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STUBBORN, HARD-TO-REACH FASTENERS  
JUST MET THEIR MATCH
All those fasteners in all those hard-to-reach places. The ones that bang your knuckles and  
make you angry. Yeah, those fasteners. Their day is done. Because you’ve got a new secret weapon.

VARIABLE SPEED TRIGGER & A HEADLIGHT
Also on hand to make the job easier: A built-in LED headlight to illuminate your work area  
(the better to avoid protruding bolts and the like) and a variable speed trigger for  
precise control. The CTR714. It’s a real 2-pound, eleven-inch powerhouse.

BEST-IN-CLASS SPEED & ALL THE TORQUE YOU NEED
Meet the CTR714 1/4" Drive MicroLithium Cordless Ratchet. It puts the force of 350 RPMs of 
free speed and the power of 35 ft-lb of torque right in your hands. All packed inside a compact 
tool with an over mold grip for comfort and control, tapered head for easy accessibility and  
2.0 Ah battery for longer run time. Stubborn fasteners don’t stand a chance.

Ask your Snap-on Franchisee or other sales representative for details. 
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Remember in the mid-1990s when
every business in Canada suddenly
realized it needed a mission statement?

There were urgent meetings in
boardrooms about the importance of
communicating the company’s core
values to customers. Committees and
workshops were formed, led by profes-
sional facilitators, to “distill” a loose
collection of guiding principles into a
25-word prose poem.

I have nothing against mission state-
ments, but I don’t think they’ll ever be 
as effective as a well-devised slogan,
that pithy little statement that fits on
the back of a business card, telling your
story in six words or less.

You already know what a good slogan
is. You can immediately attach the
brand name to some of the world’s best-
known slogans, like “Just do it,” “I’m
loving it,” and “Think different.”

If I tell you my car is “the ultimate
driving machine,” you know immedi-
ately what it is. And if I say I’m going to 
“the happiest place on Earth,” you’ll tell
me to say hello to Mickey.

That’s the power of a well-written
slogan. No wonder companies obsess
about them, working and reworking
them until they get them just right.
They’re among the most effective
forms of advertising, conjuring a brand
or a reputation in just a few well-
chosen words.

They can be cheeky, like the slogan 
for Fluke Transportation Group found 
on all of the company’s trucks: “If it’s
on time… it’s a Fluke.”

Or off-the-wall, like this slogan for an
auto repair shop: “Fast service… no
matter how long it takes.”

But its main objective is to differ-
entiate you from the pack. It needs to

explain not only what you do but what
makes you different. The best slogans
instill confidence, project compe-
tence, and invite a personal
connection.

Throughout the years, I’ve visited a
lot of auto repair shops with slogans
that truly capture their companies’
personalities in endearing ways. My
favourite is the one used at a Windsor,
Ont. tire shop for years: “Where
service, savings, and smiles happen
every day.”

I’d like to highlight some of the
cleverest slogans in our industry. Drop 
me a note and tell me how you came 
up with yours and how it defines your 
business.

If you don’t have a slogan, I’d
challenge you to give it some thought.
Better yet, ask your employees to
develop one for the company.
Guaranteed you’ll get some tongue-in-
cheek ones meant to get a laugh. But 
you might be surprised at how seriously
some will take the task, and how good 
their submissions will be.

If you’re really stuck, you can find
services that turn your hunt for a slogan
into an online competition among
professional writers and ad executives.
For the auto repair industry it has a few
pre-fab samples such as:

“We’re smiles ahead of the other
guys,” “Little town feel… big time
service,” “Your car deserves the best,”
and “We keep your motor running.”

Hey, it’s a start. 

Does your business operate under a
motto or slogan? Please send it to me
at allan@newcom.ca and I’ll add it to
my collection for a future story in CARS
magazine.

SERVICE NOTES

The best slogans instill confidence, project 
competence, and invite a personal connection.
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Metal fatigue most often 
causes wheel-offs…
Interesting article on wheel separations
(“7 Ways to Prevent Wheel-offs,”
September 2016). As Rob Nurse pointed
out, you can definitely find cases of
both overtightening and fatigue leading
to wheel separations. But in my expe-
rience, metal fatigue is the most
common culprit. Good reading!
Andre Bolduc
Impartex Inc.
Quebec City, Que.

… but could oiling the 
threads be a solution?
I’ve owned and operated an auto repair
garage for 40 years. Wheel-offs have
never been an issue. Volvo wheel studs
in the 1970s had threads that would curl
and jam, ruining the studs and nuts. The
remedy was oiling the threads.
Apprentices and workers over the years
have been instructed to always oil
threads. We didn’t ever want to see dry
rusty nuts or bolts on any cars. The
torque on a dry thread just isn’t the same
as an oiled one. We know most cylinder

head bolts need oil to torque properly.
Why not wheel lug threads? Could this
be the answer that has been overlooked
because it’s just too simple?
Peter Nielsen
Midland Import Car Centre
Midland, Ont.

GMC issue may be caused 
by plugged drain hole
I read the Car Side article in your July-
August 2016 magazine (Smoke Signals 
by Rick Cogbill). It was timely because 
I have friend who had that same
problem on a 2010 GMC. In the article, 
it says it has a PCV valve, so we phoned
GM to find out where it was located. 
They told us that it doesn’t have a PCV
valve. We figured there might be baffle 
plates inside the valve cover, and maybe
we were seeing a drain problem. See
the picture we took. When we stuck a 
screw driver down where the PCV

connects to the intake manifold, there
was almost a half-inch of oil there.
Dave Wipf
Lone Pine Colony
Staedtler, Alta.

Rick Cogbill responds:
Yes, the later-model GM V8s (after 2009)
use a fixed orifice in the driver’s side
valve cover for the PCV function, not a 
valve. I think the problem might be in
where the larger hole is placed. A new
updated valve cover now has moved the
larger hole forward and out of the way. 
You should be able to get the updated
valve cover at the dealership. Let us know
if it solves the problem!

Brighter bulbs? What about 
cleaner lenses!
Interesting story on the number of
drivers concerned about night driving
(AutoServiceWorld.com). I agree that
headlight performance is an issue. The
headlight lenses are often a problem
and they should be restored from time 
to time. I have a concern with manu-
facturer claims that installing brighter
bulbs will automatically put more light
on the road. If you use the same lens, 
you cannot extend the beam. By
installing brighter bulbs, you can
become the vehicle on the road with
annoying lights. It would be far better 
to install projector lamp assemblies or
HID assemblies which focus more
intense light where it needs to be.
Bob Ward
The Auto Guys
St. Thomas, Ont.

Change headlights  
when they age?
I’ve never heard of this before, and I’ve
been in the trade since we used kerosene
for lighting. (Just kidding!) But I’ve also
never seen that strategy suggested in an
owner’s manual. Why expect that the
public should know this? And exactly
how much does the light diminish over
what period of time?
Alan Gelman
GlennAlan Motors
North York, Ont.

LETTERS

EYESPY

The owner of this 2000 Mazda 
Protégé was concerned about 
the angle of the rear tire. When 
Sylvain Filiatrault at Garage B. 
Dagenais in Laval, Que. pulled the 
wheel, he found that someone 
had used a wooden block to 
hold an ill-fitting shock in pla e 
because the upper bolt would 
not fi . “By the way,” Sylvain writes, 
“check out the brake hose!” Lots of 
problems to fix he e.
Have an interesting picture to share?
Send a high-resolution image to
allan@newcom.ca

Temporary
fi es
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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.

Give them peace of mind that lives up to the highest 
 Install the confidence of trusted 

performance with Elite® by Continental belts 

and hose, and recommend replacement before 
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of proven results for more than a century, 
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Learn how you can install confidence at continental-elite.com
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Alberta’s proposed Bill 203 has been
shot down at government committee.

Education, not more regulation, will
better protect customers, politicians
from all sides agreed.

The controversial private member’s
bill was designed to regulate the auto-
motive repair industry in Alberta. It
had been under review since April 2016.

Sponsored by Edmonton-
Meadowlark MLA Jon Carson, it would
have required repair shops to provide 
estimates before starting work, and
offer warranties of 90 days or 5,000 km,
whichever came first, on parts and
labor. Furthermore, and perhaps most
concerning, shops would not be
allowed to charge for estimates or the 
diagnostic time that went into
preparing them.

After hearing from the Canadian
Independent Automotive Association
(CIAA) and the Recreation Vehicle
Dealers Association of Alberta (RVDAA),
among others, Calgary-Lougheed MLA
Dave Rodney moved to not recommend
Bill 203 for second reading by the provin-
cial government.

It was the decision CIAA had hoped 
for, said the association’s executive
director Art Wilderman. Bill 203 dupli-
cated consumer protection measures 
that were already in place, he said, and 
it put unrealistic constraints on the
automotive repair industry.

Rather than legislating changes to 
the auto repair process, the committee
recommended that the government
work with the Alberta Motor Vehicle
Industry Council and others to design 
an educational campaign aimed at
consumers.

CIAA member Nancy Suranyi of
Namao Automotive in Namao, Alta.,
said education can go a long way to
making customers feel comfortable
when bringing in their vehicle for
repair.

The bill, she told the committee, does
not address what the real problem is 
and where the largest impact could
actually be made, which is consumer 
education.

“The legislation already exists,” she 
said. “We’re regulated and have rules 
we abide by. The problem is that
consumers don’t know that, nor do they
know what to do or where to go when 
a problem occurs.”

It seems few, she added, know about
current protections in place under the
Fair Trading Act.

“To make a difference, we need to
educate and inform Albertans. If they’re
equipped with the knowledge of the
FTA and AMVIC, then it empowers
them every time they step into one of 
our shops or dealerships, not only for 
their service and repair experience but
also for their car-buying experiences 
as well.”

The RVDAA’s Ross Hodgkins agreed.
“It comes back to educating the
consumer,” he told the committee. “The
consumer doesn’t know the protection
they have.”

He added that “it’s painfully obvious
that the consumer is not aware of what
the Fair Trading Act provides us as
consumers and consumers at large in
terms of protection, whether it be for 
advertising, whether it be for repairs, 
whether it be for different aspects.”

NEWS

PREMIUM SHIM TECHNOLOGY*

ULTRA-PREMIUM FRICTION MATERIAL

BRAKE LUBRICANT

WIRE WEAR SENSOR*

SENSORY LOCKING PLATE*

© 2017 Tenneco Automotive Operating Company Inc. 

*Where applicable.

INSTALLATION HARDWARE

BRAKE PADS

monroebrakes.com

Controversial Bill 203
scrapped in Alberta
Government committee 
tosses out reforms aimed at 
making auto repairs ‘fairer’ 
for consumers.

By Adam Malik
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The Michigan-based Center for
Automotive Research (CAR) is warning
that tens of thousands of auto industry
jobs are in the balance, as U.S. president
Donald Trump weighs the future of the
North American Free Trade Agreement
(NAFTA).

CAR has released a “NAFTA Briefing”
which analyzes trade benefits to the 
automotive industry and potential
consequences of withdrawal from the 
agreement. It concludes that 6,700
assembly jobs could be lost across the 
continent if the trade deal is radically 
changed.

And that’s just the start.
Lost import sales could translate to 

a loss of about 20,000 parts jobs in the 
U.S., and the rising cost of parts
imported from Mexico and Canada
would mean an additional 11,000
assembly jobs lost.

The North American Free Trade
Agreement “allows automakers to take
advantage of best cost production and 
lower supply chain risk, thus ensuring 
automotive production remains in
North America,” the report said.

Furthermore, it added, “any move by
the United States to withdraw from 
NAFTA or to otherwise restrict auto-
motive vehicle, parts and components
trade within North America will result
in higher costs to producers, lower
returns for investors, fewer choices for 
consumers, and a less competitive U.S.
automotive and supplier industry.”

The report lists China, Japan and
South Korea as viable alternatives to
replace Canada and Mexico as top
suppliers to the U.S. for parts.

In Canada, the Automotive Industries
Association of Canada (AIA) said it
takes no position on the matter, but it 
has published an information paper
called, What’s next for NAFTA? which 
offered an overview of factors that
could influence the fate of NAFTA.

The paper included an excerpt from
an April 2008 article from Policy
Options, a public forum division of the
Institute for Research on Public Policy
in Montreal. Its noted this isn’t the first

NEWS

Thousands of jobs at risk if NAFTA killed
AIA Canada offers 
backgrounder on what U.S. 
president Trump calls ‘the 
worst trade deal in history’

By Adam Malik
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Ford wants a piece of the growing auto-
motive parts industry.

T h e  D e t r o i t - b a s e d
automaker announced the
launch of Omnicraft, a
brand to be sold through
Ford dealers and indepen-
dent repair shops to fit all 
types of vehicles. That
includes competitor cars.

That means customers can take
their non-Ford brand vehicle to a Ford 
dealership for service. The company
currently has the Motorcraft brand for
Ford vehicles.

“Omnicraft is a significant benefit to
any vehicle owner who needs parts or 
to have their vehicle serviced,” said
Frank Toney, president of the global
Ford customer service division, in a
news release from Ford. “Now, owners 
of non-Ford vehicles have access to
quality parts at a competitive price,
backed by Ford and installed by Ford’s 
world-class certified technicians.”

Ford said it will first sell Omnicraft 
parts at Ford and Lincoln dealerships 
before being available at other autho-
rized distributors later this year.

It is not known when Omnicraft will 
cross the border into Canadian deal-
erships. Ford of Canada did confirm
that the brand will be available here, 
but did not offer any further informa-
tion. A company representative said
more details will be made available in 
the future.

Nonetheless, the feeling on both
sides of the border is that this won’t
affect business in either country. The 
prevailing belief is that it won’t have
much success.

The aftermarket “is not at all

threatened,” said Diane Freeman,
executive director of the Automotive
Aftermarket Retailers of Ontario after 
speaking with colleagues in the U.S.
She believes the differentiator between
OE and aftermarket work will continue
to be customer service.

“Dealers have never been strong in
customer service,” she said. 

Art Wilderman, executive director 
at Canadian Independent Automotive
Association in Calgary, thinks that with
Ford developing its own aftermarket 
brand, shop owners will see reps
knocking on their doors. “(The news) 
would imply then that they’re going to 
go out to the shops and try to market 
those parts” he said.

But, like others, Wilderman “can’t
see it making a difference, to tell you 
the truth.” And that’s largely because 
customers are quite comfortable with
their independent shops, he said. It
will be hard for Ford to get a Chevrolet 
owner to come to them. “People choose
independents because they’ve had
experiences that make them choose
independents.”

France Daviault, senior director of
stakeholder relations at the Automotive
Industries Association of Canada, said
the ripple effects of this move is
unknown.

“With no details available on the
Canadian rollout at this time, we don’t
have enough information to ascertain
what the impact will be in Canada. We,
however, will be monitoring this devel-
opment closely,” she said.

Ford shifts into aftermarket

Omnicraft will be 
available in Canada but 
the timing has not been 
announced yet
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FITS LIKE OE, BECAUSE WE MAKE OE

100%
STAINLESS STEEL
CONSTRUCTION

THE POWER OF
STAINLESS STEEL

MUFFLERS

Resists rust-out more than
three times longer than
competitors’ premium
aluminized mufflers

Visit
WALKEREXHAUST.COM

for full details.

Safe & Sound®

G U A R A N T E E

90-Day, Risk-Free Offer.
Limited Lifetime Warranty.
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monroe.com

Every Monroe® Quick-Strut® is engineered,
manufactured and assembled to deliver a precise,

application-speciÿc replacement assembly for
European, Asian and North American vehicles.

Each individual component - from the bearing in
the mount to the coil spring - is designed to meet
North American OE quality standards to deliver
an OE-quality ÿt and exceptional performance.

SHOCKS & STRUTS

The Automotive Industries Association of Canada (AIA) wants 
to hear what shop owners and technicians think of the Canadian 
Automotive Service Information Standard (CASIS).

The landmark agreement between carmakers and the 
aftermarket was intended to make up-to-date service infor-

mation available to all profes-
sional auto technicians. But 
almost eight years after its 
signing, AIA says there are 
indications that there are still 
“gaps in information” and, 
potentially, “barriers to 
accessing the information on 
OE sites.”

The association is planning 
an online survey to gauge what 
works and what doesn’t work 
for independent service 
providers. Results will be 

considered by its newly reanimated Automotive Service 
Providers Council.

France Daviault, senior director of stakeholder relations 
at the AIA, said the ASP Council will “take stock” of the 
agreement and determine whether it’s working or not. 

“We want to make sure what we have in place is functional,” 
she said.

Ron Tremblay, owner of The Garage in Vancouver, B.C., 
and chairman of AIA’s Automotive Service Provider Council, 
admits that the general perception among service providers 
seems to be that the agreement hasn’t lived up to the hype. 

“The program is not at fault,” he said. “The fault is (that) 
the independent or aftermarket industry has been unable to 
master being profitable with this program.”

Tremblay, who is also board chairman for the Automotive 
Retailers Association of B.C. and chairman of British 
Columbia’s Automotive Sector Advisory Group with the 
Industry Training Authority, believes a strong marketing 
campaign is needed to get more technicians to buy in.

“Show them and help them sort out all the issues that are 
there so they are using it more often and becoming comfort-
able with it. That’s the problem I see.”

While automotive trainer Mark Lemay of Auto Aide in 
Barrie, Ont. also believes education plays a significant role, 
he said CASIS needs stronger teeth to be the success it was 
meant to be.

Daviault said the AIA survey is meant to be a starting point 
for making sure the agreement works for all signatories.

“It’s to make sure that we are moving forward in a position 
of strength,” she said. 

—Adam Malik

12   CARS
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Looking to fix the ASIS ‘gap’

I use it!
"Motor Oil Saver
not only saved the motor, 
it saved a customer!"
Rocco Marciello
RMP Motors
Etobicoke, 
Ontario CA

Made in Germany. 
Made for you. 

See the whole success story:

www.iuseit.us
For further information or technical support 
please call 1-888-MOLYOIL (665-9645)

#iuseit

I use it!

AIA Canada to 
“take stock” 
of the right-to-
repair agreement 
and determine 
whether it’s 
working.

AIA plans online survey of service providers.
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NEWS

By the NUMBERS
Stats that put the North American automotive aftermarket into perspective.

American consumers who, 
in 2016, purchased a new 
vehicle of the same make 

that they already owned – a record loyalty rate for the 
industry at large. General Motors and Ford were the 
top winners of consumer loyalty in 2016.
IHS Markit

Forecast size of the 
global automotive 
e-tailing market by 
2021. It is projected 
to grow at a 
compounded annual growth rate of 
12.53% between then and now.
MarketsandMarkets

Forecast value of auto parts sold 
online in the U.S. by 2023 – fully  
20% of the $147 billion total.
The Auto Care Association

Value of Canada’s underground
economy in 2013 – or about 2.4 per

cent of the country’s gross domestic product.
Three industries account for more than half of that:
residential construction (27.8 %), retail trade (12.5%),
and accommodation and food services (11.7%).
Statistics Canada

Forecast revenue 
of general 
automotive 
repair shops in 
the U.S. in 2017. 
That’s down a 
little from both 

2016’s forecast of $47.2 billion and 
2018’s $48.2 billion.
Statista 2015

Average total number of vehicles 
registered per 1,000 Canadians in 

2014. That’s the third highest vehicle ownership 
per capita in the G7 group of nations. Italy has 687 
vehicles registered per 1000 Italians, and the U.S. has 
808 vehicles registered per 1000 Americans.
Conference Board of Canada

Value of Canada’s 
exported 
automotive parts 
in 2015, the first
year that the value 

of Mexico’s auto part exports ($20.84 
billion US). surpassed Canada’s.
2017 Auto Care Fact Book

The top concierge service requested 
by women at U.S. dealerships. Other 
services in high demand were: Wi-Fi, 
café, and child’s play area.
2016 U.S. Women’s Car Dealership Report

Number of North American vehicle recalls in 
2015, a record number, stemming from almost 
900 separate recall actions. Takata air bag 
infl tors were linked to approximately 42 percent 
of recalled vehicles in 2015.
Automotive Warranty & Recall Report 2016, Stout Risius Ross

Percentage of 
people who 

make New Year’s 
Resolutions related to 

self-improvement and education. By 
the end of January, only 58.4% of us 
are still maintaining our resolutions.
Statisticbrain.com

52.8%

$49.07
BILLION

$28.8 BILLION

$45.6 BILLION

644

51 MILLION

$46,858,000,000

$19.73
billion US

Courtesy Vehicle

44.3%

$
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Hi Devon
Thank you for your letter. This is a topic
I spent a great deal of time addressing 
when I first started writing articles for 
CARS… and it’s important enough that
I should probably revisit it from time 
to time.

My first piece of advice for you,
before you even begin to monitor the
key performance indicators, is to
purchase a business management
software that is specifically designed
for an aftermarket automotive repair
shop. I often see shops who attempt to 
run their businesses with generic off
the shelf accounting programs, while 
these programs will help manage
accounting, they provide no support
in managing an automotive shop.

You need a program that allow you 
to track vehicle history, manage

customer relationships, quote jobs
easily and efficiently, connect with
suppliers, integrate accounting, and
store key data in the cloud to allow
seamless information sharing. Many
years ago I made the decision to go
with a top-of-the-line system. That has
paid dividends and allowed me to make
tremendous improvements in my
business.

Having the proper system in place
will, most importantly, provide you
with clear visibility to track the key
performance indicators (KPIs) of your 
business. These KPIs include parts and
labor margins, parts-to-labor ratio,
average labor per repair order, and
average repair order.

Here are some thoughts on how best
to monitor and track each of these
indicators.

Parts Margin
Industry standard for parts margin
ranges from 50-55% for mechanical
parts and 20-30% for tires. This will,
of course, vary depending on your
market. Whenever I begin working
with a new shop those are the margins
that I advise they implement. Don’t
be surprised if you experience a fair
amount of resistance from your
counter staff when you begin to adjust
the numbers. I find that many advisors
are under the impression that if the
price is adjusted too much, customers
will rebel. However, my experience
shows that customers rarely notice
the change. It comes down to the
confidence with which large estimates
are presented. If price is viewed as a
non-issue from the perspective of the
advisor, customers are less likely to
receive it as one.

Once the pricing matrix is set up in
the management system, it’s your
responsibility to track it on a monthly
basis and ensure that it’s being main-
tained. Be mindful of even the smallest
deviations. A 10% reduction in a $1
million-a-year business will cost the
owner over $50,000 per year in bottom-
line profit.

COLLECTIVE WISDOM

Hi Alan
I’m 29 years old and have just taken over my uncle’s repair shop. He’s facing some
health problems and if not for me, he probably would have had to shut it down. I
want to grow his business into something great but I’m facing a pretty big hand-
icap. I don’t have an automotive background. The good news is that I went to
school for business so I’m familiar with the basic principles of running a company.
And I have an excellent staff who will do a ything they can to help make this
transition a success. But I’ll have to fill y knowledge gaps pretty quickly! Can
you tell me the business indicators that I should be watching closest?
—Devon

Keeping up
with your

Monitoring key performance 
indicators is critical to 
business success in the  
auto repair world.

By Alan Beech

KPIs

CONTINUED 
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Labor Margin
This is an extremely important KPI for
your business as it will indicate
employee production levels and
provide insight into how much staff
you actually require. The industry
standard is 70% for your shop’s labor. 
When calculating this number, ensure
that the only wages in your cost of
goods sold (COGS) is the wages of the 

production staff. Make sure not to
include burden wage expenses of
government and benefit costs, as this 
will artificially affect the calculation of
your margin.

When you begin to monitor this
KPI, it’s important to make sure it’s
first being charged correctly by the
front counter staff. Once this number
is accurate, it will be extremely

valuable in making effective manage-
ment decisions.

Parts-to-Labor Ratio
The industry standard for this ratio is 
a 50/50 split between total mechanical
parts and total shop labor. Keep in
mind that mechanical parts do not
include tire sales.

Though this number is the industry 
standard, it’s often difficult to achieve 
and is definitely not the norm – espe-
cially when I begin working with a new
shop. It is the labor aspect of this ratio 
that is more often than not too low.
That indicates that labor is not being 
properly charged at the front counter.

Labor is the highest-margin item you
will sell in your shop, and therefore it 
requires your close attention. If that $1
million per year shop that we talked 
about earlier under-bills labor by 10%, 
profit would be down by $110,000. They
would likely be on the verge of
bankruptcy.

The parts-to-labor ratio is of crucial 
importance. It is your job to ensure that
the front counter staff is appropriately
estimating the labor for each job.

Average 
Labor-Per-Repair-Order
This KPI will indicate the effectiveness
of your complementary inspection
program.

The industry standard is typically
between two to three hours per repair 
order. In order to achieve this, you may
have to remove your zero-dollar
invoices and (depending on your juris-
diction) emissions tests as well.

When your inspection program is
working well and the required work is
effectively quoted and sold, the amount
of labor-per-repair-order will increase
and the quality of work produced in the
shop will improve. In order to success-
fully accomplish this, you must slow the
process down and take the time to fully
understand what’s going on with a
client’s vehicle. Properly educating them
of your findings will lead to more sales.

Proper inspection programs lead to 
high quality work and loyal customers

COLLECTIVE WISDOM

CARS-March2017.indd   18 2017-02-13   12:13 PM



www.autoserviceworld.com March 2017   19

who trust the honesty and integrity of 
your shop.

Average Repair Order
This indicator is very similar to aver-
age-labor-per-repair-order. It’s calcu-
lated by using the average of 2.5 hours 
per repair order with the standard 50:50
parts-to-labor margin split to provide 
a total average repair order of $500.

In Canada, it’s typically only the top
shops that are able to maintain that kind
of average. However, in the past couple
of years we’ve seen the introduction of
new technology that has had a dramatic
effect on the average repair order. Since
digital video inspections have started
to become more common, I’ve seen
many shops experience a 20-30%
increase in their average repair order.

The digital video inspection (DVI) is 
radically changing how we do business.
It allows the clients direct access to
everything the technician is seeing on 
their vehicles. Service advisors used to 
be perceived as pushy and sales-driven.
But now, with DVI, clients are more
likely to ask for the repair themselves, 
because they can see the true condition
of their cars, and find out why the work
is so important. This leads to much
higher transparency of the repair
process which, in turn, leads to higher 
customer trust.

Car count? Not so much
One KPI that has been used in the past,
but has lost its relevancy in today’s
market is car count.

Shop owners who are still using it as
an indicator of the health of their busi-
nesses are finding themselves in a bad
way. While there are more cars on the
road, they require less maintenance and
repairs. With longer maintenance
intervals it’s not unusual to see a vehicle
just once a year for service. If these shop
owners continue to perform solely the
basic oil change and rely on custom-
er-requested service without completing
full inspections they will struggle!

In order to succeed, shops today must
seize every opportunity to take care of
the vehicles that come through their

doors. Perform full inspections, complete
proper maintenance reviews, carefully
monitor KPIs, and build customer trust
in order maximize business success.

In conclusion, Devon, I’d encourage 
you to reach out and find either a coach
or a group with whom you can meet
on a regular basis and be provided with
the opportunity to work on your 
business rather than in your business.

Keep in touch and let me know how 
you’re doing! —Alan 
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You’re hoping for a nice quiet
start to your day. But as you
turn into the parking lot of
your shop, you realize that
isn’t going to happen.

The front glass is broken, the door 
is wide open, and the shop is a mess. 
You’re the latest victim of a ring of
smash-and-grab thieves.

At times like this you might wish
you’d moved faster on updating your
security system, installing those
cameras, and making sure you had
adequate insurance.

Break-ins are a business nightmare. 
And, unfortunately, the average shop
is ill-prepared for one.

“Most shops have some degree of
security,” says Art Wilderman, executive

director at Canadian
Independent Automotive
Association in Calgary. But he’d
be the first to admit that few 
invest in a high-end system
that has the best chance of
defeating a would-be thief.

Part of the reason, he
believes, is the cost.

“I guess you would want to weight 
the cost-benefit ratio,” Wilderman says.
“If the insurance companies are making
it a benefit to have that kind of
equipment, then you will probably go 
down that path.”

Rob Cairns agrees. He’s the owner of
Cairn Control Systems, which provides
security systems to commercial opera-
tions, including automotive repair shops.

“It’s all got to do with money. A lot
of these shops don’t have any money,”
he says. “They’re going to go to the
local (big-box retailer) and pick up a
camera system.”

By contrast, he points out, car dealers
might invest in a 360-degree camera
for their showroom. Mom-and-pop

Cameras, alarms, and proper 
insurance offer peace of 
mind… if you’re willing to 
invest in them.

By Adam Maliksecure
Isyourshop?

CONTINUED 
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repair shops can’t spring for that kind
of product.

While noting that he doesn’t believe
there’s an epidemic of crime against auto
shops, Wilderman says it does happen
every once in a while. “It raises its head.
And there’s usually a couple of
incidents related to the same
crooks.”

While cameras are good to have,
they’re not a silver bullet to
stopping criminals, Cairns notes. 
“I’ve had cameras everywhere on
my property and I’ve seen them
stealing my catalytic converters out
of my trucks. Still can’t get the guy!”

It’s about being realistic, he adds. 
“We sell cameras, and (shop owners)
think that’s the best, but we try to 
give them some information” about
the fact that thieves will still try to 
break in if they really want to.

The value in securing your business 
is self-evident, says Wilderman.
“Having people breaking break into
your shop opens a whole can of worms.
You don’t want them in the building
stealing scan tools or breaking into cars
or doing damage to the property.”

And if you have cars outside, he
advises, secure them behind a fence.
A locked and secured yard will act as
a deterrent. “I advise everyone to at
least have a lockable compound on
their property so that whatever that
can be put inside is behind a chain-
link fence.”

At the very least, Wilderman recom-
mends that all shops have “a minimum
security system" for  the building they 
are operating in. 

“If I was going to do anything, it would
definitely be cameras. At least you can
go back and find what happened and
how it happened, and then stop it from
happening again,” Cairns says.

If you have an outside lot, protect
that, too, Wilderman advises, by

making sure it’s covered under your
insurance policy. That’s something he 
learned the hard way.

“Does your insurance company cover
you for the crimes that are outside the
structure?

I ran into that once,” he
says. Thieves broke into a car in his lot
to “steal the good stuff. It was outside the
building and in a chained compound.
But (the insurance company) didn’t want
to cover it because it was outside the
building.”

That left Wilderman baffled. “Well, 

just a minute, I bought a policy I
wanted for the structure and the
compound,” he argued to no avail.

The lesson is clear. “Read the fine
print and make sure you are dealing
with an insurance company that is
within the industry. Make sure the
coverage you are getting is what you 
need. I’ve had people who have cut
their costs ... by doing due diligence
and shopping the market.”

Cameras on the outside can help,
but Cairns recommends putting them 
inside “where you can put somebody 
through a tunnel or doorway” to get a 
good glimpse at the crook. You never 
know, he warns; it could be an employee
breaking in, turning off the alarm,
swiping items, and turning the alarm 

back on before they leave.
Removing security from the

equation, cameras in the bays is defi-
nitely something to consider from the
safety end of things, Cairns recom-

mends. “If somebody hurts them-
selves, it should be recorded. We’re 
not saving anybody here, but if you 
have a customer going into the bay 
and he hurts himself, how do you 
prove (what happened)? They need
video to stop lawsuits.”

An increasingly popular option is
‘smart’ monitoring. That means you
can monitor your business from
anywhere in the world. You can see
what your cameras see through
your mobile device on an app, for
example. It requires a strong
network that can handle the
bandwidth and even a Wi-Fi set up.

You can arm and disarm your system
from afar as well. Some systems can
send an alert to your cellphone in case
your garage is broken into or someone
or something sets off the alarm.

Shops that have been broken into
are better customers for insurance
companies, Wilderman says… and it’s 
important to be a smart consumer.

“Ask for the right type of policy so
that you’re covered for your tools, not 
just the deterioration of things,”
Wilderman advises. “No matter how
old your tool is, it still works, as a rule. 
Knocking half the value off the price
doesn’t make much sense.”

He hopes that one day the industry 
can work with insurance companies 
to figure out what works best for shops,
whether it’s how to lock things up
properly or where to place a fire door.

“We need to be working hand in hand
with the insurance companies and
alarm companies (so we can be)
covered to the best of our ability.” 

Adam Malik is editor of
AutoServiceWorld.com,
the web portal for
CARS magazine
and Jobber News.

An increasingly popular option is ‘smart’
monitoring. That means you can monitor your 
business from anywhere in the world.
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Although it takes many shapes, sizes, 
and strategies, marketing is nothing
more than successfully engaging with 
customers and convincing them to
open up their wallets.

They buy. You sell. Everybody wins.
Now all you’ve got to

do is get them to come
back on a regular
basis and you’ve got
yourself a successful
enterprise. If you’re
really on your game,
your customers will 
believe they simply
can’t live without
the services you
offer.

In-store marketing is 
a great way to work your magic. It
presents a unique opportunity to
present buying new products that they
might be interested in purchasing.

So, what do retailers of all kinds do 
within their four walls to get those cash
registers ringing?

You can start by remembering that 
whether you run a single mom-and-pop
outlet or a string of shops across the 

country, you serve a local community.
“Neighborhood” shops, whether they

sell flowers, bicycles, dry cleaning or 
auto repairs, tend to have more
successful in-store marketing programs
because they know their clients inti-
mately and cater their businesses to
them, resulting in good word-of-mouth
advertising and appreciation.

The bigger challenge comes with
national chains and head office
marketing departments making
decisions from their ivory towers. They
tend to structure national programs 
that often need to be shoe-horned into
a province, city, or neighbourhood.

“What does the marketing guy on
Bay Street in Toronto know about
Charleswood in Winnipeg?” said Jeff 
Swystun, president of Swystun
Communications, a Toronto-based
branding agency.

As a result, many businesses ends
up with a bunch of competing tactics 
in search of a strategy (“Let’s set up
another in-store display!”), irrelevant 
strategies (“Could give away a free
mountain bike to the 10,000th ‘Like’ on

              What we can learn from other retail industries  
about successful in-store marketing.

By Geoff irbyson

buy
mood toIn the

CONTINUED 

CARS-March2017.indd   25 2017-02-13   12:13 PM



www.autoserviceworld.com26   CARS

Facebook?”), or random specials
(“Treat your mom to a 24-point inspec-
tion on Mother’s Day!”).

“Nothing hangs together to make 
sense and create a cool shopping expe-
rience. You end up with a bunch of 
disparate stuff going on,” Swystun said.
“The only way to broker the tension is
to grant the local stores some autonomy.”

Two high-profile examples that do
this are lululemon and Starbucks. The 
yoga-focused retailer, for example, asks
its managers to pick what goes in the 
display window and appoint local
ambassadors. The ubiquitous coffee
shops make a point of cultivating a
community atmosphere.

“It is all about leveraging the big
brand but making it locally relevant
and differentiated,” Swystun said.

“But in the end, it is not about
disparate promotions, such as coupons
or two-for-ones, or calendar-driven 
activities, such as Valentine’s Day or an
anniversary. It’s about a new experience.
Any in-store marketing must fit with the
desired and evolving brand experience.
People still like positive surprises but
within a healthy amount of familiarity,
including great service, clean stores,
smiling staff, and fair prices. This is
tough business. You have to drive people
to your stores and then delight them.”

Grocery stores use a plethora of
in-store displays to attract consumer 
attention and sell particular products.

Save-On-Foods makes sure to train 
and engage its team members in their 
business so they can communicate
opportunities to consumers. For
example, employees behind the meat
counter are taught to recognize
shoppers’ meal needs and offer relevant
solutions while those in the bakery will
put piping hot cinnamon buns on the 
shelves while telling customers, “These
are super fresh!”

Dan Howe, vice-president of
marketing, private label and loyalty at
Save-On-Foods, said the company has
a program called “Fresh Solutions”
which provides customers with ideas
and inspiration for their most important
needs. It recently featured the Super

Bowl in all of its stores and offered great
prices on a number of food items plus
a delicious recipe for nachos, with all of
the ingredients in one place.

He said it’s crucial to be able to
determine your customers’ most
important needs and market specifically
to them. From an auto servicing
perspective, that could mean having an
in-store display to promote having the
most appropriate tires on your vehicle.

According to Howe, an effective
message might be: “Tired of your
wheels spinning in the snow and not 
being able to get up the hill?”

“That’s the core insight of why

somebody wants winter tires. You want
them to think, ‘you understand me.’
You draw them in with value and then 
quality. When they wonder why they
should fulfill their need with your
brand, you are letting them know you 
have a great deal on winter tires and 
your tires are of high quality,” he said.

Some dealerships and forward-
thinking independent repair shops
have even started valet services to pick
up a customer’s car from their home
or office, or from the airport while they
travel, and then return it when the
repairs are complete.

A critical step in arousing consumers’
interest and awareness of your products
and services is having a fresh approach.
If you don’t believe “fresh” is a proper 
descriptor, talk to Fang Wan, a
marketing professor at the Asper
School of Business at the University of 
Manitoba in Winnipeg.

“Would you want to eat the tomato 
that has been in the fridge for two
weeks or the one picked right off the 
plant? They both look the same but the
one from the plant is fresher. You clean
it off with your shirt and it’s juicier. The
biggest challenging in marketing is
finding fresh and innovative ways to

engage consumers,” she said.
Touch-screen kiosks are a fantastic

way to learn about your customers while
simultaneously promoting your
products and services. For one, they can
play educational videos to teach your
consumers how their needs can be met
at the store. Second, they can improve
customer “stickiness” – their loyalty level
– by offering coupons for future use.

Consumers are also far more likely to
provide their names and email addresses
if they’re prompted by a kiosk than by
a human being, enabling the company
to get invaluable consumer information
so they can send out promotional and

reminder emails to stay top-of-mind.
In addition to promoting particular 

products or services, there are lots of 
inexpensive marketing touches that
will help put customers at ease and in 
the mood to buy.

Free coffee and Wi-Fi are almost
expected these days. A free shuttle will 
communicate convenience. And clean
washrooms are an absolute must.

With women representing more than
half of the population and making more
than half of household expenditure
decisions – including, according to
some, auto repairs – you should train 
your staff to be women-friendly.

According to Swystun, that can
include leaving a hand-written note in
the vehicle to thank the customer for
their patronage and giving the outside
of their vehicle a quick wash.

“It always feels great to pick up a car 
that’s cleaner than the one you dropped
off,” he said. 

Geoff Kirbyson is a
freelance journalist based
in Winnipeg, Man.

In-store marketing offers the two-fold benefit of 
educating customers and creating an appetite for 
your services.
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A
n oil filter is not
something a lot of techs 
spend a great deal of
time thinking about.

Yes, we might question
its physical location (some carmakers
don’t seem to care how difficult it is to 
access). We might note how tightly it 
was installed by the last guy. And we
might complain about the huge mess
it makes when we remove it.

Other than that, though, the humble
oil filter doesn’t attract very much
attention. It’s just part of the routine
maintenance we perform on a daily
basis.

But as commonplace as it has
become, it hasn’t really been around
all that long. Many techs (and I’m one 

of them) can remember a time when 
some vehicles didn’t even have one.
They weren’t standard equipment until
the mid-1970s.

Nevertheless, the engine oil filter has
become a very important component
that deserves some respect. It protects
the engine from the contaminant
by-product of circulating oil. Before the
use of filters, oil changes had to be done
much more frequently (usually every
1500 km or so) to prevent debris in the 
oil from causing accelerated engine
wear and sludge.

The first attempts at oil filtration
were intended to prevent damage to 
the oil pump. In fact, the earliest filters
were nothing more than crude screens,
steel wool, or mesh installed to prevent
soot particles and other impurities
from getting into the oil pump where, 
due to the lack of detergents in oil, they
could form a very damaging sludge.

In 1923, two U.S. inventors came up 
with the idea of filtering the engine’s
oil. These “oil cleaners,” as they were
originally called, quickly gained
popularity.

The spin-on filter was invented and 
patented by Wix in 1954. At the time, 
it was known as the “twist of the wrist” 
filter, and the convenience and effec-
tiveness of its compact design made it 
the industry standard. But that doesn’t

TALKING TECH

Oil filters deserve a little

Like every aspect of modern automobiles, 	ltration has evolved over the years.

By Jeff Taylor

RESPECT

 CONTINUED 

You can clearly see the pleats of the filter
material, and that this filter doesn’t have
an integral internal support frame.
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mean all the manufacturers used or
endorsed their use. Many very popular
and durable engine designs (VW for
one) didn’t use an oil filter at all until 
much later.

The first oil filters were “part flow” 
or “secondary” oil filter systems – more
commonly known as the by-pass filter 
style. In a by-pass system, almost all of 
the pressurized oil flows from the
pump to the engine parts that need
lubricating. But a small portion of the 
pressurized oil, typically about 10%, is 
diverted through the oil filter.

The amount of oil that is directed
into the filter assembly is controlled by
a metering orifice located within the
filter housing, the engine assembly, or 
the filter itself. After filtration, oil flows
back to the oil pan or sump. This is the 
key difference in the by-pass system
versus a full-flow system. The filtered 
oil is not used directly in the pressur-
ized lubrication system, but over time 
all the oil is filtered.

The by-pass filter system was very
popular on older vehicles but is making
a comeback on some diesel and
stationary engine applications because
the filter media used in the by-pass filter
is extremely efficient and designed to
remove the smallest particles in the oil.

The full-flow or primary oil filter is 
the standard on most of today’s
vehicles. In the full-flow system, all the
oil from the oil pump must pass
through the oil filter before it goes on 
to the lubricating system. Some

manufacturers call this a single-pass
filter, with media designed to remove 
contaminants the first time through,
without restricting oil flow or pressure.

Even though all the oil goes through
the filtering system, that doesn’t neces-
sarily mean it was all filtered. The
full-flow oil filter system incorporates
a filter relief valve (or by-pass valve) to
prevent engine oil starvation and
potential damage under certain circum-
stances. When the oil is thick due to
cold weather, or when the oil filter is
plugged, restricted, or contaminated,
the pressurized unfiltered oil can bypass
the filter material and go directly to the
engine. This filter relief valve may be
incorporated into the actual filter
assembly, the oil filter housing, or the
engine assembly (designs vary greatly
and are manufacturer-specific).

‘Combination’ or dual-flow oil filter
systems are also available for specific

a p p l i c a t i o n s ,
typically heavy duty
diesel engines. There
are two popular
designs in use. One
uses a dual-flow filter
assembly that incor-
porates both a
by-pass and a
full-flow oil filter in
the same canister or
filter assembly. The
other design incor-
porates two separate
filters: a full-flow/

primary filter and a by-pass/secondary
filter. The dual-flow system allows for
better oil filtration over the lifetime of
the filter, and cleaner oil in extended
service applications.

Filter media
The oil filter’s job is to remove contam-
inants, thereby increasing the useful 
life of the oil and reducing engine wear.
The filtering media depends on
whether the system calls for surface
filtration (organic) or depth filtration
(synthetic).

The full-flow filter’s filter media must
be able to allow large volumes of oil
through quickly, with little pressure 
drop. So this filter media will typically
remove particles that are about 25 to 30
microns and larger. (For perspective, a
human hair is 65 to 70 microns in size).
The bypass filter, on the other hand, will
filter out particles as small as 5 to 10

The internal support frame
stops the filter from collapsing.
The oil that enters this support
frame is on its way to lubricate
moving parts.

This is the internal support frame and it also incorporates a
bypass valve and spring.
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microns. These filters are highly restric-
tive and dramatically reduce flow. But
their placement in the lubrication
system takes this into consideration.

Surface filtration traps most of the
contaminates on or near the media’s
surface. Organic cellulose fibre (paper)
is the most commonly used media.
Among other benefits, it is inexpensive,
has been in use for a long time, and
works well. The cellulose fibres are resin
treated, providing structural integrity
that allows them to be moulded easily
into pleats, and protecting them from
chemicals and combus-
tion by-products. These
natural fibres will even 
absorb a small amount of
moisture from the oil,
reducing oxidation.

Its drawbacks, on the
other hand, include lower
capacity than synthetic
media, reduced oil-flow, 
and susceptibility to
eventual collapse.

Depth filtration uses a
porous media that traps
and hold the contami-
nants inside the media,
not just on the surface.
Nylon, microglass, and 
polyester fibres are commonly used.
Because the size, shape, and diameter
of the fibres can be engineered, this filter
media allows for better flow and
increased filter capacity.

Microglass synthetic fibres are 10
times smaller than cellulose fibres,
providing very fine filtration while
maintaining high flow rates and filter
capacity. The main drawback to
synthetic media is the high cost of
manufacturing. The fibres are more
difficult to shape, and most require
special backing materials (wire screens,
plastic mesh) to maintain the filter
shape and integrity.

The current drive to increase fuel
economy and lower emissions has begun
to impact the oil filtration system. The
use of an all-plastic housing and a
cartridge-style oil filter is the result. The
small but fleet-wide reduction in vehicle

weight is significant.
And the reduced
recycling costs of
dealing with just a filter
element (as opposed to
multiple components
including a steel
container and some
rubber elements) has
caused a number of
OEMs to switch to the
canister design.

But this reduction in 
weight and pollution

has raised new challenges and issues.
Plastic parts are affected by heat, 

chemicals, age, and fatigue. They’re also
susceptible to damage from improper
tool usage and overtightening.

These systems need the correct tool 
to remove the filter housing without
damaging them. Reinstalling the
housing needs just as much care. All
the O-rings or gaskets need replace-
ment at every filter change.
Furthermore, the O-rings must be
installed in the proper position and be 
properly lubed. 

Most obviously, it is absolutely
critical to ensure that you have the
proper cartridge filter replacement
before the housing is installed and
tightened to the proper torque
specifications.

Most aftermarket oil filter manufac-
turers use a mix of synthetic and organic

media materials in their products to get
the best efficiency and capacity at a
price point that’s acceptable to
consumers. But since extended service
intervals are now the norm, correct filter
fit is critical, and it’s best if the proper
service interval is observed. Over-
extending the filter could compromise
the media… and that’s not always visible
from the outside.

A leak-free oil filter replacement
hangs on using the proper special tools,
and installing the proper O-rings, and 
gaskets.

Oil filters are a necessity to provide 
the longevity and durability that
motorists have come to expect in their 
vehicles.

Being the expert in vehicle service
means knowing which filter is best and
having the right tools to do the job
properly.

Jeff Taylor is a former
Canadian Technician of the
Year, and lead technician
at Eccles Auto Service, in
Dundas, Ont.

This is a small collection of some of the tools needed to
properly remove the plastic or composite oil filter caps.

Attention to detail is more important
than ever. Although this filter looks the
same on both ends, one side is clearly
marked “Top.”
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Education is key to getting customer
buy-in when it comes to many automo-
tive repairs, but it is especially true when
it comes to selling replacement belts.

They’re critical components that are
often hidden from the sight, deep
within the modern engine. Visual
inspection on a regular basis is part of 
a proper maintenance regimen. A
trained eye will notice the kind of wear
that spells looming failure.

Things like cracking, caused by
continuous exposure to high tempera-
tures and the stress of bending around 
the pulleys. Or ‘chunk-out,’ when pieces
of rubber come off the belt, reducing 
its integrity. ‘Pilling’ occurs when belt
material wears off from the ribs and
builds up in the belt grooves. Abrasions,
uneven wear, and gravel penetration 
can occur when bits of debris get into 
the engine, causing damage to the belts
and pulleys. Oil contamination can
weaken the rubber compound’s bonds.

All of these conditions, along with
common wear conditions like rib sepa-
ration and frayed outermost ribs, are 
readily visible when you know what
you’re looking for.

The trouble is that consumers don’t 
know to look for it, nor do they
recognize the danger when they see it. 
With today’s compact interference

motors, a blown belt can be extremely 
costly. That’s why many shops use
visual aids to help the customer under-
stand the importance of belt integrity.

When you pull a frayed, worn, or
broken belt from a vehicle, you might 
want to display it in your waiting area 
with a short explanation of what the
belt does and why it has a factory-sug-
gested replacement interval.

For its part, Continental has intro-
duced an aftermarket handbook
dubbed the “Little Black Book,”
designed for enhanced customer
education in repair shops.

Tom Lee, Continental’s marketing
manager for North American after-
market products, says it allows profes-
sional technicians “to show the
customer what could go wrong under 
the hood and what objective data
supports his or her explanation.”

The handbook features visual
examples of possible failures in hose, 
belts, tensioners and timing products. 
It also includes industry research to
support the technician’s diagnosis.

Gaining the customer’s confidence
is key to making belt-related sales. It’s 
one thing to explain what belts do and 
why they need periodic replacement. 
It’s another thing entirely to be able to
show them how a comprised belt differs
from a new one, and let them handle 
the products themselves, and see the 
difference.

That will make their decision a lot
easier.

PRODUCT FEATURE

Undeniable evidence
Customers need to know what 
automotive belts do and why 
they have a factory-suggested 
replacement interval.

By Allan Janssen

The “hall of shame” at Access Automotive
in Edmonton, Alta.

Foreign objects that come between the
belt and pulley can cut into the belt and
break the tensile cords. Over time, accel-
erated by severe shock loads, the belt
will eventually give way. ©2017 Tenneco Automotive Operating Company Inc.

A PROGRAM
THAT WILL HAVE
YOU CHANGING
MORE SHOCKS
AND STRUTS

Monroe® interactive
simulator display allows 

consumer to
“Feel the Difference”
between worn and

new shocks.

CONTACT YOUR
LOCAL SALES REPRESENTATIVE

OR Visit

Monroe.com
FOR GUARANTEE DETAILS
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As a member, you are part of a 75 year-old 
organization that is committed to the 
advancement of the automotive aftermarket 
industry in Canada. We are your biggest 
cheerleader as you navigate your path to 
success!

We Work For You
You just want to focus on your business, but 
there are regulations & legislation that get in 
the way. As your Association, we advocate on 
your behalf at all levels of government so you 
can focus on what you do best.

Knowledge is Power
It’s a vast, dynamic industry out there, thriving 
in different economic climates. Our 
cutting-edge industry research provides you 
with the answers you are looking for to make 
the best decisions for your business.

Events & More
Our events provide you with the right venue 
and networking opportunities so you can talk 
business while having a good time. Past 
conversations have ranged from last night’s 
game to telematics and everything else in 
between.

You Belong
Care deeply about an industry issue? Local 
divisions, committees and networks provide 
you with the perfect opportunity to tackle issues 
hands-on.

Resources to Recruit
Job board, career toolkits, employment 
resources - we ensure that you have the right 
information so you can go ahead and hire the 
right people.

Give Some Love
The High Fives for Kids Foundation works 
towards children’s betterment across Canada 
and is designed to facilitate your charitable 
initiatives.

Consumer Awareness
Sharing important information will help you & 
your customers get the most out of your business 
relationship. Think ‘Notice to Consumers’ 
plaques!

Be in the Know
We have our finger on the pulse of the 
aftermarket industry. Through timely newsletters, 
announcements & webinars we keep you in the 
know!

Special Offers
We are constantly working with businesses to get 
the best deals. And when we do, we share them 
with our favourite people - YOU!

The Automotive Industries Association of Canada
www.aiacanada.com | facebook.com/aiaofcanada | @aiaofcanada
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Knuckle assemblies
Federal-Mogul Motor-
parts says its new Moog
p r e m i u m - q u a l i t y
complete knuckle
assemblies dramatically
simplify bearing replace-
ment and save time on several popular
late-model passenger vehicle applica-
tions. The new Moog complete knuckle
assemblies include all of the compo-
nents needed for the repair, making it 
a bolt-on solution that save times and 
eliminates the need for special tools or
a press.
www.MOOGParts.com

Brake pad and shoe sets
Application coverage provided by
Tenneco’s Monroe Brakes offering grew
by 88.3 million registered vehicles in 
2016, with nearly 150 additional brake 
pad and shoe part numbers introduced
across the company’s Total Solution,
Monroe ProSolution, and Severe
Solution product families. The Monroe
Brakes brand represents a single-
source solution for automotive service
providers seeking premium, original
equipment-equivalent brake compo-
nents. Further expansions to its premi-
um-product coverage of late-model
North American, European and Asian 
vehicles are pending.
www.monroebrakes.com

Catalytic 
converters
Tenneco has
continued to
expand its lineup of
Walker CalCat CARB-
compliant replacement catalytic
converters, with 81 new direct-fit and
universal units. More than half of the
new CalCat converters feature time-
saving direct-fit designs, which enable
automotive service providers to
complete the installations without
specialized tools or custom fabrication.
Tenneco plans to introduce nearly 80
additional CalCat converters – over
two-thirds of which will be direct-fit
units – throughout 2017.
www.walkerexhaust.com

Battery chargers
Robert Bosch has launched
a new line of ergonomical-
ly-shaped SmartCharge
B a tt e r y C h a rg e r s /
Maintainers that promote
long battery life while deliv-
ering spark protection,
overheating protection,
reverse polarity protection,

and overcharging protection. The
chargers will automatically switch
between trickle and pulse modes,
adjusting the charging algorithm
according to the state of the battery.
The new digital display, available on
the SmartCharge Plus and SmartCharge
Pro, allows users to see the status of
the charge in real time and receive
safety alerts.
www.BoschAutoParts.com

®

www.autopartsdepot.ca

Precision Brand
Precision Engineering
Precision Performance

Premium Coated Brake
Rotors

Premium Coated Brake
Drums

ProMax Premium Coated Rotors and
Drums are engineered:

• for superior braking power
• to fit and perform as

good as or better than OE
specifications offering better

quality and value
• with no machining required

ProMax Rotors and
Drums

ProMax Rotors and Drums benefits:
• Best quality and value

• Superior braking power
• Non-directional finish
• No-turning required

• Wide range of
applications

BABB YAA WYY AWW TCHAA
New chassis parts
MAS Industries has introduced 113 new part
numbers covering over 38 million vehicle
service possibilities. The new numbers cover
a number of popular late model applications,
including 2004-14 Chevrolet Malibu, 2007-14
Honda CR-V, 2006-16 Dodge Charger, 2003-06
Ford Expedition, and 2009-14 Nissan Murano.
MAS Industries began operations in 1997

and has distribution centers in the USA and Canada.
www.mas-industries.com
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Circuit tester
Snap-on has released a
new testing kit for
12-volt electrical circuit 
analysis. It features
various grabbers and
clips, plus standard,
micro, and spade-style
probes to fit the job. The

safety-style shutter with banana jacks 
protects against accidental metal-to-
metal contact. The EECT413 offers
computer-safe draw and surge
protected circuitry displays 3–19.99-
volt DC. A backlit LED indicates green 
for ground and red for power. The
digital LCD makes it easy to detect DC
voltage on 6-volt and 12-volt vehicles.
www.snapon.com

Rust-inhibiting calipers
Raybestos has introduced remanufac-
tured brake calipers with a proprietary
zinc electroplating designed to inhibit
rust. The calipers adhere to global
industry standards. All recovered
components are thoroughly cleaned,
checked for wear and straightness
before being zinc electroplated. The
seals, boots, bleeder screws, and
O-rings are replaced with new
materials. Features of the new calipers
include all-weather zinc plating protec-
tion, brackets, seals and bleeder screws
and are lubricated to prevent binding.
www.Raybestos.com

Wheel service equipment
Rotary has expanded its portfolio
beyond vehicle lifts to include a full
line of wheel service equipment,
including tire changers, wheel
balancers, and alignment equipment.
Rotary says its Wheel Service
Equipment line-up offers the latest
technology designed to help techni-
cians safely improve productivity when
changing tires, balancing wheels of all 
sizes and performing alignments.
www.rotarywheelservice.com

Turbocharger gaskets
Federal-Mogul Motorparts’
Fel-Pro Gaskets brand
now offers an exclusive
line of performance
turbocharger gaskets 
engineered to withstand
the extreme temperatures encountered
in high-end racing engines. Available 
for use with T3, T4 and T5/6 turbos,
the new Fel-Pro HTA gaskets feature 
Federal-Mogul’s High Temperature
Alloy and proprietary coating, which 
can withstand temperatures of up to
1,600 degrees F. Each Fel-Pro HTA
gasket features an emboss bead that
acts as a spring to maintain sealing
contact stress under virtually all
operating conditions.
www.FelPro-only.com

BABB YAA WYY AWW TCHAA

YOUR ENGINE
CAN ENDURE MORE

Total CanadaFollow us on

TOTAL Canada produces and  
commercialize high performance 
lubricants for the entire automotive 
sector. TOTAL offers innovative  
products that meet the requirements 
of the largest car manufacturers. 

For more information, consult our 
website at www.total-canada.ca. 

Keep your engine 
younger for longer

Specification database
Chek-Lube, a new specifications guide, is now available from
Motor Information Systems. The program tracks fluid and
lubricant specifications, capacities and filter part numbers
for 1980-2016 domestic and import cars, light trucks, vans,
and SUVs. The growing database also includes engine and
chassis diagrams with lubrication points, fuel filter locations,

and lift points. For more details, go to www.motor.com.
Customers in Ontario and the maritime provinces can contact Kelly

McGlogan at 519-729-4882.
www.globalmotorsales.com
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Rick Cogbill is a freelance writer and former 
repair shop owner, based in Summerland, B.C. 
You can read more Car Side adventures in his 
book A Fine Day for a Drive. 
Go to www.thecarside.com.

rest of those delicious donuts?”
“Just a minute,” broke in Tooner. “Aren’t ya gettin’ ahead of 

yerself ?”
The room went deathly quiet while Beanie withered.

Nobody ever dared to challenge Old Tom-Tom in class.
“Tooner?” I asked.
“Well… my point is, what killed the computer in the first 

place? You go stickin’ a new one in without figurin’ that out, 
and you might conducting a double funeral.”

“Ah, so you’re Mr. Tooner,” said the professor coolly. “I’ve 
heard about you. We have a saying back home where I come 
from. Ours is not to question why; ours is but to do and die.”

Tooner snarled. “Oh yeah? My pa always said, Do it right 
or take a hike!”

“Balderdash!” thundered Old Tom-Tom. “I say, he who
hesitates is lost!”

Tooner stuck his fists on his hips. “And I’m saying, Think 
twice or pay the price!” Under his breath I’m sure I heard him 
mutter, “Take that, Mr. Know-it-all!”

Poor Beanie was horrified at Tooner’s behavior. Fortunately,
Basil was there to intervene. “Gentlemen, please. Let’s step 
back and review the situation. We all agree that the ECM is 
at fault, but Mister Tooner does have a point; what caused 
the ECM to fail?” He pulled out our lab scope and connected 
it to the charging line from the alternator. “My early mentors
always stressed that proper electrical diagnosis should begin
with verifying the integrity of the charging system.”

With the lab scope connected and the engine running, the 
alternator showed a fairly good ripple pattern, putting out
an average charge of 14.7 volts. Basil pointed to the screen. 
“But as you can see, every now and then we have a voltage 
spike up to 20 volts. That’s much too high for the delicate
electrical components of today’s modern vehicle.”

“Excellent, Mr. Basil!” Prof. Thomas beamed as he turned 
to Tooner and held out his right hand. “I happily concede
defeat, Mr. Tooner. You have lived up to everything I have
heard about you.”

Tooner stared at him. “Huh? What are you talking about?”
Prof. Thomas laughed. “Young Madison here has sung your

praises for years in our classroom. In fact, that’s one of the 
reasons for my visit today. I wanted to see if you were as good
as he claimed you were. You might not know it, but Beanie 
is one of your biggest fans.”

Well, after that Tooner and Old Tom-Tom were best buds. 
In fact, Tooner might even take a night school class someday 
– as soon as he finishes his ESL course, that is. 
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The side door swung open as Tooner entered the building, 
stomping the spring mud off his work boots. “Well, that one’s
fixed,” he announced, throwing a seat cover into the laundry 
hamper. “Sure was a puzzler, but I…” 

“Tooner! Don’t move!” Beanie rushed over with a floor mop.
“I just finished cleaning that floor!”

I’d never seen Beanie so concerned over shop cleanliness 
before. But, then again, we’d never been expecting a visit from
his former automotive instructor. Professor Thomas was
old-school, demanding strict adherence to procedure from 
his students. Even former students, like Beanie, got nervous 
when “Old Tom-Tom” came to town.

Tooner, on the other hand, had a different opinion.
“Whatcha so dang-fired worried about, kid? The old geezer 
can’t fail ya now. Give it a rest!”

But that was not to be. Beanie had spent all morning
polishing shop equipment and wiping down tool boxes. I put 
a stop to it when he asked if he could repaint the hoists. “Let’s
give Prof. Thomas a problem to solve,” I suggested, in an effort
to divert his energy. “Why don’t we show him that 2008 Chev 
Equinox – the one with the cooling fan problem.”

“Ha!” muttered Tooner. “That’ll stump the old coot. It takes
a real mechanic to figure out these new-fangled vehicles, not 
some glorified book-thumper.”

“What’s Tooner got against Prof. Thomas?” Beanie asked 
me. “He’s never even met him.”

“Beanie, you have to understand that although Prof. Thomas
comes from the old school, Tooner’s school is even older. He 
never even went to trade school. Back in his day, you learned 
a trade through experience, not books.”

“Gee,” said Beanie. “Are you saying Tooner doesn’t know 

how to read?”
I chuckled and put on a fresh pot of coffee in preparation 

for our guest.
Soon the master of auto academia was parked in our main 

bay, nursing a mug of shop coffee and a fresh donut. “Good 
to see you again, Shambles,” he said. “And how is my star
pupil working out?”

“Doing just fine, Professor. In fact, he’s got a problem he’d 
like to run by you.”

“Sounds intriguing.” He dunked his donut and waved it at 
Beanie. “Mr. Madison, you may proceed.”

Beanie cleared his throat nervously. “Um, well, the problem
is that both cooling fans are running constantly whenever 
the key is on.”

Prof. Thomas scowled fiercely. “Data, Mr. Madison, I need 
data! Please tell me you’ve consulted all the available on-board
diagnostic information and determined the status of all the 
relevant parameters.”

Beanie hastily grabbed our scan tool and connected it to 
the vehicle. He showed Prof. Thomas how he could command
all the relays on and off, but that it made no difference. “We’ve
checked the grounds, and the engine coolant sensor is within
range, so it’s not a false overheating situation.”

The professor chugged down some coffee. “All right then. 
Analysis, Madison. What is all that information telling you?”

Beanie frowned. “Maybe that the ECM is faulty? That it’s 
commanding the fans on even though the input sensors are 
not asking for it?” He looked up hesitantly. “And that maybe 
I should order up a new one?”

“Precisely,” exclaimed Prof. Thomas. “Now, where are the 
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excellence
Sparks are bound to fly when two 
schools of thought meet in an 
automotive bay.
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