that worked well for your business last year, 
and those things that did not. Every business is 
looking for growth, but not every business looks 
for growth in the right places. 

In fact, I might argue that the difference between 
a successful growth approach and an unsuccessful 
one is often less about huge differences in 
capability and more about how those capabilities 
are deployed. 

Reaching into my past for an old-school 
technology tale, I remember some years ago 
when leading jobbers were looking to connect 
their customers for online ordering. In those days, 
building those connections was more difficult and 
expensive than today, so most went to their largest, 
most loyal customers and tried to convert them to 
the new way of ordering. 

Most had a dismal success rate, as those 
customers felt that as loyal customers they could 
expect personal service and that a counterperson 
would be available any time they picked up the 
phone. They also tended to be, ahem, among the 
more mature operators, and may have covered 
their lack of comfort with technology through such 
protestations. 

Conversely, those jobbers who targeted 
customers with more care, choosing those who 
were looking for an alternative, for those who 
might not have a strong connection with that 
jobber, and who would be good candidates as 
customers if the cost of handling that customer 
were brought down, did much better. 

Certainly there are all manner of experiences 
from those days, and it is also interesting to me 
that only recently has online ordering capability 
become a near-imperative for jobbers to conduct 

business with the trade. It is also notable that 
this has not resulted in the elimination of the 
counterperson, but rather the redeploying of their 
expertise, where it can be pressed into use with 
more value than just punching in standard order 
after standard order – allowing their valuable 
capabilities and knowledge to be deployed more 
effectively, filling the gap when a drop-down menu 
and inventory query aren’t enough. 

It is also true that there is the temptation, when 
viewing opportunities for growth, to look for the 
whale: that large, lucrative prospect that every 
salesperson wants to harpoon. While there is 
nothing wrong with calling on those prospects, 
they can become such a focus of energies and 
resources (in the attempt to wrestle them away 
from the competition) that other higher-probability 
opportunities can be left untapped. 

The problem is that many of those large, 
successful prospects are very loyal to their current 
suppliers, and if your competition has done its job 
right, regard them as partners. Breaking that bond 
is incredibly difficult. 

The key then is to, yes, call on those large opera-
tions to let them know what you have to offer, but 
to also balance that approach with understanding 
where opportunities may exist as a result of your 
competition keeping that key customer happy. 
What are they missing? Where are they dropping 
the ball? Where have they left you an opening?

Taking advantage of that will grow your 
business, their business, and the aftermarket. 

In 2016, there will be lots of opportunity for 
growth at all levels and enough profitable business 
for all who are willing to work for it. 

Here’s wishing all in the automotive aftermarket 
a healthy, prosperous, dynamic, vibrant, and 
competitive year ahead.   JN
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