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First, we put new Wagner OEx brake pads for Pickups, SUVs and CUVs through rigorous 3rd party validation. Then we got them 
into the hands (and vehicles) of top techs around the country. The verdict? Wagner OEx changes the game for braking performance. 

• Stops up to 50 feet sooner than other leading pads*

• Lasts up to 2x longer†

• Custom-designed to your vehicle’s unique brake system

WHICH BRAKE PAD  
STOPS YOU UP TO 50 FEET SOONER?*

THE GUYS WHO KNOW, KNOW IT’S WAGNER® OEx

Explore the Science Behind the Stop at 
wagnerbrake.com

*  Results based on 60 mph post-fade performance testing, conducted by Link Engineering Company, comparing Wagner Brake pads to competitors’ brake pads on the 2014 Ford F-150, 
2011 Toyota RAV4 and 2013 Chevrolet Tahoe.

†  Results based on internal testing comparing new Wagner OEx to other Wagner offerings.
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Even though there has been plenty of discussion in 
the aftermarket about the benefits and challenges 
of telematics, there are still many who don’t fully 

comprehend the impact it will soon have on their day-
to-day business operations.  

In a nutshell, telematics is the wireless transmission 
of useful information from vehicle to vehicle (V2V) and 
vehicle to infrastructure (V2X). Currently, telematics 
systems include GPS navigational information; focused 
video and audio content that goes beyond AM, FM, 
and satellite radio; emergency services that utilize data 
from a vehicle’s on-board network; as well as driver 
tracking software for insurance purposes, rental car 
tracking, or fleet services. In some areas, it can also 
inform drivers of traffic congestion, construction zones, 
and alternate routes, and provide information on fuel 
and dining/shopping stops along their route.

With OEMs, insurance companies, and many other 
businesses embracing this technology, more and more 
vehicles are rolling off assembly lines equipped with 
telematics. In fact, analysts predict telematics will be a 
distinct new market worth about $1 trillion in the next 
10 years. That’s a pretty big number. If you want to get 
a slice of this new, emerging market, read on.

New business models are currently evolving that will 
provide remote monitoring, vehicle diagnostics and maintenance, navigation 
and infotainment, roadside safety, and driver assistance – as well as new 
services like car sharing, urban mobility solutions, and retailing solutions. 
Today, the average passenger car has more computing power than an Apollo 
spacecraft.

In the future telematics world, a possible repair scenario will involve a 
motorist being notified by a dealer or an aftermarket shop that maintenance 
is required. A check-engine light, or some other indicator, could also trigger a 
notification. The motorist then makes a decision as to where he/she takes the 
car for service.

There is some concern that automakers will have exclusive access to vehicle 
diagnostic systems and exclusive control over repairs, but I don’t believe this is 
likely to happen. Automakers and new car dealerships are not interested in all 
of the services telematics can provide, and many diverse players are currently 
involved in the development of a wide range of services. 

Telematics will allow you to get a 360-degree view of your customer by 
combining both structured and unstructured data from multiple sources. This 
includes data from the connected car, data from the database management 
system (DMS) such as the service history, CRM data such as the customer 
interaction history, social media data, warranty claim data, and data mined 
from third-party sources. Combining the data coming from the vehicle and 
service history will enable the aftermarket to provide individually tailored 
service offers to each customer.

When it comes down to it, there is plenty of business out there for everyone, 
and it’s in everyone’s best interest to avoid another Right to Repair fight.  

From the vehicle owner’s perspective, telematics makes their car safer, keeps 
them from getting lost, summons roadside assistance at the press of a button, 
routes them around accidents, auto-dials 911 if they’re in an accident, and 
can even start their EV charging at 2 a.m. when rates are cheapest. Booking 
regular maintenance at their favourite repair shop and pre-ordering the 
needed parts at the push of a button isn’t far off. JN

In a nutshell,
telematics
is the wireless 

transmission 
of useful 

information 
from vehicle to 

vehicle (V2V) 
and vehicle to 
infrastructure 

(V2X).
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over the counter  |  

BESTBUY’S BUY & SELL MEETINGS 
CELEBRATED IN WHISTLER  

For 
more 
over the
counter 
news

check out 
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Bestbuy Distributors Limited’s Annual Buy & Sell event attracted shareholders 
from across Canada to meet and network with valued suppliers from all over North 
America, for a celebrated Canadian conference in the alpine paradise of Whistler in 
mid-September. 

The event, which combined supplier meetings with several social events, attracted 
the majority of the buying group’s shareholders as well as a wide variety of suppliers 
to the impressive Fairmont Chateau Whistler resort, located at the base of beautiful 
Blackcomb Mountain. 

Two days of meetings with suppliers were highlighted with events such as a 
welcome reception, the annual SickKids golf tournament and SickKids day tour, as 
well as a spectacular dinner party at the Squamish Lil’wat Cultural Centre in Whistler. 

The magnificent Chateau Whistler Golf Course was host to Bestbuy’s popular 
annual SickKids golf tournament. Non-golfers participated in the SickKids Day tour, 
which took the group on a guided tasting adventure through Whistler Village. 

Both groups and events raised over $20,000 for the world-renowned Family 
Heart Centre at Toronto’s Hospital for Sick Children, through raffle sales and golf 
sponsorships. To date, Bestbuy shareholders and suppliers have raised over $775,000 
for the leading children’s medical facility. 

This year’s proceeds from the golf tournament, day tour, and raffles will be pooled 
and a cheque presented to the Hospital for Sick Children at Bestbuy’s upcoming 
2017 Annual General Meeting in February in Toronto. 

Bestbuy Distributors president Jeff Van de Sande states, “We are pleased that our 
Buy & Sell meetings were productive and enjoyable for all in attendance.”

Ideal Supply Company Limited, a southwestern 
Ontario wholesale distributor to the electrical, 
industrial, and automotive industries, has 
announced the sale of the company to Deschênes 
Group Inc.

Deschênes Group is a privately family-owned 
Canadian company based in Montreal. Founded in 
1940, it is the largest Canadian-owned distributor 
of plumbing supplies in the country, and has been 
recognized as one of Canada’s Best Managed 
Companies for the past seven years. 

With the purchase of Ideal Supply, Deschênes 
Group will now operate nine companies across 
Canada, each managed independently. The name 
Ideal Supply will be retained, and its headquarters 
and distribution centre will continue to be in 
Listowel. The management team will also remain 
intact, as does the franchise affiliation with NAPA –  
a North American leader in automotive parts and 
accessories. 

“We are very excited about the future,” says 
Tim MacDonald, president and CEO of Ideal 
Supply. “We were focused on finding a buyer 
whose culture was most aligned with our own – 
an organization with a caring culture that valued 
people and put as much effort into professionalism 
and good management as we did.”

IDEAL SUPPLY ANNOUNCES 
CHANGE OF OWNERSHIP

COASTAL CHARGING 
POINTS ANNOUNCED 
ChargePoint, the world’s largest electric vehicle 
charging network, has announced that together 
with BMW and Volkswagen, it has installed 95 fast 
charging stations along the east and west coasts of 
North America.

The charging points are dispersed at approxi-
mately 80-kilometre intervals along Interstate 95 on 
the east coast and Interstate 5 and Highway 101 on 
the west coast. Owners of the BMW i3, Volkswagen 
e-Golf, and other electric cars can use the publicly 
available stations located near restaurants, shop-
ping centres, rest stops, and more. 

The charge points are designed to make long-
distance travel in electric vehicles easier and 
faster. Drivers can locate charging points through 
the ChargePoint mobile app or website. Points 
can also be located through the BMW and VW 
in-vehicle interface or manufacturer mobile app. P
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FINISHMASTER OPENS FIRST STORE IN CANADA 
Discovery Auto Color Plus celebrated its 
inaugural launch as the first Canadian FinishMaster 
branch in Canada. FinishMaster Canada Inc. is a 
subsidiary of Uni-Select Inc.

“It’s been a challenging few months but we 
got it done,” says former owner Tony Nersesian. 
Nersesian, who sold his Scarborough-based 
operation to FinishMaster in November of 2015, 
started T.N Discovery in 1995, and with the help 
of store manager Garen Ghougamanian, they built 
T.N Discovery up to where it is today.

“Garen started here when he was 17, and has 
worked his way up to store manager. He’s like a son 
to me, and together we built this business. We both 
still sweep the floors,” adds Nersesian. “FinishMaster  
has a long history and a great reputation, and I 
wanted to slow down, and this was a good way to 
do that.” 

As part of its strategy, FinishMaster Canada, Inc. 
will be opening new FinishMaster stores and con-
verting some of its current corporate stores under 
the FinishMaster brand, starting with an initial 
deployment phase in Toronto.

Managed by the Automotive Canada team, 
supported by a strong national distribution 
network, and utilizing the same brand and 
format as used by FinishMaster, Inc. in the United 
States, the Canadian FinishMaster stores will be 
offering Uni-Select’s complete line-up of well-

known premium national brand paint and related 
products.

“Possessing a strong foundation in the United 
States, the FinishMaster brand has earned itself an 
enviable reputation for its quality, professionalism, 
and expertise. The extension of the FinishMaster 
model to our current Canadian Paint, Body, 
and Equipment (PBE) program will solidify our 
position to respond to the collision industry’s 
growing demand in terms of paint and refinish 
products and services. The combination of our 
current automotive jobbers selling PBE, and the 
launch of the FinishMaster model in Canada, will 
enable us to better serve our customers nationally,” 
says Michel Charbonneau, vice president, sales 
and marketing, PBE division, Automotive Canada. 
“The launch of FinishMaster in Canada reaffirms 
our objective to be the undisputed leader in 
the automotive refinish industry and preferred 
distributor in the automotive aftermarket,” says 
Gary O’Connor, president and chief operating 
officer of Automotive Canada.

“The launch of the FinishMaster brand in 
Canada is part of our strategy to extend our North 
American leadership position in the automotive 
and industrial refinish space, to provide better 
service to more customers nationally,” adds Henry 
Buckley, president and chief executive officer of 
Uni-Select Inc.

Left: Mayda Nersesian, 
Talar Nersesian, Tony 
Nersesian, Heather 
Spratt, Denis O’Neill. 

Above, from left: (Top) 
Dawood Wartkes, Moses 
Jebamikyous, Brandon 
Falcicchio, Andy Valantis, 
Roland Kryuff, Jeff 
Murphy, Tony Nersesian, 
Michel Charbonneau, 
Gary O’Connor, Jim 
Valsamos, Henry Buckley, 
Vachik Estifan. (Bottom) 
Hovek Al-Dawoodi, 
Razmik Ghougamanian, 
Garen Ghougamanian.

Don’t risk it!

The LuK DMF prevents damages  
solid flywheels might cause.

The LuK Dual Mass Flywheel (DMF) is individually 
fine-tuned for every type of car. Solid flywheels 
simply cannot provide the same degree of 
individuality. Therefore, the risks of using solid 
flywheels are numerous – from increased wear 
of engine mounts through gearbox failure to 
damaged crankshafts. 

Don’t gamble – stay with the original LuK DMF!

Further information:
www.repxpert.ca

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

F
or Ameen Suleman, owner of Ameen’s Auto 

Parts, a Bestbuy member in Calgary, he 

credits family and friendship as being crucial 

to his success from the very beginning. So when he 

tells you that Bestbuy Distributors treats its members 

like family, that means a lot. 

Born and raised in Kenya, Ameen immigrated to 

the United States when he was 20, where he met 

his wife, Zainul. They got married in Toronto, where 

Ameen began working for his late father-in-law, 

Sadru Hassanali, who owned Hassanali’s  

Auto Supplies, located in Scarborough, Ontario.  

“I learned everything about the trade from him,”  

he recalls. After Sadru passed away about 22 years 

ago, Ameen, Zainul, and their daughter Jazmeen 

decided to make a fresh start, and chose Calgary  

for the adventure of it. He quickly worked his way  

up to the role of branch manager of a Calgary-based 

auto parts distributor, before moving on to manage 

the parts department of one of Canada’s largest 

retailer’s locations. When a new aftermarket auto 

parts franchise came to Calgary in 2000, he was in 

a perfect position to purchase one of the first stores, 

and operated it for the next thirteen years. 

“When they decided to buy back all of the 

franchises and become wholly corporate-owned,  

it allowed me to take a sabbatical for a few months, 

enjoy life, and plan out the next move in my career,” 

he says. Eighteen months ago, he took the leap and 

opened his store in the southeastern part of Calgary –  

and that’s when Bestbuy really came into its own  

for him.

“I had worked with Bestbuy for a number of 

years as a customer, and I knew the people there 

well. Membership was a natural fit for both sides,” 

says Ameen. He liked how Bestbuy is focused 

on the independent distributor. He also liked how 

Bestbuy understands and goes the extra mile for its 

members, and how their people had the expertise 

and advice the new company needed.

Ameen’s store is serviced from Bestbuy’s 

Edmonton Distribution Centre, a full-line warehouse 

that turns around daily stock orders fast and 

efficiently, with equalized freight policies. “I am very 

pleased, as my focus is on customer service, and my 

priority is to achieve speedy delivery times with my 

customers,” says Ameen.

“Bestbuy’s Business Development Manager in 

Alberta, Jorn Lawson, spent a lot of time with me, 

walking me through everything I’d need to know. He 

really did a lot, everything from helping me balance 

the inventory to negotiating with suppliers. He was a 

huge help.”

Mind you, Ameen wasn’t opening the new store 

without some very able assistance. Some of his staff 

came with him from his previous business, and all 

play a critical role in the company’s success. There’s 

Robert Wright and Michael Kershaw, who work the 

phones and counter with Ameen; Sherri Haras, who 

takes care of the office responsibilities; and Terri 

Cole, who joined the company a few weeks after 

it opened as the outside sales person. “When Terri 

came on board, she already knew and had a good 

rapport with a lot of our customers; she’s been a 

IS LIKE FAMILY
Bestbuy

Ameen Suleman.

For one Calgary shareholder, membership has made all the difference.

www.bestbuydistributors.ca

http://www.bestbuydistributors.ca
http://www.autoserviceworld.com
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great help in building the business.” There are also 

five full-time drivers, Bobbie Rae Skrypnychuk, 

Norma Chinchilla, Pamela Tedesco, Sharon Pratt, 

and Hussein Hassam, and three part-time drivers, 

Hanif Peermohamed, Omar Rawji, and Jeff Jivraj.

Now that Ameen’s been in business for a while, 

Bestbuy has continued to help the store grow and 

succeed. “They offer a lot of great services for 

members, and there is real value in joining Bestbuy,” 

he says. “There’s the Bestbuy Buy and Sell and 

AGM, where you can meet the vendors face to 

face and talk about your concerns, both pro and 

con. And you get to meet the other members too, 

which allows the group to get to know one another 

from a business as well as a personal aspect. The 

camaraderie and positive relationships formed comes 

naturally at these meetings.”

Bestbuy also offers a number of useful customer 

programs, he points out, “Programs that help 

me grow my sales and build loyalty.” Best Auto 

offers a selection of marketing tools that provide 

creative, cost-saving business solutions. Bestbuy 

shareholders can offer extensive warranty coverage 

through Best Auto, which includes a Local Labour 

Program for shops, a consumer North American 

Warranty Program, and consumer Roadside 

Assistance Program. And recently, Bestbuy just 

launched its own automotive Student Scholarship 

Program.

Bestbuy is also focused on inventory and making 

sure that all its members have the best suppliers with 

the right programs. “If you want the independence 

of owning and operating your own aftermarket parts 

business, Bestbuy is the way to go!” Ameen says.

What advice would he offer other jobbers who 

are thinking of joining a buying group like Bestbuy, 

but don’t know what’s in it for them? The answer is 

simple, he says. “I’d say get to know what Bestbuy 

is all about. Talk to a few members and find out 

what they like about it.” Call one of the local Bestbuy 

representatives or even the friendly people at the 

Head Office, he suggests. They will point you in the 

right direction.

“I’m not sure where to begin – for me, everything 

about them has been good!” he laughs, before 

getting down to the heart of it. “There’s a real family 

atmosphere there. They do an excellent job of taking 

care of their members. They listen.”

(Top) Ameen at his SE 

Calgary shop. 

(Left) Ameen with staff 

members Sherri Haras, 

Terri Cole, and Robert 

Wright.

“They offer a 
lot of great 
services for 
members, 
and there is 
real value 
in joining 
Bestbuy.

http://www.autoserviceworld.com
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The new AIA Innovative Business Series, held at 
the Paramount Event Venue at 222 Rowntree Dairy 
Road in Vaughan, focused on how the aftermarket 
needs to gear up for change and stay ahead of 
disruptive technologies.

Dr. Peter Frise, engineer and director of 
AUTO21 at the University of Windsor, explained to 
attendees how technological changes happening 
at the OE level will impact the aftermarket. 
Frise said understanding the complexities and 

AIA CANADA HOSTS INNOVATIVE BUSINESS SERIES  
IN TORONTO 

requirements of these new vehicles now will 
ensure shops are prepared when they begin 
coming in for repairs.

Sarah Ballenthin from Agilec, which provides 
employment services across Ontario, provided 
an update on available government incentives 
regarding staff development and skills training.

Jaime Cuthbert, president of automotive 
specialty software provider AutoServe1, outlined 
some interesting facts and statistics on Driving 
Millennial Loyalty. Cuthbert explained how 
millennials will become the dominant customer 
base within the automotive industry over the 
next decade, and how their earning power could 
potentially eclipse the baby boomer generation.

David Chalk, the final speaker of the day, 
explained how vulnerable modern vehicles are to 
software bugs and hacking risks, and referred to 
the recent Tesla crash incident.

 “Just as our bodies are hardwired to return back 
to normal after we get sick, so should computer 
systems,” explained Chalk. “No computer is 
secure. Until we resolve software problems and 
have proper overrides, we will be living in a world 
where anything can be manipulated.”
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Follow us 
on Twitter. 

Get AutoServiceWorld.com news and more by following  
JobberNews on Twitter.

Dr. Peter Frise Jamie Cuthbert David Chalk

AUTOMECHANIKA, NACE TO COMBINE FORCES IN 2017 

The Automotive Service Association (ASA) 
announced that it has partnered with Messe 
Frankfurt, owner of Automechanika, to co-produce 
NACE | Automechanika in 2017.

The event will take place July 26-29, 2017 in 
Chicago.

Automechanika said 
in a release that the 
co-production creates an 
“unprecedented partnership 
focused on training and 
product discovery for 
automotive technicians, 
shop owners, and parts 
distributors.”

“By combining resources, 
this collaboration will 
provide the market with 
a unique opportunity 

to connect each segment of the industry, thus 
serving the entire automotive collision and service 
repair audience,” says Dan Risley, president and 
executive director of the Automotive Service 
Association (ASA).

Automechanika Chicago produced its inaugural 
show in April of 2015. Prior to the announcement, 
ASA had intended to hold the show at the Georgia 
World Congress Center in Atlanta from Aug. 2-4, 
2017.

“We are extremely pleased with this alliance,” 
says Dennis Smith, president and CEO, Messe 
Frankfurt North America. “The industry has been 
asking for this and we listened. By combining 
the expertise of two undisputed market leaders, 
Automechanika Chicago and NACE, we are 
confident of our ability to offer a comprehensive 
platform for companies interested in reaching 
collision and mechanical repair shops en masse.”

From left to right: Jim 
Savas, VP/GM, UBM 
Automotive; Michael 
Johannes, brand 
manager, Automechanika; 
Dan Risley, ASA 
president; and Dennis 
Smith, president/CEO, 
Messe Frankfurt North 
America, announce their 
new partnership.

http://www.autoserviceworld.com
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AMERICAN MADE
TESTED.  TRUSTED.  GUARANTEED.

Japan’s Teijin Ltd. has agreed to 
acquire U.S. composites specialist 
Continental Structural Plastics Holding 
Corp. for $825 million. Through the 
acquisition, Teijin aims to secure North 
American sales channels for automotive 
composite products. CSP, which will 
become a wholly owned subsidiary of 
Teijin, operates 14 locations globally, 11 
of which are located in the United States.

“Through this transaction, Teijin aims to 
become an automotive solution provider 
by expanding its offerings beyond carbon 
fibre and glass fibre materials, in collabo-
ration with other materials manufactur-
ers,” the company said in a statement. 

“Teijin intends to expand its product 
portfolio from materials to component 

JAPAN’S TEIJIN TO ACQUIRE CONTINENTAL STRUCTURAL PLASTICS
design, implement a global supply 
chain, and help achieve vehicle weight 
reductions in order to comply with 
tighter environmental regulations being 
introduced after 2020.”

CSP supplies lightweight composite 
materials and moulded parts for automo-
tive and other industries, with sales of 
more than $634 million reported last year. 
“As a major producer of carbon and ara-
mid fibres as well as thermoplastics, Teijin 
offers complementary expertise to CSP’s 
operations in glass fibre- and carbon fibre-
reinforced composites and thermosets,” 
says CSP CEO Frank Macher.

“I think what it affords us is a wide 
array of plastic materials solutions and 
fibre solutions to meet customer needs for 

everything from decorative application 
to structural to thermoplastic and 
thermoset areas to meet the needs of our 
customers,” adds Macher. “We have the 
customer connections here, and of course 
they have the customer connections over 
in Asia, so they’ll be able to help us grow 
in China, and we’ll be able to help them 
grow here in North America.”

“We are confident that the platform for 
automotive composite products business 
we will gain, through the acquisition of 
CSP’s complementary technical expertise 
in thermoset composites and GFRP know-
how, will trigger further development of 
our integrated high-performance materials 
business,” says Teijin president Jun 
Suzuki.

http://www.autoserviceworld.com
http://www.accesscover.com
http://www.lomaxcover.com
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over the counter  |  

Trico Named 
Advance Auto 
Parts Supply Chain 
Reliability Vendor 

Trico Products 

Corporation was 

recently named 

the Supply Chain 

Reliability Vendor of 

the Year by Advance 

Auto Parts. This award 

recognizes Trico for 

superior planning 

and management of 

weather-dependent 

product availability. 

Trico has supplied 

Advance Auto Parts 

with a wide range of 

wiper blades for retail 

sale since 1983.

Total Canada Inc. has announced 
the signing of a new Total lubricant 
products distributor in Ontario, 
The Original Parts Warehouse Inc. 
(OPW), based in Vaughan, Ontario. 
The new partnership helps strengthen 
Total Canada’s distribution channel, 
as well as broaden OPW’s line of oil 
products as a premium international brand 
supplier. Through this partnership, OPW will 
distribute a comprehensive line of Total lubricants 
for the heavy-duty, consumer, and industrial 
markets. It also encompasses the extraction and 
construction industry, including hydraulic and 
transmission products. 

“We are very pleased to have signed this 
agreement with OPW and its management. 
We share common values based on customer 
satisfaction, quality, service, passion, and 
dynamism. This agreement will also strengthen 

TOTAL CANADA EXPANDS DISTRIBUTION CHANNEL  
IN ONTARIO  

our plan for active development in 
Canada. It is a win-win for Total 
Canada and OPW, and especially 
for the transportation, construction, 
and industrial markets,” says Total 
Canada president Franck Bagouet. 

OPW serves the transport, 
manufacturing, infrastructure and 

power generation industry by distributing 
high-quality products in combination with 

offering excellent customer service. As a premium 
products supplier, Total Canada is the perfect 
partner for OPW. 

“When we look for a partner, a company’s 
culture and values are just as important as the 
product they sell. With Total Canada, we have the 
complete package: a world-class company, with 
world-class products, supported by a world-class 
management team,” says OPW LubeSource vice-
president Larry Burns.

Bestbuy Distributors establishes a Scholarship Program.

Attracting bright students to build careers in our automotive industry.

For complete program details visit www.bestbuydistributors.ca

Home of the Truly Independent Shareholder

ENCOURAGING STUDENTS IN THE 
CANADIAN AUTOMOTIVE INDUSTRY

SCHOLARSHIPS

NEW
PROGRAM

http://www.bestbuydistributors.ca
http://www.autoserviceworld.com
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FORD ROLLS OUT PLANS 
FOR ROBO-TAXI FLEETS, 
AUTONOMOUS-CAR 
SERVICES
Ford Motor Co. rolled out sweeping plans to 
expand into robo-taxi fleets and other auton-
omous-car services, the latest in a series of 
technical ventures unveiled before an annual 
meeting with investors who have largely kept 
the company’s stock in neutral.

The No. 2 U.S. automaker says the move 
into new business services will deliver 20% 
profit margins once rolled out – far higher 
than the low single-digit return typical for car 
manufacturers – and help it pivot to services 
less exposed to the U.S. auto industry’s boom-
bust cycles.

Ford, a traditional car and truck manufac-
turing coming off record 2015 profits, is in a 
technological arms race with rivals including 
General Motors Co. and Toyota Motor Co., 
who have recently announced significant 
investment on the road toward driverless cars.

Ford expects total company profits next 
year will decline, amid heavy investment in 
new areas, but will rebound in 2018 as Ford 
takes several steps to improve its core auto-
motive business, such as expanding its highly 
lucrative performance-car lineup and improv-
ing profitability on low-margin small cars.

Ford expects autonomous vehicles could 
account for 20% of U.S. vehicle sales by the 
end of the next decade and the first deploy-
ment will be in geo-fenced urban areas, such 
as New York City and Metro Detroit.

EYE-TRACKING TECHNOLOGY TO KEEP DRIVERS ALERT

GM plans to release its Super Cruise on a Cadillac next year, and 
will feature eye tracking in the cabin, a first for the carmaker.

GM will duel with Volvo Car Corp.’s Pilot Assist and Tesla 
Motors Inc.’s Autopilot, both driver-assistance systems that can 
control a moving vehicle. While Tesla’s Autopilot requires peri-
odic handling by the driver, GM’s system is expected to go a step 
further in monitoring the alertness of human drivers.

Super Cruise’s 2017 launch will come amid heightened scru-
tiny of systems that use cameras, sensors, or radar to let the car 
do much of the driving at higher speeds. A fatal accident in May 
involving Tesla’s Autopilot raised questions over how well these 
technologies work and whether consumers understand their 
limitations.

GM’s Super Cruise software can detect if a driver is dozing off 
or not watching the road, and uses audible and visual alerts to 
grab the person’s attention. If the alerts don’t work, a representa-
tive with the automaker’s OnStar information service will activate 
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the vehicle’s intercom and communicate with the car’s operator. 
If the driver still doesn’t respond, the car will pull over on the 
side of the freeway and stop.

The Detroit carmaker, which has been testing the eye-tracking 
feature for a couple of years, hopes to be ahead of its domestic 
competitors and cater to consumers who increasingly are look-
ing for automated driving-assistance features. GM hasn’t said 
what the option will cost.   JN

http://www.autoserviceworld.com
http://www.wagnerlighting.com


14 www.autoserviceworld.com | JOBBER NEWS / NOVEMBER 2016

Global automotive executives are 

proceeding cautiously as they 

ponder the ramifications of a pending 

U.K./EU breakup – a scenario that has 

the distinct possibility of creating major 

supply chain, manufacturing, and 

marketing difficulties as the U.K. and EU 

negotiate their breakup.

The vehicle industry annually contrib-

utes US$22.6 billion to the U.K.’s econ-

omy, accounting for 800,000 jobs. Last 

year, a record-setting 77.3% of the 1.5 

million cars manufactured in the U.K. 

– the most produced since 2005 – were 

destined for export; 57.5% of them were 

purchased by EU drivers, besting the U.S. 

(10.9%) and China (7%) as the U.K.’s top 

vehicle market, a status now in jeopardy 

as Brexit takes hold amid considerable 

economic, governmental, and societal 

turmoil.

“The British public has chosen a new 

future out of Europe. Government must 

now maintain economic stability and 

secure a deal with the EU that safeguards 

U.K. automotive interests,” says Mike 

Hawes, chief executive of the U.K.’s Soci-

ety of Motor Manufacturers and Traders. 

“This includes securing tariff-free access 

to European and other global markets, 

ensuring we can recruit talent from the 

EU and the rest of the world, and making 

the U.K. the most competitive place in 

Europe for automotive investment.”

“As recent surveys showed, the auto-

motive industry is anticipated to be one 

of the sectors most impacted by the vote 

to leave the EU,” says KPMG U.K. chief 

automotive analyst John Leech. “While it 

will take years for the U.K.’s future rela-

tionship with the EU and other countries 

to become clear, there are steps that the 

automotive industry should take now. 

“The fall in Sterling and commodity 

prices will prompt vehicle production 

plans, sales incentives, financing arrange-

ments, and purchasing plans to be 

adjusted. Information about employees, 

procurement, and distribution needs to be 

gathered and reassessed such that quick 

action can be taken once the anticipated 

changes to VAT (value-added taxes), cus-

toms, and migration rules are enacted.”

In advance of the vote, Leech expressed 

concern that the “U.K. automotive sector 

would likely lose sales, face slower supply 

chains, and higher costs in the event of a 

Brexit. Given the low levels of profitabil-

ity that accrue to mass-market vehicle 

manufacture, this would likely, over time, 

lead to the loss of jobs overall. Even for 

the U.K.’s successful premium car man-

ufacturers, the loss of influence over EU 

regulation would come to damage their 

businesses over time.”

Leech further pointed out “the automo-

tive businesses we spoke to believe that 

the EU is an important bargaining force 

in global trade negotiations. Moreover, 

research and development, which is vital 

to the U.K.’s ability to be at the forefront of 

innovation in car manufacturing, is both 

heavily funded by the EU and requires 

access to the expertise and free movement 

of skilled engineers within the EU.”

According to Bindiya Vakil, CEO of 

Resilinc, a logistics consultancy that 

has General Motors as a client, “Brexit 

has created many risks to global supply 

chains, particularly those touching the 

U.K. and Europe. However, companies 

armed with information about their 

supply chain dependencies will be able 

to exploit the opportunities that open up 

quickly during this period of turbulence 

and uncertainty. 

“Supply chain practitioners who have 

made the investment to map their supply P
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market tracker  |  Brexit implications

Brexit
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BY STEVE PAWLETT

chain, and proactively identify who their 

key sub-tier suppliers are, will be able to 

begin the process of predicting potential 

problems immediately,” continues Vakil.  

“Often, operational performance 

problems can be early indicators of 

financial stress. Many companies in 

the U.K. face an extended period of 

uncertainty, where some key projects may 

go on hold, access to investments gets 

jeopardized, and currency fluctuations 

make imports of critical raw materials 

more expensive and squeeze margins and 

cash from operations,” she says.

“The turbulence in currency markets 

also opens up opportunities for cost 

savings for companies importing from the 

U.K.,” says Vakil. “Additionally, cash-rich 

companies in emerging countries, as well 

as the U.S. and EU, can use the period of 

currency turbulence to identify key M&A 

opportunities for robust U.K. brands, or 

snap up the U.K.’s existing supply chain 

operations and access to markets in the 

U.S. and EU.”

Vakil went on to say, “These moves can 

protect long-term supply assurance of crit-

ical components, but also be used to dis-

rupt the supply chain for key competitors. 

Deep multi-tier supply chain intelligence 

can provide tremendous opportunities for 

arbitrage and be a tremendous source of 

competitive advantage.”

“For now, tariffs, quotas, and rules 

governing trademarks and patents with 

the U.K. will remain unchanged,” says 

Sean Windle, in an IBISWorld analysis. 

“However, these trade mechanics 

may change with whatever 

new agreement emerges 

from future negotiations. 

IBISWorld suggests that 

buyers looking to maintain 

continuity in their supply 

chains consider alterna-

tive sources for any British 

products. By diversifying their 

supply chains, buyers are less 

likely to experience supply 

disruptions or price volatility 

associated with Brexit.”

Trade relations between the 

U.K. and the U.S. will have to 

be renegotiated when Britain 

completes its EU separation, 

according to Windle, noting that 

President Barack Obama has 

cautioned that the process could 

take up to a decade to finalize.

“Given political gridlock in 

Congress and the often lengthy nature 

of trade negotiations, it could be many 

years before a new bilateral agreement 

between the two countries is hashed out,” 

says Windle, adding that in the meantime 

the U.K. is likely to face higher trade 

barriers with the U.S.

Prior to the June election, Toyota Motor 

Europe president and CEO Johan van Zyl 

noted, “We have carefully considered the 

implications for our manufacturing opera-

tions, should the U.K. leave the European 

Union. We are committed to our people 

and investments, so we are concerned 

that leaving would create additional busi-

ness challenges. As a result, we believe 

continued British membership of the E.U. 

is best for our operations and their long-

term competitiveness.”

According to the company’s updated 

outlook after the votes were tallied, “Going 

forward, we will closely monitor and ana-

lyze the impact on our business operations 

in the U.K., and how we can maintain 

competitiveness and secure sustainable 

growth together with the U.K. automotive 

industry and other stakeholders.”

In 2015, Jaguar Land Rover produced 

500,000 vehicles in the U.K., with 80% 

of this output shipped to more than 180 

countries. “Europe is a key strategic 

market for our business, comprising 20% 

of global sales, and we remain absolutely 

committed to our customers in the EU,” 

said a spokesman for the automaker.

“We call Britain home, and we remain 

committed to all our manufacturing sites 

and investment decisions. We respect 

the decision of the British people, and in 

common with all other businesses, Jaguar 

Land Rover will analyze the issues arising 

from it. As of today, nothing has changed 

for us or the rest of the British automotive 

industry,” he added.

“There will be a significant negotiating 

period, and we need to understand 

more about that as details emerge,” the 

spokesman pointed out. “We will work 

hard with all parties to ensure that the 

importance of the British automotive 

industry is fully understood at every level 

of the negotiation process.”

“While it is clear there will now be a 

period of uncertainty, there will be no 

immediate change to our operations 

in the U.K.,” says a BMW spokesman. 

“We know that many of the relevant 

conditions for supplying the European 

market will have to be re-negotiated, but 

of course we cannot say what this means 

for our U.K. operations until those future 

regulatory and legislative arrangements 

are agreed. We will not speculate about 

the outcome of these negotiations.”  JN

http://www.autoserviceworld.com
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JOBBERS MUST EMBRACE 

telematics
Telematics is a reality few in the after-

market are prepared for.  

Jobber News decided to take a look at 

how jobbers in Canada are getting ready 

for telematics. Few, it seems, are prepared 

for it. Many whom Jobber News contacted 

were either not seeing it being adopted by 

their vehicle service customers, or did not 

grasp how telematics could fundamen-

tally change their business.

“Unless the service provider has the 

capability of being telematics-smart, 

jobbers will not be impacted right now,” 

says Nick Bintas, co-owner of Spark Auto 

Electric Co. Ltd. “Ultimately, if the service 

provider is capable of being connected to 

customers and their vehicles, this could 

be a great tool to stay on top of servicing 

vehicles.”

Telematics will certainly change the 

relationship between customers and ser-

vice providers, and a service provider’s 

relationship with its jobbers. The question 

is not when; it is already happening. Not 

only are more vehicles coming off the line 

with telematics technologies as a standard 

feature, but today’s connected vehicles, 

along with the service expectations of con-

sumers, are already changing the dynamic 

of the relationship between the vehicle 

owner and the vehicle service provider.

The most recent J.D. Power study of 

consumer behaviour concerning vehicle 

maintenance and service providers, J.D. 

Power 2016 Canadian Customer Service 

Index Long Term Study, finds that con-

sumers now expect a “connected service 

experience.” What is that?

J.D. Ney, manager, research and con-

sulting, with J.D. Power, says that this 

connected service experience is similar 

to the kinds of experience people are 

having with many retail companies. Ney 

gives the example of Starbucks. A Star-

bucks customer can use the Starbucks 

app to place an order for a coffee at the 

closest Starbucks location, pay for that 

coffee through the app, and then walk to 

the counter and pick up the coffee that 

is ready and waiting for them. The expe-

rience is seamless and greatly simplifies 

ordering and payment for the coffee. It 

also enhances the customer experience.

Consumers now expect the same from 

vehicle service providers as well.

“The story really is that in the car 

business, we don’t always get to set the 

expectations of customers,” Ney observes. 

“Increasingly, expectations are being set 

by retail transactions that the customer 

is experiencing every day, and that spills 

over into their car [service] experience. 

Because I live in a world today where I 

can order a cup of coffee with an app 

and it is ready when I get there, the atti-

tude is why can’t the same experience be 

replicated with automotive service?”

When the study asked Canadian con-

sumers how they booked their automo-

tive service, some 6% said they scheduled 

their last service visit over the Internet. 

More than 14% said the Internet was their 

preferred means of scheduling service 

appointments going forward. Still, the 

majority of service operations still sched-

ule appointments by phone, with 74% of 

Canadian consumers reporting that the 

phone was the way most scheduled a 

service appointment. This seems a throw-

back to a bygone era when it comes to 

most people’s retail experiences today.

“So the vehicle service business now 

looks less and less like all of the other 

retail transactions that a customer has 

today,” adds Ney. “The connected service 

experience really is that top-to-bottom 

approach: being able to book the service 

easily and quickly online or through an 

app, having the parts there and having 

the vehicle serviced right away, and then 

being able to pay quickly online – essen-

tially, everything that I can do with my 

coffee experience, I want to do with my 

vehicle service experience.”

Aftermarket slow on telematics
Telematics is the key for making this con-

nected service experience happen, of 

making the servicing of a vehicle and the 

ordering of the needed parts from jobbers 

as seamless as ordering that Starbucks 

coffee. So why is it that the aftermarket is 

slow to jump on board?

A study put out by the National Automo-

tive Service Taskforce (NASTF) finds that 

some 30% of American independent ser-

vice operations are aware of telematics – 

BY TOM VENETIS
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significantly less than the over 60% of new 

car dealers.

“There are more cars coming off the line 

with telematics and more connected vehi-

cles will be coming onto the road every 

day,” says Malcolm Sissmore, country 

director Canada and North American sales 

director training, telematics, and tools 

with Delphi Products & Service Solutions 

Canada. “From a jobber perspective, the 

concern is that they will be left out of the 

ecosystem that is being created between 

the dealerships and the consumer.”

This is a sentiment that seems to be 

rather common. That same NASTF study 

finds that independents see telemat-

ics either as a way to push business to 

dealers, as a gimmick, or a new means 

whereby Big Brother can delve into a per-

son’s business. 

John Cochrane, owner of Cochrane 

Automotive, says that the biggest concern 

for both jobbers and independent service 

providers when it comes to telematics is 

the issue of it becoming a closed system. 

Jobbers and service providers are con-

cerned they will not be given access to 

telematics information, and as such, will 

not see the business benefits. Telematics, 

if it takes this path, will be used to drive 

the service and parts business to dealer 

operations, as they will be the only ones 

able to access and then use the informa-

tion provided by the vehicle’s systems.

This is such a concern that in 2013, the 

Automotive Aftermarket Suppliers Asso-

ciation (AASA) announced a series of 

studies on telematics and how it would 

impact aftermarket suppliers. In April of 

this year, the AASA held a meeting with 

industry experts to develop strategies 

and processes to “safeguard motorists’ 

freedom of repair choice as automotive 

technology advances.” Those attending 

the meeting came up with a four-step 

program for the aftermarket concerning 

telematics, to ensure that the aftermarket, 

at the independent service provider and 

jobber level, could take full advantage of 

the telematics revolution. 

 Common Goal: (Guarantee) access to  

 the vehicle, ensuring freedom of choice  

 to the motorist for vehicle service,  

 repair, and product selections

 Awareness: Drive awareness and  

 dialogue regarding the challenge of  

 ensuring freedom of repair choice in  

 light of new vehicle technologies

 Structure and Process: Create the  

 structure and process for collaboration  

 to develop solutions to the challenges  

 of freedom of repair choice

 Training and Certification: Train tech- 

 nicians and certify independent shops  

 to access vehicle data while protecting  

 privacy

Cochrane adds that if telematics infor-

mation can be freely available to inde-

pendent service operations and jobbers, 

then both will be able to take advantage 

of telematics for their respective busi-

nesses. However, for that to happen, both 

will have to make some fundamental 

changes to how they operate. At the shop 

level, there will need to be improvements 

to communications with vehicle owners, 

and steps to ensure that a vehicle owner’s 

privacy is protected.

“They will have to improve the security 

of their internal shop systems, because 

as cars become more sophisticated, we 

will see a change in how we communi-

cate with the vehicle,” Cochrane points 

out. “As communications become less 

‘hard-wired’ and more wireless, the ability 

to hack will likely increase. Your shop’s 

security will have to improve to ensure 

that security is maintained and your cus-

tomer’s privacy is protected. Our facilities 

will have to improve as well in order to 

compete with the dealership operations. 

If your facilities are not up to the stan-

dards of what the dealerships have, you 

will have real issues to contend with.”

This is something the J.D. Power study 

found was important to Canadian cus-

tomers. The study found that customers 

expect that service advisors are con-

nected and use up-to-date systems to 

communicate with them and to access 

and provide accurate service information. 

Some 21% of customers reported that 

their service advisor used a tablet device 

during the service visit, which in turn 

increased the confidence of the customer 

in the service advisor’s work and advice. 

That increased confidence then translates 

into a greater acceptance of the service 

advice, which means more parts sales.

Nick Bintas of Spark Auto adds this 

shows that both service operations and 

jobbers need to begin seriously incorpo-

rating telematics into their businesses. 

“As more and more telematics vehicles 

are on the road and come off the war-

ranty period, I believe jobber manage-

ment systems will have to have in place a 

system where we will be able to receive 

[telematics] information from the service 

provider,” Bintas continues. “And the ser-

vice provider’s management systems will 

need to have the capabilities of connect-

ing to the customer’s vehicle.”

Bintas adds that the beginnings of 

incorporating telematics into his jobber 

business have already started to happen. 

Spark Auto’s online store is now paired 

with an app that allows the service pro-

vider to scan a vehicle’s VIN number and 

to order needed parts directly from a 

smartphone. But there is still a long way 

to go. Many shop management systems 

are still not capable of taking telematics 

information from a vehicle and passing 

that onto a jobber to streamline parts 

ordering and to ensure the correct parts 

are ordered and delivered. Jobber sys-

tems also need to be updated to take that 

telematics information, and to use it to 

better manage inventories and deepen 

relationships with service operations.

According to Bintas, “I believe we are 

still a few years away, but it’s a good time 

to start thinking about it.”   JN

“From a jobber perspective, the concern is that they 
will be left out of the ecosystem that is being created 

between the dealerships and the consumer.”MALCOLM SISSMORE, COUNTRY DIRECTOR CANADA AND NORTH AMERICAN  
SALES DIRECTOR TRAINING, TELEMATICS AND TOOLS, DELPHI PRODUCTS  

& SERVICE SOLUTIONS CANADA
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CORPORATIONS TODAY KNOW 
THAT DATA IS KING.

Major companies are spending 

increasing amounts of money on 

what is commonly called Big Data, and 

on advanced analytics. Corporations will 

collect and then mine vast quantities of 

consumer data to find new sales opportu-

nities, to drive growth, and in some cases, 

predict consumer behaviour. Corporate 

behaviour, services, and products will be 

changed on what is discovered by this 

endless data mining. 

But what about jobbers? Is there a way 

you can use today’s newest software to 

do the same thing for your business – 

find and mine data that can drive your 

business forward by finding new sales 

opportunities? 

Getting the right software
While Big Data sounds like it is something 

for major firms with deep pockets, in fact 

jobbers today have the same technology 

available to them. Many aftermarket 

business and customer management 

solutions now provide the means for 

jobbers to get the same kinds of business 

advantages that major corporations have 

been seeing with their Big Data and 

analytic solutions.

“Jobbers should be able to count 

on their technology provider for data 

and related solutions that help them 

make smarter purchasing decisions, 

improve their inventory turns, reduce 

lost sales, price their products more 

competitively and profitably, expand 

into new categories and markets, 

reduce their labour expense, and free 

up significant time, so they can focus 

on growing rather than managing their 

businesses,” says Scott Thompson, vice-

president, automotive, analytics and 

content Americas, with Epicor Software 

Corporation. 

To get those advantages means an 

investment in the right software. Many 

jobbers are still working with older 

solutions that will not give them the 

Your solutions provider should offer the 
embedded analytics and add-on solutions 
you need to understand what the data 
can tell you. SCOTT THOMPSON, VICE-PRESIDENT, AUTOMOTIVE, ANALYTICS  

AND CONTENT AMERICAS, EPICOR SOFTWARE CORPORATION

http://www.autoserviceworld.com
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BY TOM VENETIS

flexibility or analytics tools to do the 

kinds of data collection and mining that 

bring business advantages. So jobbers 

need to take a hard look at what they 

have, and to replace or upgrade those 

systems.

“The first step is to determine if your 

technology – meaning your business man-

agement software, e-catalogue, connec-

tivity, and analytics tools – is up to date,” 

continues Thompson. “If you are relying 

on IT solutions that are 10 years old or 

older, your opportunities to fully lever-

age data are rather limited. In fact, you’re 

probably working a lot harder than neces-

sary, not only to access and analyze  

business-critical data, but simply to com-

plete a wide range of common business 

processes. And that doesn’t leave you 

much time to focus on ways to grow your 

business and make more money.”

It is about the analytics
Al Neal, vice-president of sales with MAM 

Software Inc., agrees that jobbers will 

only get the full advantage of their data 

if they have the right software with the 

right analytics tools. Outdated software 

will slow them down and hit the bottom 

line as counterpeople find themselves 

spending more time managing the 

system, struggling to get information, and 

doing seemingly simple tasks, rather than 

using software that helps them focus on 

the business and find new opportunities 

for growth.

“[Current software] affords them access 

to their data and improved business 

processes that are not available on older 

technology systems,” Neal explains. “For 

example, retrieving an old invoice for a 

customer used to be an impossible task 

for the guy answering the phone. The 

counterman now can retrieve an invoice 

copy and email that invoice to the 

customer within seconds. Searching for 

records is another area where technology 

has improved in recent years. Finding a 

customer record is often a challenge for a 

counterman. Old technology often limits 

their searches to the first word in the 

customer’s name, which can be difficult 

at times.”

“The role of software for a jobber store 

is to automate as many business functions 

as possible, from order processing, stock 

control, and replenishment, to pricing 

and accounting and sales reporting, so 

that the things that require the interven-

tion of a person are much more easily 

dealt with,” says Greg Ford, president of 

Rinax Systems Ltd. “Jobbers are unique in 

many respects, and the requirements they 
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have for software are unlike many other 

distribution companies, whose primary 

function is complete when the product 

is out the door. Jobbers have a far more 

extensive service component to their 

offering, in helping customers identify the 

part or product they require, for example, 

or accepting returns at a higher rate than 

most distributors and tracking and credit-

ing core returns.”

Because a jobber’s business is unique, 

the kinds of software analytics that 

the software offers becomes of critical 

importance. Jobbers need to have tools 

that will let them extract actionable 

business information that will give them 

insights as to what is happening with their 

business and to spot trends or changes in 

their customers’ buying habits.

Steve Gill, sales, marketing and training 

with Autologue Computer Systems Inc., 

gives a specific example of the kind 

of analytic that can be performed by 

using sales performance and product 

ics embedded with our Epicor Eagle 

for the Aftermarket and Epicor Vision 

business management software,” contin-

ues Thompson. “Our Compass business 

analytics solution enables users to easily 

access, manage, and view hundreds of 

reports in spread sheets, gauges, dash-

boards, and other formats.”

What analytics should provide to the 

jobbers are a set of business building 

tasks that Thompson summarizes as such: 

 Identifying and addressing emerging  

 problems at the customer level, such  

 as declining sales by category, brand,  

 or part number

 Reducing inventory spend and  

 improving sell-through by forecasting  

 product demand by part number  

 within your market area(s)

 Tracking and reducing returns

 More accurately predicting the  

 product demand lifecycle, which  

 can help you buy more when a part is  

 rising in popularity and scale back just  

 as demand begins to decline

 Identify your top performing customers  

 and employees, and more  

“Business managers can now get a 

thumbnail sketch of their business on 

demand, on one screen, and be alerted to 

problem areas at a glance, with the ability 

to dig deeper as needed,” says Rinax’s 

Ford. “For example, the new ‘dashboard’ 

feature allows you to see, on one screen, 

total daily sales (profit and gross margin) 

for each day going back ten days as well 

as month-to-date sales versus prior year 

month-to-date sales on a graph, along 

with the corresponding graph for gross 

margin; as well as year-to-date sales versus 

prior year-to-date sales, along with the 

corresponding graph for gross margin. 

An additional graph shows the variance 

percentage for each of the above.

“When analyzing sales, most jobbers 

find it meaningful when they can compare 

customer sales history by month, so that if 

sales either taper off or increase, they can 

contact the customer and take the appro-

priate action, one way or the other. If the 

same reporting is broken down by prod-

uct line or even by part, a jobber can find 

out which lines a customer isn’t buying 

and see if sales opportunities exist. These 

reports can also highlight margins to deter-

mine if a pricing adjustment is needed on 

movement data and linking that to a 

jobber’s inventory.

“Using this data allows the jobber/

distributor to tailor their inventory as well 

as give their sales staff the information 

they need to address issues before they 

become a problem,” Gill says. Using the 

e-commerce CRM tool that comes with 

Autologue’s systems, eSalesBi/CRM, can 

give sales and counter staff “a way to 

see a customer’s performance, such as 

downward trending purchasing, stopped 

buying for X number of days, or excessive 

returns. This is based on data from the 

close of the previous day’s business. 

Customers using it have reported large 

increases in salesperson productivity 

because of the instant data availability, 

giving them the capability of discussing 

problems before they get out of hand.”

Epicor’s software contains several ana-

lytic tools so that jobbers can leverage 

data and improve business performance. 

“These include the advanced analyt-

gem-car LOOKS TO SIMPLIFY 
PARTS ORDERING, INSPECTIONS
Bob Worts, vice-president of sales and business development with Gem-Car, a 

developer of shop management software, says service operations today can learn a 

lot from how jobbers are starting to mine data for business opportunities. Too many, 

however, are not using their shop management software to do that, missing chances 

to grow their business.

“I ask people about their existing database and how many customers do they have 

in there,” Worts says. “They will say some four thousand. But how many do you see 

on a regular basis and how many times do you see them in a year, I will ask. Many 

can’t say.”

Worts says what is happening is that service operations are making two kinds of 

mistakes, thereby missing sales opportunities. While they may have four thousand 

customers in that database, they cannot say how many of those vehicles have been 

inspected or how many of those vehicles have had reminders for follow-ups. 

“It does not seem they are doing regular inspections or tracking of the inspections 

or using their software to create reminders or to mine for information that can help 

them generate sales,” he adds.

Gem-Car’s software is made to guide a service operation to collect critical 

vehicle inspection information and then to track service history and mine for other 

information that can help a service operation generate future business.

“The successful shops will insist on inspection and then use their software to 

prepare reports and to track customers so as to drive new business into the shop,” 

Worts adds. “Our software will even automate service reminders and pre-book and 

order parts from their preferred jobber.”

http://www.autoserviceworld.com
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a particular line for a specific customer.”

Using sales reports to uncover trends 

in sales compared to stocking levels can 

also tell a jobber if stocking levels need to 

be adjusted according to demand. After 

all, an integral component of promoting 

sales is having the right stock on the shelf, 

Ford adds.

Gathering the right data
There is an old expression in computer 

science: garbage in, garbage out. It means 

that if you don’t input the right data or 

if you input the wrong data, all you are 

going to get is junk coming back. Many 

jobbers often do not know what kinds of 

data they need to capture in order to get 

a real business advantage. 

Knowing that this is a challenge, after-

market software providers have moved 

to creating systems within their software 

offerings that guide counterpersons to col-

lect information that can be used with the 

analytic tools provided.

“Being able to collect data is just one 

part of the challenge,” says Epicor’s 

Thompson. “Your solutions provider 

should offer the embedded analytics and 

add-on solutions you need to understand 

what the data can tell you. These tools 

are available in our Epicor Eagle and 

Epicor Vision solutions, each of which 

offers a broad array of structured and 

customizable reports built around a 

business’s operating data. Many Epicor 

customers also use our Compass analytics 

to develop an almost unlimited range 

of reports that can be easily tailored to 

their businesses. Every business owner 

has his or her preferred ways to track 

performance, and Compass is an ideal 

solution for these professionals.

“In addition, Epicor Vista Industry 

Analytics are built around our industry-

wide data warehouse, which enables 

distributors and jobbers to benchmark 

performance against thousands of peers 

across North America. How can you 

know that you are underperforming in the 

rotating electrical category, for example, 

unless you understand how similar 

businesses are doing?  How can you 

isolate and apply proven best practices 

without the knowledge of what’s working 

best in other enterprises like yours? These 

and countless other growth-specific 

JOBBER NEWS / NOVEMBER 2016 |www.autoserviceworld.com 23

 The role of software, for a jobber  
 store, is to automate as many  
 business functions as possible, 
from order processing, stock control, and 
replenishment to pricing and accounting 
and sales reporting, so that the things that 
require the intervention of a person are 
much more easily dealt with.

– GREG FORD, PRESIDENT, RINAX SYSTEMS LTD.

Removes dirt, 
mother nature’s 
window tint.
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questions can be answered by leveraging 

our aftermarket data pool.”

“A good computer system automatically 

captures data during the day through 

transactions such as invoicing, 

purchasing, and receiving, payments to 

receivables and so on, and reports on 

it to any level of detail required,” adds 

Rinax’s Ford. “As a matter of fact, one 

of the fundamental differences between 

a system designed for jobbers and one 

that is not is the quality and quantity 

of data captured. For example, a basic 

accounting and inventory system may not 

have a provision for cores and the data 

related to cores may have to be recorded 

manually. Other examples may be special 

http://www.autoserviceworld.com
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charges like environmental handling 

charges on batteries and filters, or the 

sales of parts to different vehicles for one 

customer, such as a fleet customer. 

“Of course capturing the cost and selling 

price of each part is essential in calculating 

gross margins, or producing ‘price over-

ride reports’ if staff have been approved 

to override the price of a part on a sale. 

Standard reports should include sales by 

customer by day/month/year, YTD, LYTD 

for comparative purposes, broken down by 

individual part or by product groups. There 

is some data that requires input from staff 

– for example, recording ‘soft or hard lost 

sales,’ which can be as simple as one key-

stroke or inputting comments on a custom-

er’s accounts receivable record, which is 

important for keeping track of a customer’s 

payment history.”

Autologue’s Steve Gill says that one 

reason why many jobbers often cannot 

get useful information out of their systems 

is that many find the new software 

daunting. They are so flexible and 

powerful that some are confused as to 

how to use it correctly, or even what all 

the features and capabilities are. 

“Most users are not sufficiently familiar 

with their software and its capabilities,” 

Gill continues. “Autologue has been 

building eTraining, eLearning, and 

eKnowledgeBase websites that offer 

pre-recorded webinars, PowerPoint 

presentations, instruction manuals, and 

videos with customers and trainers, which 

will include sections for each of their 

products. This will offer the customer a 

way to learn more about their system, on 

their own time schedule.”

MAM Software’s Neal says that he has 

seen two common mistakes when job-

bers first begin using such software: the 

first is that jobbers often use the software 

to run the company, but do not use the 

software to manage the company. “They 

are caught working ‘in’ their business and 

not ‘on’ their business. It is an easy trap to 

fall into, because they are extremely busy 

meeting daily requirements and they are 

not able to take a step back and ask how 

they can improve their operation. Their 

time is spent putting out fires, instead of 

creating a business that is a little bit more 

fireproof. They pay a price of not leverag-

ing the information available to them in 

their inventory and selling strategies.”

Neal adds that to help them with this, 

his company offers on-site training for 

the software and consultants can come 

whenever a jobber and its staff needs 

additional training on new features.

“The second big mistake I frequently 

see is jobbers settling for older technology 

because they do not want to invest in 

new technology,” Neal continues. “Any 

software can print an invoice and build a 

stock order. Based on that, they often stay 

too long on their existing system or buy a 

‘new’ system from the same generation as 

their old one, because it is less expensive. 

In these situations, they often pay a far 

higher price, as they are limited in options 

and are missing key tools that could help 

them build their businesses and remain 

competitive going forward.”

Connecting with your customer
One reality that all jobbers face today is 

that more service operations are turning 

to online parts ordering. This puts added 

pressure on jobbers to somehow retain 

a service operation’s loyalty, when many 

can now go online and look at multiple 

jobbers to compare prices, inventories, 

and delivery times.

Epicor’s Thompson says that many 

software providers now are turning to 

offering turnkey e-commerce solutions 

so that a jobber’s electronic catalogues 

and inventory information can be 

tied to a service operation’s business 

software. “Epicor offers the Epicor Parts 

Network, formerly Internet AutoParts, 

which connects more than 200,000 

registered buyers with over 30,000 sellers 

(distributors and jobbers). We also have 

integrated EPN, AConneX, to provide a 

single, comprehensive B2B eCommerce 

solution for distributors and jobbers and 

their professional accounts.

“In addition to B2B eCommerce, we’re 

helping distributors and jobbers establish 

turnkey business-to-consumer (B2C) 

e-stores, again tied to our electronic 

catalogue data and integrated with our 

customers’ business software. We can 

help a jobber go live with an e-commerce 

store in just a matter of weeks, and it can 

be very affordable,” continues Thompson.

“It’s not uncommon now for jobbers to 

transact 57% or more of their wholesale 

business online,” adds Rinax’s Ford. “The 

traditional factors that promote loyalty, 

such as parts availability and speed of deliv-

ery, are still vital if price is competitive, but 

an online parts ordering website that’s easy 

to use and provides good information can 

set you apart. Most importantly, the online 

presence has to be fully integrated with the 

jobbers’ in-house inventory and pricing, 

specific to the individual customer, which 

will ensure that the transaction is fast and 

accurate and automatically generates a 

pick-ticket and/or invoice for order pro-

cessing and delivery/pickup. The software 

needs to have tools that allow the jobber to 

categorize and group parts and show alter-

nate lines of parts if the primary brand is 

not available.”   JN

 One reality that all jobbers  
 face today is that more  
 service operations are turning 
to online parts ordering. This puts added 
pressure on jobbers to somehow retain a 
service operation’s loyalty, when many 
can now go online and look at multiple 
jobbers to compare prices, inventories, 
and delivery times.
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exceeds  
VOLVO SUPERTRUCK  

EFFICIENCY TARGET 

Volvo Trucks North America recently 

unveiled the fruits of its SuperTruck 

program, capping a five-year development 

project that ultimately eclipsed its freight 

efficiency benchmarks by more than 75%.  

Through a combination of advanced 

aerodynamics and vehicle and powertrain 

technologies, the Swedish-engineered 

SuperTruck achieved a freight efficiency 

improvement of 88% – exceeding the 

50% improvement goal set by the U.S. 

Department of Energy (DOE) SuperTruck 

program.

The tractor-trailer concept combina-

tion vehicle also boosted fuel efficiency 

by 70%, exceeding its 12 mpg (19.6 L 

/100 km) target. Some test runs showed 

more than 13 miles per gallon (18 L /100 

km), and powertrain brake thermal effi-

ciency reaching 50%. The baseline for 

thermal efficiency is about 42%, meaning 

SuperTruck converts about 8% more of its 

fuel to usable power.

While SuperTruck itself will likely never 

reach production, many of the technolo-

gies implemented during the project are 

already on the highway. The 2016 VNL 

models feature a revised bumper design 

that was developed by the project, and the 

2016 VNL 630 and 670 each got a flared 

chassis fairing. Also for 2016, the VNL 670 

received a more aerodynamic roof profile. 

“These changes in design led to a 3.5% 

fuel economy savings,” says Göran Nyberg, 

president of Volvo Trucks North America.

“We looked at the SuperTruck project as 

a knowledge accelerator,” adds Nyberg. 

“What learnings could we take out of the 

project to bring it to our customer?”

“As much went into [SuperTruck] 

engine redesign as in the truck redesign,” 

says Pascal Amar, principal investigator for 

the project. “Every part was redesigned, 

“Interactions between trailer 
and tractor are a lot more 

complex than we thought they 
were. We realized, five or ten 
years out, that trailers would 

look a little different, so we 
started [to design] from the 

back of the truck.”

[or] optimized if there was room to opti-

mize. All these technologies were studied, 

evaluated, and tweaked [on SuperTruck].”

 

Designed from the rear forward
SuperTruck was designed for the “trailers 

of tomorrow,” but Amar says Volvo didn’t 

focus on alternative composites or trailer 

designs, rather honing their attention on 

boosting aerodynamics on a common 

53-foot design.

“Interactions between trailer and tractor 

are a lot more complex than we thought 

they were,” Amar says. “We realized, five 

or ten years out, that trailers would look 

a little different, so we started [to design] 

from the back of the truck.”

Amar says the group focused on gap, 

tail, roof, and skirt fairings and how the 

air interacted with them while moving 

down the sides of the combination.

“Once we had the most aerodynamic 

trailer we could find, we moved on to the 

tractor,” he says, noting the end result was 

a combination unit that provided 40% less 

drag.

 

Exterior design
Volvo’s aerodynamic SuperTruck has 

a shorter front end than conventional 

trucks on the road today, and the hood 

features a sharp downward slope. 

Lightweight fairings run the length of the 

tractor and trailer, and cameras have 

replaced rearview mirrors – a small detail 

that offered about a 1.5% efficiency 

improvement.

Volvo redesigned the chassis using 

almost entirely aluminum, which halved 

the chassis weight and contributed to an 

overall tractor-trailer weight reduction of 

3,200 pounds (1,451 kilograms).

Amar says designers found through the 

development process that a low-slung 

bumper designed to force air underneath 

the truck and trailer didn’t provide much 

benefit. In turn, engineers then focused 

on designs that threw air around the 

tractor and side fairing of the trailer.

The SuperTruck concept vehicle also 

features top-of-cab solar panels, which 

provide power to the battery and interior 

lights. A fully integrated hotel load power 

system provides temperature control 

and power for 14 hours without idling or 

depleting the batteries.

While Nyberg says the VNL “body in 

white” was mostly maintained in order to 

save time and ensure structural integrity, 

everything else – including the front end, 

the cab exterior pieces, the chassis fairing, 

and the roof – were completely redesigned 

to maximize the aerodynamics of the 

tractor-trailer combination.

While designers wanted to stick with 

the cab’s existing structural architecture, 

SuperTruck’s cab sits three inches taller 

than a traditional VNL, and the cab is 

moved forward about eight inches. Bunk 

windows, which Amar says were a source 

of lost heating and cooling, are gone.

 

SuperTruck power train
An enhanced version of Volvo’s I-See, a 
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new feature that memorizes routes and 

uses that knowledge to optimize cruise 

speed and keep the I-shift automated 

manual transmission in the most fuel-

efficient gear possible, was an integral 

part of the fuel efficiency gains seen 

during SuperTruck on-road testing.

Another key part of the overall efficiency 

gain is the downsized 425 horsepower 

Volvo D11 engine, which features 

advanced fuel injection, cooling, oil, and 

turbo-charging systems, as well as new 

“wave” pistons and other improvements.

The SuperTruck powertrain includes 

a complex Rankine waste-heat recovery 

system, which converts heat normally 

wasted in exhaust into torque, boosting 

fuel economy by helping to power the 

vehicle.

 

Performance with purpose
Nyberg says it was Volvo’s goal to 

boost the efficiency of the truck using 

technologies that could eventually be 

rolled out into the marketplace.

“The cost of capital will always drive 

the solution,” he adds. “We wanted to 

meet the targets with technologies that, 

realistically, we could commercialize on 

tractors going forward.”

For example, while other SuperTruck 

participants prominently featured some 

type of hybrid system, Amar says Volvo 

didn’t think it was worth the money or 

effort. Also, working with suppliers and 

academic partners, the team explored 

the performance and safety of a number 

of lightweight materials. While some of 

these, like recycled carbon fibre, were not 

used in the SuperTruck, Armal says the 

knowledge gained in material science will 

be applied to future programs.

SuperTruck II: the sequel
Volvo’s SuperTruck gains were made 

against a 2009 base model VNL that aver-

aged 7 miles per gallon (33.6 L /100km), 

and the company was charged by the DOE 

with boosting freight efficiency by 50%.

 After exceeding that goal, the DOE 

selected the Volvo to participate in its 

SuperTruck II program, which will target 

a 100% improvement on a ton-mile-per-

gallon basis, and a powertrain capable 

of 55% brake thermal efficiency over the 

2009 baseline.

U.S. Secretary of Energy Dr. Ernest 

Moniz says the goal of the SuperTruck 

program, and its millions of dollars 

in grants, is to accelerate adoption of 

efficient technologies that can improve 

both emissions and freight efficiency.

“We’re still working on SuperTruck,” 

Amar says. “The testing hasn’t stopped 

despite the fact the DOE contract ended 

in June.”

SuperTruck II is expected to include 

light-weighting technologies and focus 

on driver efficiencies, as Volvo looks to 

squeeze even more efficiency from the 

most efficient package the company 

has ever produced. “There aren’t any 

low-hanging fruits anymore,” Nyberg 

says. “We’ve generated so much more 

innovation through the project,” Amar 

says, “it just keeps on going.”

Volvo’s SuperTruck II plans
Volvo Group has outlined how it plans 

to use $20 million in federal funding 

to further the freight-moving efficiency 

of heavy-duty trucks as part of the 

SuperTruck II initiative.

Volvo Group said its team of research-

ers and engineers will use alternative 

engine designs and an integrated system 

approach to build a lightweight trac-

tor-trailer concept that will exceed the 

freight efficiency goal of 100% improve-

ment on a ton-mile-per-gallon basis com-

pared to a 2009 baseline. The team is also 

tasked with demonstrating a powertrain 

capable of 55% brake thermal efficiency. 

Volvo Group and its partners will match 

the development funds dollar for dollar.

To achieve these goals, the company 

plans to leverage its experience in vehicle 

development along with established 

partnerships with advanced technology 

and trailer equipment vendors.

The U.S. Energy Department announced 

up to $137 million in investments for 

two programs designed to develop next-

generation fuel-efficiency technologies 

in commercial and passenger vehicles, 

including more funding for SuperTruck II.

“These investments will accelerate 

the development of innovative vehicle 

technologies that will save businesses 

and consumers money at the pump, cut 

carbon emissions, and strengthen our 

economy,” says David Friedman, acting 

assistant secretary. “SuperTruck II builds 

on the successful SuperTruck I program, 

which has already led to more than 

20 fuel-saving technologies that have 

reached the commercial market.”

Other SuperTruck II projects
Other manufacturers being funded as 

part of the SuperTruck II initiative are 

Daimler Trucks North America, Peterbilt, 

Cummins, and Navistar.

Cummins will design and develop a new 

more-efficient engine and advanced drive-

train and vehicle technologies. By reduc-

ing drag and rolling resistance, Peterbilt 

will work with Cummins to improve aero-

dynamics by 15% in all wind directions to 

gain up to 7.5% better fuel economy. 

Peterbilt said it will also improve effi-

ciency through auxiliary systems, such as 

air compressors, power steering pumps, 

and cooling pumps. To reduce rolling 

resistance, Peterbilt will team with tire 

manufacturing partners to investigate 

alternative compounds and tire configura-

tions for optimized surface contact.

Daimler Trucks North America will 

develop and demonstrate a tractor-trailer 

combination using a suite of technologies 

including active aerodynamics, cylinder 

deactivation, hybridization, and the elec-

trification of accessories.

Navistar will design and develop a vehi-

cle and powertrain with electrified engine 

components that can enable higher 

engine efficiency and a significantly more 

aerodynamically re-engineered cab.  JN

“The cost of capital will 
always drive the solution. 
We wanted to meet the 
targets with technologies  
that, realistically, we 
could commercialize on 
tractors going forward.”

BY STEVE PAWLETT
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Along with the top social media platforms we discussed  

last month – Facebook, LinkedIn, Twitter, and YouTube –  

there are a number of newer, smaller or more niche-oriented 

platforms that might be worth investigating as well. Some, such 

as Google Plus, while taking a backseat for a while, are still 

creating thriving communities around products and/or services. 

Others, such as Instagram, may not provide immediate business 

results, but are useful for building a community or adding a 

sense of fun to your communications.

Pinterest
If you think of Pinterest as just a vehicle for pretty pictures or 

crafts how-tos, you’re missing out on a useful and potentially 

lucrative new platform. By October 2015, Pinterest boasted 

some 100 million followers, and has the distinction of being the 

fastest-growing social media platform in history. 

Pinterest does one thing, and does it very well: “boards” 

consisting of pictures and links on focused topics, offering a 

front door, so to speak, to more detailed media such as your 

Facebook page or website. It’s 100% visual, which makes it 

irresistible; users tend to linger and are open to discovering  

new information. That makes it especially good for retail 

products and specialty marketing; think of it as a billboard 

for your website (or other media) that delivers new potential 

customers with a mere click.

Granted, because its first successes were in women-facing 

interests such as décor, crafts, and family and wellness issues, 

an estimated four-fifths of regular users are women. But you 

might view that as a huge, potentially untapped audience for 

products and services of all kinds, from premium wiper blades 

and headlights to repairs and maintenance, to retail sales.

 Pros: Pinterest represents a huge, mostly untapped venue  

 for new customers, especially but not exclusively women. 

Followers tend to be highly motivated to read and repin (i.e., 

share) your posts, and to click on embedded links. You can use 

it as a standalone form of social media, such as illustrated posts 

with text, or use it as a billboard with links back to your website 

or other media. 

 Cons: It might take a while to build an audience for your  

 Pinterest boards. As you get established, it might help to 

boost your audience through promotion and links from 

other media. And analytics capabilities, at this stage 

anyway, are minimal.

 

Instagram
Instagram received early success as the platform 

our kids escaped to after all the old fogies like us 

discovered Facebook. Like Pinterest, it’s purely (or 

primarily) visual – think of it as Twitter but with photos 

instead of text – and a great way to share photos easily and 

instantly. Instagram photos can be “liked” and commented 

upon, and tools such as Most Popular Accounts allow you to see 

what’s receiving the most views and traffic.

Instagram’s user count, as of June 2016, has surpassed 500 

million users and counting. Its primary business advantage is 

in the pure social networking aspect, perhaps as an adjunct 

to more direct social media, such as a Facebook page. The 

Washington Post once encouraged followers to post pictures 

of cherry blossoms during the city’s Spring Cherry Blossom 

Festival, and got hundreds of responses. You might find it useful 

for promoting contests or publicizing specials and promos.

 Pros: Instagram’s audience skews young, making it an  

 excellent way to reach millennials. It’s also great for 

building a social media community, through promotions and 

“shares,” and you can repost photos as well as generating 

original photos. It’s a great way to give a unique personality to 

your business as well – built-in filters can be used for everything 

from improving colour balance to adding a Groucho mustache 

to a picture of the company founder.

 Cons: Its uses as a direct business medium, at this  

 point, are limited; Instagram’s strengths are more social 

than commercial, although it’s great for promoting new 

products or sharing company news.

Google Plus 
Considering that Google reinvented the whole notion of search 

engines when it first appeared at the dawn of the Internet Age, it’s 

surprising that its own social media platform, Google Plus, isn’t 

more widely familiar. But then again, with up to 300 million active 

users, it may be the biggest platform you’ve never heard of.

Which platforms should you be on? 
(PART II)
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BY LUCIANA NECHITA, AIA CANADA, DIRECTOR, PUBLIC AFFAIRS AND MARTHA UNIACKE BREEN
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Google Plus has a number of powerful tools that other 

social media can’t match. Primary among them is its direct 

relationship with the Google search engine, and other Google 

products. This gives you access to excellent analytics and 

resources, and direct links to Gmail, YouTube (which Google 

owns), AdWords, and other media, to aid in integrated 

marketing operations. Because of its relationship with Google, 

Google Plus pages automatically appear at or near the top of 

Google search results – the search engine of choice for over 50% 

of users – making it peerless for delivering local search results.

Google Plus is making up for lost time with a number of 

unique tools, such as Circles, which lets you organize followers 

into categories such as Friends, Colleagues, Clients, etc., and to 

join (and start) targeted business groups. It seems to have found 

an early success with technical-minded people, and is growing, 

making it a good fit for aftermarket companies.

In November 2015, two new features, Collections and 

Communities, were added. Collections allows you to follow 

and share specific topics, giving you instant access to updates 

on subjects that interest you. Communities connects you with 

people who are interested in the same things you are. 

 Pros: Google Plus provides unparalleled access to  

 Google’s varied and powerful social media tools, 

including the Google search engine, to reach, build and mine 

data analytics of followers. Automatically places your page at 

or near the top of search results, making it excellent for local 

searches. Large technical-minded audience.

 Cons: Not as widely known (with general users) as of  

 yet, and some operations are more complex (or involve 

extra cost) than others.   JN

America’s leading international trade fair for the 

automotive service industry targeting trade visitors from 

the US & Canada

Exhibition: July 26-28, 2017    

Training: July 27-29, 2017

McCormick Place West, Chicago, IL

COMPETITION IS GOOD.   

BEATING THE COMPETITION  

IS BETTER.

Don’t just look - TEST OUT the newest 

equipment hitting the market

NETWORK with the manufacturers and 

suppliers producing these advancements

Get FREE TRAINING on the latest 

technology by industry’s top EXPERTS

www.AutomechanikaChicago.com

AMCHinfo@USA.MesseFrankfurt.com    

Automechanika Chicago and NACE 

have joined forces to serve the 

automotive service and collision repair 

industry in one cohesive event.

Next  
month: 
Secrets to 
creating a 
Facebook  
page that  
gets results.

Luciana Nechita is 

director of public 

affairs with AIA 

Canada; Martha 

Uniacke Breen is 

contributing editor 

of Jobber News
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WHY A DUE DILIGENCE REVIEW IS ESSENTIAL 

BY MARK 
BORKOWSKI

When you consider acquiring a business, it 

is essential that you engage a professional 

with the necessary expertise and experience to 

perform a due diligence review (DDR). This will 

always significantly reduce your risk.    

In a recent discussion with James Phillipson, a 

founding principal of Mastermind Solutions Inc. 

(www.MastermindSolutions.ca), he said, “I have, 

on many occasions, found sufficient evidence 

in the review process that resulted in my clients 

withdrawing from the deal. My findings convinced 

them of evidence of potential loss of their entire 

investment. In addition, there is often additional 

information that warrants an adjustment to the 

purchase price and the terms in the letter of intent.”

The letter of intent (LOI) sets out the key terms 

of the offer that includes the right to do a DDR. 

Even where the LOI is binding on the purchaser, a 

DDR is essential, as it provides the purchaser with 

a wealth of information about the business that 

reduces the risks in every acquisition and enables 

the purchaser to plan for the numerous aspects of 

the business they will soon be managing.

Your lawyers’ review of the legal documents 

and agreements should not be considered equal 

to or be replaced by a DDR. A DDR is much more 

comprehensive and reviews many strategic areas 

of the business.

A comprehensive DDR will cover all aspects 

of the business that are likely to entail risk for the 

purchaser. The review team leader will discuss 

with the purchaser the scope of the DDR, i.e., the 

aspects of possible concern that are to be covered 

or excluded. An extensive checklist will be utilized 

to ensure that nothing material is omitted.

It is not uncommon for the purchaser’s staff to 

participate in the DDR. In some cases, specific 

technical expertise is necessary to perform the 

review, or detailed information will be obtained 

to facilitate transition after closing. Also, the 

purchaser may want to include staff to manage the 

cost of the DDR.

The DDR commences with obtaining a list 

of documents and other material that can be 

anticipated. During the process, the reviewer will 

review documentation and provide copies thereof 

for the purchaser’s lawyers and other specialists, 

in preparation for the agreement of purchase and 

sale. In addition, the reviewer will often adjust the 

normalized earnings that have been used in the 

calculation of the purchase price and refine any 

forecasts that have been prepared by the purchaser 

of future earnings, cash flows, working capital 

required, and other key metrics.

In my discussion with Phillipson, he stated, “The 

savings in costs, combined with the benefits of 

having a list of issues that need to be managed, 

will exceed the cost of the DDR.”

The reviewer may find significant and unexpect-

ed issues that the vendor cannot quickly resolve. 

The purchaser will be provided with a report setting 

out the issues and the expected impact, along with 

possible steps to mitigate, e.g., renegotiate the pur-

chase price or abandon the acquisition.

How the vendor responds to issues found can 

have a material impact on the result as the items 

accumulate. The risk of the DDR continuing for a 

longer period than anticipated usually has a much 

bigger impact on the seller. It is common for the 

vendor and their senior staff to neglect day-to-day 

operations of the business, as they attend to the 

issues that arise out of a DDR. 

A DDR that extends over a period will maintain 

a vigilant eye on the key performance indicators 

of the business and if they start slipping, will 

provide fodder for the purchaser to renegotiate the 

purchase price to reflect those lower results and 

the increased risk to the purchaser.

A DDR is an essential part of the process in 

acquiring a business. A professional reviewer will 

always find issues by digging through the records 

and using their business experience. The result of 

the review will impact the purchaser by providing 

information to be used in finalizing the acquisition 

and facilitating a smooth transition and mitigating 

risk.   JN

money & management  |  

Mark Borkowski is president of Toronto-based Mercantile Mergers & Acquisitions Corporation. Mercantile specializes in 
the sale of Canadian mid-market businesses. He can be contacted at www.mercantilemergersacquisitions.com
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LIGHT.
From headlights to taillights and every light in between,  

Wagner® lamps and bulbs deliver high quality, lasting performance  

and safety. For your customers and your business.
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Give them peace of mind that lives up to the highest 

standards. Yours. Install the confidence of trusted 

performance with Elite® by Continental belts 

and hose, and recommend replacement before 

it becomes a repair. With a track record 

of proven results for more than a century, 

we make it our priority to keep your 

customers on the road. Just like you.

Learn how you can install confidence at continental-elite.com

The Elite® by Continental line offers a full range of premium belts, hose and 
accessories engineered for perfect OE form, fit and function on all makes and models.

Install confidence.

http://www.continental-elite.com

