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LONG-TERM PERFORMANCE
FOR THEM. LONG-TERM
CUSTOMERS FOR YOU.
PARTS THAT WORK FOR YOU.
Ford and Motorcraft® Parts will keep your customers
coming back for more. They’re backed by our 2-year,
unlimited distance warranty*, which includes covering
labour reimbursement. Plus, our gas engines and
transmissions are backed by an unlimited distance
and labour warranty for up to 3 years^. Warranty-backed
parts and long-term performance. That’s what we
call a winning combination.

Learn more at ford.ca/wholesale.

FORD PARTS
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*24-month/unlimited-km limited warranty applies to most car and light truck Genuine Ford/Motorcraft® Parts and Ford Genuine Accessories, purchased from Ford or Ford Lincoln dealers that are found to be defective in material or
workmanship. Parts and labour (up to a maximum of $150) covered for wholesale parts/accessories. Part and/or accessory failure due to: abuse, misuse, neglect, alteration, accident, racing; improper lubrication, repair, or installation; use in
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as a part of normal maintenance or failures caused by non-Ford parts. In the Province of Quebec, none of the following limitations and exclusions will exclude or restrict the warranty provided for in sections 37 and 38 of the Quebec Consumer
Protection Act. To the extent allowed by law, loss of time, inconvenience, loss of use of the vehicle, commercial loss, or special or consequential damages are not covered. There is no other express warranty, agreement or representation on
Ford supplied replacement parts and accessories. Any implied warranty or condition as to merchantability or ﬁtness is limited to the duration of the written warranty. See your local Ford Store for complete coverage details and limitations.
Motorcraft® is a registered trademark of Ford Motor Company. ©2017 Ford Motor Company of Canada, Limited. All rights reserved.
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Preparing for tomorrow
The world we thought we knew is rapidly changing.
Are you changing with it?
By Allan Janssen
If you’re not moving forward, you’re
falling behind.
In the repair and service world, that’s
never been more true.
With the rapid pace of change, and
the steady stream of new technologies
poised to redefine the automotive
landscape, there’s
simply no such thing as
standing still anymore.
Yo u’r e
either
upgrading your skills to
work on tomorrow’s
vehicles, or you’re losing ground to
those who are.
Like it or not, continuous learning is
no longer an option. It’s a mandate for
survival.
So the question I’ve started to ask
techs when I go to conferences and
trade shows is, What have you learned
in the last year.
What equipment, or technology, or
procedure that you were completely
ignorant of just 12 months ago has
become commonplace in your world?
Think about that for a minute. It
seems that every year there’s a seismic
shift in the way we think of the future
of transportation. New vehicle models
are released; new components and
modules are introduced; new tools and
apps are developed; and updated
service information is published to
improve your productivity.
Have you been keeping up?
That’s the question I’ll be asking
when I start interviewing the nominees
for our annual Canadian Technician of
the Year award. I suspect I’ll hear about
a wealth of new ideas, gleaned at
training courses, and discovered on
websites.
Our Tech of the Year nominees are
not the kind to bury their heads in the

sand. When they see disruption on the
horizon, they kick it into high gear. They
want to learn what’s new. They want to
know what they can apply in their own
bays, what they can do better. Today’s
top techs are constantly learning and
evolving as professionals.
That’s the kind of
attitude the award is
designed to celebrate.
So if you know a
technician who fits
that description, I
want to hear about it.
Send in your nominations of those
who are obsessed with keeping up with
the latest advancements. Tell us about
the ones who are constantly applying
new concepts and new procedures to
their own work.
You’ll find the nomination form on
our website, at www.autoserviceworld.
com/awards. But act quickly.
Nominations close Aug. 31.
In December we’ll tell you how the
best technicians in our industry are
riding the crazy wave of vehicle innovation. And we’ll talk about some of the
strategies they’ve developed not only
to stay informed but to hone their skills
in a world that puts a premium on
competence.
Shops that thrive in the coming
decades will be those that embrace
technology... and they’ll be staffed by
the most skilled automotive technicians that our industry has ever seen.
Know someone like that? You could
be working in the bay beside the
Canadian Technician of the Year.
Nominate them today!
Go to www.autoserviceworld.com/
awards to nominate the Canadian
Technician of the Year.
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LETTERS
Shop owners are slow to
change the way they operate

Shops don’t want to be
saddled with used tires

I enjoyed the article about the AIA’s
recent service provider panel
(“Changing Times a Growing Challenge
for Repair Shops,” May 2017). But, quite
frankly, when I read the last statement
about keeping customers “more
satisfied,” I was not surprised that it
was still a point of discussion. The
traditional way of doing business is
slow to change because the majority
of operators are semi-satisfied with
where they are. They continue to do
what they’ve always done. And in turn,
the level of satisfaction will be where
it has been for decades. There are many
ways to provide the level of service that
will meet the needs of today’s
customers. I have a program that has
been proven, and I’ll continue to
promote it to those who are serious
about running a great shop.

With regard to the shutting down of
Ontario Tire Stewardship (News, May
2017), I’d really like to see the new plan
that the provincial government is
planning to roll out. As a repair shop with
limited space, I have no wish to be stuck
with a bunch of used tires and no place
for them to go for the foreseeable future!
Days and months have gone by since the
announcement and still no word on a
new solution. Considering how long it
took OTS to move us to a new website,
it will probably take a long time!

Bob Gagnon
Bob Gagnon Consulting
Montreal, Que.

Shawn Greenberg
Seamless Auto Care
Carleton Place, Ont.

Tire stewardship was a case
of wasted tax dollars
The fiasco at Ontario Tire Stewardship
is yet another example of why government intervention doesn’t work. People
should be going to jail but it’s doubtful
anyone will be held accountable. No

EYESPY

wonder there’s such a robust underground economy and nobody wants to
pay their taxes. It makes me spitting
mad to see my tax dollars wasted!
Kim Stankiewicz
Performance Initiatives
Kitchener, Ont.

Government programs need
checks and balances
It appears the paper trail for Ontario
Tire Stewardship is not yet fully audited.
This seems typical in all levels of government. Until checks and balances are put
in place, programs like this will not work
properly. Imagine all the ways the stewardship fees could have been better
spent. If people see the benefits, they
don’t mind paying the fees. That is the
way it is supposed to work.
Bob Ward
The Auto Guys
St. Thomas, Ont.

Program should be fixed…
not scrapped
The provincial government doesn't
have to scrap the Ontario Tire
Stewardship program. It needs to clean
up the administration group that took
advantage of the fact that they could
abscond with funds for their own
personal enjoyment.
Ron Brown
Oakville, Ont.

Studies under-estimate
vehicle ownership costs

This just doesn’t line up!
Peter Siddall at Bob Nurse Motors in Peterborough, Ont. couldn’t figure out
what had caused a ring gear to snap. When he removed the transmission,
he noticed that the housing was damaged, and the bushings to align the
engine to the transmission were both on the same side. “I have no idea
how they managed to get the transmission and engine together!” says
shop owner Rob Nurse.
Have an interesting picture to share? Send a high-resolution image to
allan@newcom.ca
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So the Honda HR-V costs the least to
own over its first five years? (Numbers,
April 2017) Such studies are useless
when manufacturers are only
concerned with maintaining the
vehicle for its warranty period. For
example, Ford AWD systems have no
interval for servicing the PTU that will
fail down the line if fluids are not
changed. This will not be an issue
within the warranty period, however.
Let’s talk about the cost of maintaining
a vehicle for 10 years, not five.
Peter Foreman
Foreman’s Integra Tire Auto Centre
Langley, B.C.

www.autoserviceworld.com

NEWS
AIA addresses senate committee on
advanced vehicle technologies

“Vehicle manufacturing cannot enter the
22nd Century, while the aftermarket
remains in the 21st Century.”
Champagne was pressed on the
Calls for steps to protect the
matter by Senator Pierre-Hugues
Service Information Standard (CASIS)
is a working voluntary agreement
Boisvenu of Quebec, who asked about
independent aftermarket
between
carmakers
and
aftermarket
the need for the federal government to
from an OE monopoly on
companies, Champagne said it is
be involved in any arrangement that
vehicle repairs.
ambiguous on the subject of telematics
puts the intellectual property of one
–
something
which
needs
to
be
clarified.
company into the hands of another.
By Allan Janssen
Asked by P.E.I. Senator Diane Griffin
“Should the federal government not
The Automotive Industries Association
to identify two steps the federal governplay a regulatory role in this?” he asked.
of Canada (AIA) says telematics and
ment should take with regard to
“Because there are a lot of jobs related
advanced vehicle technology pose a
to this.”
threat to the independent sector of the
Champagne said AIA’s
aftermarket.
intention is to continue to
Addressing the Senate Standing
work very closely with autoCommittee on Transport and
mobile manufacturers as
Communications, AIA president Jeantelematics data becomes
Francois Champagne said telematics
more important and
has the potential to give OEMs a
connected and automated
competitive advantage in the battle for
cars create new challenges
for the independent sector.
“I think you have heard
France Daviault, AIA’s senior director
our position that there is a
for stakeholder relations, says the afterrisk [that we’ll be locked out
market must be part of the conversation
of repairs], and that we are
when it comes to advanced vehicle
concerned about this,” he
technology.
said. “We haven’t yet
thrown in the towel. We
want to work closely with
advanced vehicle techautomobile manufacturers. But it is
nology, Champagne
not impossible that one day we will be
asked for continued
back here making that request, saying
open access to OE tools,
that, despite our best efforts, now it is
data, and training, and
time for the government to get involved.
AIA president Jean-Francois addresses the Senate Standing a firm commitment to
It might someday be necessary for the
Committee on Transport and Communications.
protecting consumer
federal government to create a regulachoice with regard to
tory framework around this. But, again,
automotive repair.
we’re not at that point yet.”
retail dollars, driving business away
“As a vehicle owner it is my car, my
Senators also had questions about
from independent repair and maintedata, and my choice as to where I want
the potential for computer hacking of
nance shops.
that data directed,” he said.
vehicle systems, the changing nature
He called on the federal government
France Daviault, AIA’s senior director
of repair work, and the industry’s
to step in to ensure the playing field
for stakeholder relations, also
strategy with regard to technical
remains level.
addressed the committee, stressing the
training for technicians.
“Telematics threatens the future
need for the aftermarket to be part of
“The traditional mechanical skills
sustainability of the aftermarket,” he
the conversation when it comes to the
that automotive sector technicians are
said. “It provides OEMs and their dealtechnical and regulatory issues related
trained in today will not suffice to
erships with unprecedented access to
to connected and autonomous vehicles.
repair Canada’s future fleet,” Daviault
communicate with the car and its
“There cannot be sweeping changes
said. “Automotive service technicians
owner. This creates a monopoly through
in the very type of vehicles that Canadians
will increasingly require computing,
a closed-loop communications circuit.”
drive without there being accompanying
coding, engineering, analytical, and
Although the Canadian Automotive
changes in the aftermarket,” she said.
programming skills.”

www.autoserviceworld.com
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Made in Germany.
Made for you.

NEWS

Members of the board of directors of the Shad’s R&R golf
tournament present Jesse Sharratt, director of marketing
and communication at Muscular Dystrophy Canada, with this
year’s donation. It brings the cumulative amount raised over
the past 44 years to $4.8 million.

Shops must play role in
connected car’s future: AASA

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

#iuseit
See the whole success story:

www.iuseit.us
For further information or technical support
please call 1-888-MOLYOIL (665-9645)
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The Automotive Aftermarket Suppliers
Association believes the aftermarket has a vital
role to play in ensuring a smooth transition
from traditional automotive technology,
through telematics and vehicle connectivity,
to full automation.
Taking part in a panel discussion at the recent Chris
TU-Automotive conference in Detroit, AASA Gardner
vice president Chris Gardner said future vehicles
must be serviceable by independent shops with secure data
access.
“The independent aftermarket is working with the two
leading automaker associations to move an architecture
concept through the SAE Committee process to ensure all
legitimate parties would have the ability to communicate
with vehicles,” Gardner said. “This concept, the Secure Vehicle
Interface (SVI), would provide a gateway on the vehicle to
address cybersecurity concerns and would enable the vehicle
owner to direct information to any entity he or she desires.”
Gardner stressed that motorists should be able to continue
to take their vehicles to the repair facilities of their choice.
He said this will be critical, given that dealer service departments simply do not have the capacity to service all the
vehicles on the road.
The panel, moderated by Automotive Services Association
chairman Donny Seyfer, also debated how quickly a critical
mass of vehicles will generate data through OBDII devices
for the purposes of user-based insurance programs, predictive
analytics, and other applications.
In addition to Gardner and Seyfer, panelists included James
Fish of Lemur Motors; Steven Fernandes of Octo Telematics
North America; Aaron Solomon of Mobile Devices, and Russ
Oldham of Verisk Insurance Solutions.
www.autoserviceworld.com

ETI looks at impact of future tech on repair industry
The Equipment and Tool Institute (ETI)
has developed a white paper on the
growing complexity of modern vehicles
and its impact on the aftermarket.
The study pays particular attention to
possible developments in automotive components, evaluating which technologies are
on the rise, which are in decline,
and which will have a long-term
impact on service and repair.
It suggests that newer, more
complex components will
have a long-term impact on
independent repair shops and
equipment manufacturers.
The study, conducted by consulting
firm Martec, identified 45 new components across 12 automotive systems that
will have a clear impact on the aftermarket, and focused on 13 of them, all
of which had relevance to safety, fuel
economy, advanced electronics, and

www.autoserviceworld.com

evolved electrical systems.
Among the paper’s findings:
• Software and electronics will exceed
the value of mechanical components
by 2020. It is expected to reach 60% by
2020, up from just 23% in
2000.
“Of the different systems/
components explored for
this white paper, equipment
manufacturers and shops
believe that software and
telematics could have the
greatest long-term impact
on the automotive aftermarket,” the report says.
• Scan tool manufacturers will face a
major challenge in integrating sensors
and calibrations in their equipment to
enable advanced driver assistance
system (ADAS) diagnostics.
• With smaller engines on the rise and
EPA standards becoming more strict,

turbochargers are in greater demand. In
2014, only about 20% of North American
engines were turbocharged. It is expected
to nearly double to 39% by 2020. Nextgeneration plug-and-play turbo technology is expected to have little impact
on repair shops because it will remain
relatively easy to diagnose and repair.
• 48-volt electrical systems will be a
critical component to many systems
throughout vehicles today and in the
future, and will require upgrades,
updates and possibly a range of new
equipment at the shop level. The switch
to 48-volts will take years to fully impact
aftermarket repair shops, however.
The report also looks at hybrid
vehicle technology, fuel tank advancements, transmission developments,
and vehicle ignition and wiring trends.
It has been made available for
download to the aftermarket through
the ETI website at www.etools.org.
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NEWS

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

85%

Percentage of Toyota’s
U.S. lineup that will be
“renewed” with redesigns,
updates, and modifications in the 20182021 model-year timeframe. General
Motors’ replacement rate is 84%, and Ford’s
is 83%. Nissan has the lowest replacement rate of those surveyed at 77%.
—27th annual “Car Wars” study by Bank of America Merrill Lynch

216,257
More than half of
survey respondents
from eight different
countries say they would buy a car
from a technology company (such
as Apple or Google) if that were an
option. In emerging markets, this
number jumps to 78%.

Number of
Canadian lightvehicles sold in
May, an all-time
record for a
single month.
The only other
time more than
200,000 units were sold in a month
was in April 2016 when 200,242
vehicles were driven off dealer lots.

— Capgemini Cars Online 2017

—Wards Auto

56%

104,300

53%

Percentage
of Canadians
surveyed who
said they would pursue a different
career or education path if they
could go back in time.
— Monster Canada

$18,783

Average balance
among Canadians
with auto loans
in Q1 2017. Auto
lending is one
of the fastest
growing segments
in the Canadian consumer credit
marketplace.
— Canada Industry Insights Report by TransUnion

86.5%

Number of people
employed in Canada’s
automotive repair and maintenance sector in
the first quarter of 2017. That’s a rise of 1.2%
over Q1 2016. Total automotive employment
in Canada stands at 769,900.

Percentage of
aftermarket business
leaders who believe
their businesses will
be disrupted by new technology
within 10 years.

—DesRosiers Automotive Consultants Inc.

— Early results from AIA Disruptors Survey

67

%

Percentage of
complainants who
received a reply on
social media liked or loved the fact
that the company responded.

Percentage of
consumers that are
less likely to buy from
companies that leave complaints on
social media unanswered.

Percentage of
Canadians who
say they trust
the technicians
and the service
manager at independent automotive
service and repair shops. Trust levels
for dealership service managers and
technicians stands at 57%.

— Bain & Co.

— Conversocial

— Quorus Consulting Group

83

%
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88

%
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tacklin’

DRIVABILITY

DTC

John Dixon
Federal-Mogul
Motorparts
Training Team

If your daily to-do list includes dealing with engine DTC
codes, our Engine Performance and Drivability classes
can help get you up to speed on all the latest tools and
technology. Whether you’re in Dallas, TX, Duluth, MN
or somewhere in between, we’ll give you the skills you
need to confidently tackle emissions, fuel system and
engine performance diagnostics for both foreign and
domestic vehicles.

Atlanta | Baltimore | Boston | Bronx | Dallas | Detroit | Ft. Lauderdale | Houston | Rancho Dominguez | Skokie | St. Louis | Van Nuys
©2017 Federal-Mogul Motorparts LLC. All trademarks shown are owned by Federal-Mogul LLC or one or more of its subsidiaries
in one or more countries.

IT OWNS THE ROAD.
NO MATTER THE CONDITIONS.
SOUND LIKE SOMEONE YOU KNOW?

Havoline® ProDS with Deposit Shield® Technology is a full synthetic motor oil
that proactively protects what matters most.
Proud sponsor of Everyday Drivers. Learn more at Havoline.com
Proactively responds to the demands
placed on modern engines.

© 2017 Chevron Canada Limited. All rights reserved. All trademarks are the property of Chevron Intellectual Property LLC.

Chevron Products
are available
from the following
locations:

CHEVRON CANADA LIMITED
1200-1050 West Pender St.
Vancouver BC V6E 3T4
Toll Free: 1 (800) 822-5823
canada.deloperformance.com

CATALYS LUBRICANTS
7483 Progress Way
Delta BC V4G 1E7
Toll Free: 1 (855) 946-4226
catalyslubricants.ca

NORTHERN METALIC
SALES (GP)
9708-108 St.
Grande Prairie AB T8V 4E2
Tel: (780) 539-9555
northernmetalic.com

HUSKY ENERGY
CORPORATION
707-8th Ave. S.W.
Calgary AB T2P 1H5
Tel: (403) 298-6709
huskyenergy.ca

UFA
4838 Richard Rd. S.W.
Suite 700
Calgary AB T3E 6L1
Tel: (403) 570-4306
ufa.com

CHRIS PAGE
& ASSOCIATES LTD
14435-124 Ave.
Edmonton AB T5L 3B2
Tel: (780) 451-4373
chrispage.ca

RED-L DISTRIBUTORS LTD
9727-47 Ave.
Edmonton AB T6E 5M7
Tel: (780) 437-2630
redl.com

49 NORTH LUBRICANTS
1429 Mountain Ave., Unit 2
Winnipeg MB R2X 2Y9
Tel: (204) 694-9100
Fax: (204) 775-0475
49northlubricants.com

CASE ’N DRUM OIL INC
3462 White Oak Road
London ON N6E 2Z9
Toll Free: 1 (800) 265-7642
www.cndoil.ca

TRANSIT LUBRICANTS LTD
5 Hill St.
Kitchener ON N2G 3X4
Tel: (519) 579-5330
transitpetroleum.com

R. P. OIL LTD
1111 Burns St. East
Unit 3
Whitby ON L1N 6A6
Tel: (905) 666-2313
rpoil.com

CREVIER LUBRIFIANTS
2320, Rue de la Métropole
Longueuil (QC) J4G 1E6
Tél : (450) 679-8866
crevier.ca

NORTH ATLANTIC
REFINING LTD
29 Pippy Place
St. John’s NL A1B 3X2
Tel: (709) 570-5624
northatlantic.ca

IT’S YOUR TURN
Got an opinion? We’ll happily give you a page to get it off your chest!
Send your rant to allan@newcom.ca

What does the future look like?
Times have changed…
and they’re still changing.
We have to change our
business model to keep up!
By Rich Payter
There was a time when consumers
would buy a vehicle and never return
to the dealership for repairs or maintenance. They felt vulnerable there,
subject to high prices and disdainful
service. Instead, they took their vehicles
to a local independent garage where
they could build relationships and
enjoy great friendly service.
We thought our dominance in service
work would last forever.
But then the dealerships noticed they
were losing money and they put on a
friendly face, marketed themselves as
brand experts, and started reconnecting with their customers.
They now have a pretty good strategy:
sell the car to the consumer, offer four
years of free oil changes to keep them
coming back, and, once the customer
is well dug in, find every possible maintenance opportunity and sell it to them.
Meanwhile, independent shops were
focusing only on breakdowns and oil
changes. We didn’t want to appear
greedy so we didn’t pay as much
attention to the maintenance schedules.
The truth is, we weren’t really taking
care of the car long-term, and that
strategy has backfired on us terribly.
As vehicle quality improved and
consumer behaviors changed, it got
harder and harder to fill our bays. Our
fixed costs – like rent, utilities,
equipment, and wages – kept rising,
and there were new costs to factor in,
like diagnostic tools and training.
For smaller mom-and-pop operations, it meant laying off a technician
or cutting their hours. Worse, some of
www.autoserviceworld.com

us started lowering prices to stay
competitive.
Lowering prices has never worked
in this industry. It’s especially troublesome in a recession. When people are
strapped for cash or lose their jobs,
vehicle maintenance is the first thing
to get chopped from the household
budget. Even repairs are deferred as
long as possible.
Unfortunately, when the economy
finally improves, the vehicle is now old
and weary, and today’s consumer
simply opts for a new one. That leaves
us out of the maintenance loop for a
few years as the consumer enjoys those
free oil changes again.
We as an industry need to come
together and redevelop our strategies
to stay strong. We must take advantage
of the access to OE service information
that we fought so hard for. We need to
understand maintenance schedules and
promote them to our customers. And
we have to offer “best in class” customer
service, creating a modern and friendly
atmosphere where the customer is
greeted by first name and a handshake.
Everyone likes to be appreciated when
they come to a service facility. There’s
nothing better than the feeling that your

local shop knows you personally and is
going to take care of your vehicle better
than the dealership would.
Soon we can expect to see service
intervals extended to 25,000 kilometers
or higher. There will be many more
non-serviceable parts, and fluids that
are no longer needed. There will be new
technologies that completely rewrite
the rules of the game.
Now is the time to think ahead and
prepare your business for the future.
Consider everything from your frontcounter processes, to your point-of sale
tools, marketing, and communications.
We have to meet the needs of the
millennial generation with a strong
online presence, and a comfortable
waiting area with modern amenities.
If you’re not willing to adapt to the
changes we’re facing, your business is
going to die.
I know what I’m going to focus on
for the next five years. Do you?

Rich Payter is owner of
Mayland Heights Autopro
in Calgary, Alta. You can
reach him at
mhautopro@shaw.ca.
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MECHANIC'S CREEPER
WITH THE PURCHASE
PURCHASE
OF THE RADICAL SERIES
TOOL BOX
BOX COMBO
COMBO
TOP CHEST
CHEST

• 41” W x 17-3/4” D x 21-3/8” H

11-DRAWER ROLLER CABINET
11-DRA
• 41” W x 18” D x 41-1/2” H

* MECHANIC’S CREEPER

• One-inch, steel tube construction
• Weight capacity: 350 lbs.

866-GET-NAPA | NAPACANAD
866-GET
CANADA.
A.C
COM

GREENWOOD’S GARAGE

Steady
is better
than busy
If you’re having
trouble keeping up, it
may be time to slow
down and examine
your internal systems.
By Bob Greenwood

www.autoserviceworld.com

O

ne of the critical truths that
independent shop owners
must understand is that
there are times when a shop
can be too busy to make net income.
Some shops exist in a constant state
of being overly busy… and that’s very
dangerous. It leads to a situation where
managers concentrate exclusively on
getting more and more customers
(increasing car count) rather than on
making adequate profit from the
customers they already have. Staff run
around the shop trying to please
everyone that comes through the door,
in a desperate bid to ensure that the
needed cash flow hits the bank account
by the end of day.

This is a sure signal that
the business is heading for
trouble.
The most important
profit on a sale comes
from the billed labor component.
Ensuring the correct number of labor
hours billed per vehicle service, based
on the manufacturer’s recommendations, is critical to the shop’s bottom
line.
You are in the knowledge business.
You’re not in a commodity business
where volume is a key metric. Your
professional responsibilities to your
clients go a lot further than just selling
them parts, accessories, or canned jobs.
The average client is unenlightened
about vehicle maintenance. They don’t
understand what constitutes proper
service, and they don’t see the connection between how they operate their
vehicle and what needs to be done to
keep it running properly.
To properly advise and educate
clients, your staff on the front counter
need a lot of information. They should
be aware of how many kilometers are
driven each year, how the vehicle is
used (on the highway, in the city,
off-road, towing or hauling), whether
the vehicle is owned or leased, and
what the client’s expectations are for
CONTINUED Æ
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it. Above all, they must know the
you did not get all the work that the
vehicles in general, but of their own
vehicle’s service history.
manufacturer recommended be done.
needs and driving habits.
Making sure it’s safe and reliable at
It may be time to slow down and
Most of your clients are way too busy
all times is going to require a certain
examine your internal systems. You
to look after their own vehicles. Set up
number of labor hours every year. It is
need to rethink how you’re dealing with
a system to manage these high-tech
the responsibility of the front counter
your clients. Do you educate and
machines for them.
professional to slow things down long
counsel them? Or do you sell them? Do
Many vehicles are neglected by their
enough to clearly communicate that,
you have a relationship of trust with
owners – you could almost call it abuse
and educate the client about the service
them? Or is there room for
– but it stems from ignorance of the
and maintenance recommended by
improvement?
manufacturer’s service and maintethe manufacturer. Your shop
nance recommendations.
is the messenger of the news,
You would be helping them
Most of your clients are way too busy by taking responsibility for
not the maker of the news.
When the shop is too busy,
that for them, and
to look after their own vehicles. Set up tracking
everyone says, “I haven’t got
ensuring they get an
a system to manage these high-tech
time for this!” They’re absoexcellent return on their
lutely right. The shop may be
vehicular investment.
machines for them.
working hard, but it’s not
When you do that, I’m
working smart.
confident you’ll also see
There is a second phase of this test.
Do this test to see how you’re faring.
your shop’s bottom line grow.
Pick five to 10 clients at random –
Take the same vehicles and examine
When you accomplish the right level
people who’ve been in your system,
what the manufacturer recommends
of labor service with these clients,
with the same vehicle for at least three
for the next two years. Again, it is based
carry on and make that your model
years. Now take a close look at what
on the odometer reading and the kilofor doing business with the rest of your
has been done on that vehicle over the
meters expected to be driven. Calculate
client base.
past two years. Add up the total number
the labor hours that should be billed
The best thing is that your clients
of labor hours billed on the work-orders
over the next two years.
will notice the personal attention you’re
and invoices during those two years.
Now that you’ve done this exercise,
giving them. That alone will distinguish
Now calculate the total kilometers
be very aware of your objectives with
you from most other shops in your
driven by each client in the last two
these clients when they come in.
market, if not the industry.
years, and record what interval each
Based on your expertise, and underIt’s up to management to make
vehicle was at when it came into your
standing of each client, are these
things happen. It’s up to management
shop (i.e. 60,000 km, or 130,000 km).
service recommendations a good
to make sure all of the right systems
Finally, look up all the service
investment for them? Are they likely to
are in place. Take your time, and be
requirements that were recomagree to maintain their vehicle
patient with yourself to see this
mended by the manufacturer for the
properly? If so, slow the process down.
through. Give yourself a year of
same kilometers driven and service
Take the time to educate them, showing
thorough dedication to make this
interval, and calculate the minimum
them what the manufacturer recomhappen.
labor hours the manufacturer recommends by printing out the appropriate
And remember, if it were easy
mended should have been spent to
service intervals. Remember, you’re just
everyone would do it.
ensure that the vehicle was safe and
the messenger here, that’s all. And point
Some people dream of success,
reliable.
out how the relatively small investment
while others wake up and work at it
So… how did you make out? Did the
required to maintain the vehicle
each day.
amount of hours you billed out during
actually makes great financial sense.
that time come anywhere close to what
Compare that investment to the
the manufacturer recommended? If
substantial amount that would be
Bob Greenwood is a
management consultant
you’re in the ball park – say, within a
required to buy or lease a new vehicle.
and business advisor
5% difference – then well done! It looks
If it is not a good investment, counsel
specializing in the autolike your system is working and you
the client that it may be time to replace
motive repair and service
have a great relationship with your
the vehicle. Offer to advise them on the
industry. You can reach him
clients.
purchase of a new vehicle, based on
at greenwood@aaec.ca.
If you’re severely short in billed time,
your extensive knowledge not only of

1
2
3
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MAS, Centric and Mevotech Supreme claim “OE or better”
but when put through independent metallurgical testing, they failed.
BALL STUDS TESTED THAT CLAIM TO BE OE OR BETTER
Ford®
F-150

Chevy®
Silverado

Toyota®
Camry

N/A

That’s why at MOOG we invest so much time and money
to test the performance of MOOG and other chassis
brands. MOOG ball studs meet or exceed the OE standard.
The difference is huge because inferior chassis parts may
put your customers, and your reputation, at risk.
Don’t take chances.
Make it MOOG every time – the professionals’ choice.
moogparts.com

#partsmatter

*Results shown are based on independent testing conducted by St. Louis Test Laboratories, Inc. and
analyzed by Anderson & Associates, Inc. on studs in ball joints for the 2007 Toyota Camry, 2013 Ford
F-150 and 2007 Chevrolet Silverado in accordance with ASTM 415-15, ASTM E340-15, and ASTM E18-16
standard test methods. MOOG, MAS, Mevotech Supreme and Centric ball joint stud metallurgy was
compared to the OE (original equipment) stud metallurgy. Stud metallurgy was analyzed by evaluating
chemical composition, heat treatment, shot peening and the impact of those factors on stud fatigue life.
©2017 Federal-Mogul Motorparts LLC. MOOG and MOOG Go The Extra Mile are trademarks owned by Federal-Mogul LLC, or one
or more of its subsidiaries, in one or more countries. All other trademarks shown are the property of their respective owners.
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AUGMENTING

The way you receive your most
advanced training classes is about
to change radically!
By Allan Janssen

If the latest tech speculation comes true,
we’ll all be frequent users of augmented
reality (AR) in the very near future.
The idea of layering information over
what we’re looking at – either through
special headsets, glasses, or screens –
has long been a fixture in science fiction
movies.
It has now come to everyday life.
The next iPhone, for example, is
expected to have built-in AR capabilities. Facebook is looking into AR glasses
to add an extra dimension to your
favorite social media platform. Google
Lens will provide contextual information to what we see. And, of course,
Microsoft’s HoloLens has been
described as a “game-changer” in
personal computing.
The opportunities to use augmented
reality – and it’s cousin, virtual reality
(VR) – for training purposes have always
been apparent. It’s no stretch to predict
that technicians will soon be able to
learn, research, and practice automotive
repair with a mixture of augmented and
virtual reality programs.
In fact, a number of aftermarket
companies have already begun
adapting the technology to showcase
their products and explain complicated
procedures.
A quick YouTube search of
augmented reality vehicle repair
reveals examples of companies like
Robert Bosch and BMW, with repair
information either projected onto a
tablet or an AR headset.
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And at the most recent Automotive
Aftermarket Parts Exposition (AAPEX)
in Las Vegas, there were several
prominent displays of AR and VR in
use, including by Schaeffler, Moog, and
Robert Bosch.
“I would say training is the best initial
use-case for augmented reality,” says
Rob Butz, director of business development at Robert Bosch. He was
offering demonstrations of Bosch’s
Common Augmented Reality Platform
– a tablet-based program which added
a wealth of information overlaid onto
the image of a live vehicle as captured
by the tablet’s camera.
“This kind of interaction with the
product itself increases the effectiveness of the training,” he says. “There
have been studies that have shown that
when a person is interacting directly
with the product and visualizing the

Federal-Mogul used virtual reality as an
interactive learning experience at last
year’s Automotive Aftermarket Parts
Exposition (AAPEX) in Las Vegas.

Continental’s “Connected Technician”
concept allows repair instructions,
specifications, tolerances, component
locations, and wiring diagrams to be
superimposed onto a live camera image.

information on that product, they have
the highest retention rate.”
The key word, he suggests, is interaction – the ability to merge theoretical
learning with practical experience.
“You’re not sitting behind a computer
screen trying to take that information
out and translate it from a static 2D
textual-based context.”
Judy Love, marketing manager for
Schaeffler’s North American aftermarket
business, says the company’s experiments in virtual and augmented reality
have been a tremendous hit with technicians who have been exposed to it.
Schaeffler offered virtual reality tours
of a garage where you could pull clutch
parts out, assemble them and prepare
them for installation on a vehicle. The
experience was a popular, and
www.autoserviceworld.com

eye-opening one.
It confirms what the company
learned at a recent RepExpert Live
event in Toronto.
“We had the opportunity to run focus
groups there and ask technicians and
instructors what they were looking for
in the way of training,” she says.
“Everyone wanted hands-on training.
And while it’s very difficult in North

America, where our countries are so
large, to take training out to the field
and give everyone a chance to put their
hands on the equipment, this kind of
virtual experience is a way of doing that.”
At AAPEX, hundreds of technicians
waited their turn to test-drive the new
training option that may one day be
common place.
“They’re able to go into a virtual

Bosch says its Common Augmented
Reality Platform already offers many
advantages to repair bays, but future
iterations, with augmented reality
glasses, voice command, and gesture
controls, will free the technicians hands
for even greater productivity.

Rob Butz demonstrates Bosch Common
Augmented Reality Platform at the
Automotive Aftermarket Parts Exposition
(AAPEX). The system superimposes
instructions, schematics, and specifications onto a camera image on the technician’s tablet or smart phone.

www.autoserviceworld.com

space, pull the products out, turn them
around. And, OK, maybe they’re not
holding them in their actual hands, but
they’re not reading off a power point
slide either. It’s the next step from being
able to touch it.”
Love says the way the program – or
others like it – goes into the field has
yet to be determined. They may be used
to launch new products or to showcase
the company’s innovations.
“Once VR really gets going however,
and many people have headsets and
consoles, there’s a tremendous opportunity to offer a wide variety of training
and information programs. We might
be able to send out packages that you
can explore at your leisure at home or
at work. That sounds to me like it could
be very exciting. And very workable.”
The Schaeffler VR program was
developed in part by Bjorn Hlava, of
Agency Teigelkämper in Germany. His
area of expertise was in the application
program interface (API) which governs
how the controls work, how users grab
things, what is grab-able, and how the
physics apply.
“What we have here is a simplified
version of a training program,” he says.
“But there will be a tipping point where
the popularity of personal AR and VR
sets makes programs more viable and
less expensive to distribute.”
He says VR is effective for training,
but may not be practical enough for
actual repair work.
“Effecting repairs, with special gloves
that control a robot or something like
that, is possible but I would say not
very likely,” he says. “For repair
purposes, we’re far more likely to see
companies turn to augmented reality.”
Federal-Mogul’s Moog brand also
used virtual reality for an interactive
customer experience at AAPEX. The
general marketing piece about safety
offered a glimpse into the immersive
nature of the medium, allowing people
to answer a series of questions with a
movement of the head.
Another player in the augmented
reality field is Continental with its
CONTINUED Æ
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“Connected Technician” project which
leverages remote diagnostics to deliver
critical data to technicians in the bay,
increasing productivity and speeding
up diagnostic and repair work.
The program overlays repair instructions and contextual information
directly over a live image of the faulty
vehicle components. The AR view of
real-world environments can be
supplemented with sounds, video,
graphics, and
other data.
Continental
says the program
places the technician at the center
of the process
using augmented
reality technology. The tablet application connects
to the car via a wireless communication
interface, and guides the technician
step-by-step through the entire diagnostic and repair process. It puts all of
the information necessary for each step,
including work instructions, faulty
parts, and the exact tools needed for the
job, in front of the technician.
Integration with dealer management
systems ensures that the technician is
working on the right job and a full
feature diagnostics runtime automatically recognizes the vehicle type,
detects faults, and provides the
complete technical information
available for the car.
Overall, the intuitive operation leads
to much simpler, faster and more
accurate diagnostics and repair and
also optimizes service planning.
Virtual reality is a common platform
for gaming – something which inspired
the Carquest Technical Institute to
develop virtual environments to help
technicians learn complicated repair
procedures.
Chris Chesney, senior director of
training at the Carquest Technical
Institute says there’s a lot to be learned
from gaming.
“Learning through video games has
been proven to be very effective, he
says. “Someone playing a game learns
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Schaeffler offers a fantastic learning experience using industry-leading
technology. The car and the replacement clutch exist in virtual space only.
But with special paddles that manipulate virtual hands, technicians can
learn the entire installation process before tackling it in the real world.

by trying. If something kills him, he
goes back and tries again using a
different strategy. And if he just can’t
get through it, he goes to Google and
looks for tips on how to beat that
scenario. That’s just like training. You
learn by doing, by not repeating your
mistakes, and by seeking reference
information where it’s available.”

It’s no stretch to predict
that technicians will
soon be able to learn,
research, and practice
automotive repair with
a mixture of augmented
and virtual reality
programs.
Building on that premise, Carquest
developed simulations a few years back
that technicians could “play” to learn
vehicle systems and diagnostic strategies. It proved to be very popular –
although fairly expensive to develop at
the time – with virtual vehicles locked
in various failure modes. Technicians
were challenged to identify parts,

develop effective service strategies, and
find connections between components
and systems.
Modern augmented and virtual
reality games offer the same kind of
learning opportunities.
The most successful programs will
be the ones with a very specific goal in
mind, says Butz.
“You have to know what it is you’re
trying to demonstrate. What are the
results you’re looking for,” he says.
“Once that program is developed, that
same information can be available
down the road for a number of different
uses. And it can be saved and stored
for reference in the future.”
He anticipates a time when shops
will develop a library of AR and VR
teaching tools for technicians.
“We believe augmented reality will
become a staple in automotive
training,” he says.
And for a new generation of technicians, it will be as natural as reading,
says Love.
“We can see how they absolutely love
it. Millennials have grown up in a digital
world and they’re so comfortable with
technology,” she says. “This might be the
very best way for them to learn. They’ll
develop their skills in a virtual space…
and apply them in the real world.”
www.autoserviceworld.com
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Simple
geometry
Properly inspecting ball
joints, tie-rod ends, and
control arm bushings will
restore vehicle handling and
increase road safety.
By Jeff Taylor

Many customers come to our shops
concerned about their brakes. And
that’s understandable. People know
that they have to be able to stop their
car once it’s in motion.
But you’d think that controlling the
direction of travel would be just as
important.
Yet customers rarely ask for an
alignment, or request a front-end
check. They almost never tell us about
excessive chassis play, or steering
concerns, or the fact that the vehicle
tends to wander to one side or the other
when they’re on the highway.
Steering and suspension is simply
not top-of-mind for most consumers.
And, perhaps as a result, proper ride
control inspections are all-too-easily
overlooked during routin e
maintenance.
The fact is, with practice and proper
service information, a thorough steering
and suspension inspection doesn’t have
to take a long time. After all, our
customers are relying on us to identify
potential issues that should be addressed
for safety and customer comfort.

provide the best possible tire contact
with the road surface under the widest
range of operating conditions.
Precise control, vehicle handling and
road feel all diminish as undercar parts
start to wear or get damaged.
A good visual inspection of the entire
suspension should occur anytime a
service is being performed, or the
vehicle is on the hoist.
Snow tire changeovers and brake
inspections also provide great

Frequent inspections

It’s imperative to replace hardware when
installing new steering and suspension
parts. In this case a new pinch bolt is
installed and torqued to the proper spec.

There is a lot of complex engineering
and geometry designed into today’s
steering and suspension systems, to
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opportunities to perform a suspension
check. That obviously includes shocks,
struts, and stabilizer links. But for
today, I’d really like to concentrate on
ball joints, tie-rod ends, and control
arm bushings.
The reason should be clear. If any of
these pieces are worn or damaged
they’ll have a significant negative effect
on that carefully designed suspension,
throwing off its engineered geometries,
degrading ride comfort, increasing tire
wear, and compromising safety.

Checking for contamination
Start by raising the vehicle for a
thorough visual inspection of the
protective boots on the tie rods, ball
joints, and the control arm bushings.
These boots hold the lubricating grease
in and keep everything else out.
All manufacturers agree that any
severe cracking or damaged dust boots
indicate that moisture or other contamination may have entered the joints. If
it has, those joints need to be replaced.
But a cracked or damaged boot isn’t
the only way that moisture can enter
the ball joint or tie rod end. It can also
gain access through the actual
assembly, at the metal seams that are
folded over, crimped, or pressed
together during the unit’s assembly.
www.autoserviceworld.com

This control arm bushing has completely
separated from its mounting sleeve.
Separation like this greatly affects
tire wear.

Bellows boots and retaining clamps
must also be inspected, as they protect
the inner tie rod (typically attached to
the rack) from moisture intrusion.
Ball joints and tie rod ends that have
been contaminated with moisture can
generate all sorts of issues, from strange
noises and unusual steering characteristics, to excessive steering pump noise,
and self-centering concerns.
As the moisture enters the ball joint
or tie rod, it will cause corrosion of the
internal parts. This ultimately creates
debris, which accelerates the wear
process, and contributes to either
excessive or restricted movement.
Either condition can dramatically
affect the handling, driveability, and
safe operation of a vehicle.

Excessive wear
The suspension’s control arm bushings
reduce noise, allow the control arms
to move, and absorb road shocks. These
bushings are typically made of rubber,
polyurethane, or other materials. The
most obvious sign of wear is cracking
or pulling away from the sleeve (plastic
or metal) that holds them in place on
the control arms. Heat, age, oil contamination, recurring motion, and relentless vibration are all factors affecting
these bushings.
Some wear marks and even small
cracks are acceptable. Some
www.autoserviceworld.com

manufacturers actually have a specification for an allowable amount of wear.
Ford’s repair information for a 2009
Escape, for example, actually states
that a crack less than 10mm (3/8”) deep
is satisfactory. The bushing will still
function normally.
However, torn, broken, or excessively
worn control arm bushings can greatly
affect tire wear. It will create strange
noises and sensations, under braking
or acceleration when the bushings are
under the greatest load.
The visual part of the steering and
suspension inspection is fairly straightforward. But the hands-on portion of
the inspection is an area of frequent
controversy. It is not cut-and-dried, like
the inspection of a dust boot or control
arm bushing.

Suffice it to say the use of brute
strength, a huge pry bar, or giant pliers
will almost always give you incorrect
results when you compress a tie rod
end. Compression is not a measure of
wear on some types of tie rod ends. In
fact, many new tie rods are deliberately
compressible.
Most manufacturers recommend that
the tech use his or her hands only to pull
and push on the tie rod end as an
indicator of free play. The most accurate
way to inspect tie rod ends is when
they’re in their normal operating range
(not hanging or drooping on a hoist). The
vehicle should be resting on the ground
or on a drive-on hoist. Yes, a hoist will aid
in diagnostics and visual inspection, but
because a tie rod end tends to wear in an
oval pattern, checking when the suspension is hanging can often hide loose or
worn pieces.
The procedure that I use to inspect
the tie rod ends is as follows:
Start by elevating the vehicle on a
hoist.
Visually inspect all tie rod end boots
for tears, cracks, and splits. Check
both the inners and outers, and
including the bellows boots and clamps
on a rack. Also look at the fasteners
and the exposed part of the ball stud
for signs of corrosion.
Check the outer tie rod ends by
hand, pushing them up and down,
without the use of any tools. Any
movement or free play indicates that
the joint needs to be replaced.
Check the inner tie rods – again by
hand – by pushing them forwards

1
2
This inner tie rod end had a torn
protective boot, allowing road salt
and moisture to enter. The resultant
corrosion is clearly visible.

Most of us have our own particular
way of inspecting ball joints and tie rod
ends. This is where the disagreements
start! Get any group of techs together
and you’ll hear a wide range of opinions
on how these parts should be inspected.
Sadly, the industry isn’t helping resolve
the confusion.

3
4

CONTINUED Æ

Hands-on inspections
Because of a lack of technical information and specifications for the wear
and tolerances on tie rod ends (or a
spec that is far too wide for a proper
alignment), it seems that the manufacturer is simply leaving this issue to the
experience of the technician involved.

A visual inspection easily revealed this
torn upper ball joint dust boot. All
manufacturers agree that this warrants
replacement.
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This control arm bushing is clearly failing
and needs to be replaced.

and backwards. Any free play or
movement means replacement is
necessary.
Lower the vehicle onto the ground,
or use a drive-on hoist.
Have an assistant rotate the steering
wheel rapidly from 10 to 2 o’clock
position and observe the tie rod ends.
If the outer tie rods have any vertical
(up and down) movement or the inners
have any horizontal (side-to-side)
movement, these parts need to be
replaced. You can also listen for any
noises from the inners (clicking or
knocking).
If you find play in the inner tie rod,
it’s imperative to verify that it’s the
tie rod end and not a worn rack bushing
or mount.
Now, I already know that this inspection procedure will be disputed by
some.
The main take away however, is to
not use any tools, pry bars, or pliers to
squish any joints. That, and testing the
tie rod ends in their normal movement
environment is imperative.

5
6

7

Ball joint inspections
A basic ball joint inspection is far less
vague. Most manufacturers provide the
needed specifications, along with the
optimal procedure for inspecting them.
The procedure can range from the
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simple (check the wearing grease zerk
on the bottom of the lower ball joint)
to the complicated (Toyota wants you
to completely remove the ball joint
assembly, put it in a vise and check its
rotating torque value with a torque
wrench after five full revolutions).
Many manufacturers will specify the
use of a dial indicator, a small pry bar,
or no tool at all (just using your hand)
to pull on the control arm and gauge
the wear level. Almost all manufacturers will want the ball joints inspected
in their unloaded position. The inspection details are easily available from
most service information systems.
These procedures should be followed
closely for a proper inspection.
If a ball joint, control arm bushing,
or tie rod end has to be replaced, the
use of the appropriate tools is critically
important. Removal of the old ball joint
has to be done without causing damage

the spindle on a non-tapered shaft ball
joint or tie rod end?
All of this – and much more – must
now be taken into consideration before,
during, and after repair.
The use of torque-to-yield (TTY)
fasteners and TTY-designed ball joint
and tie rod end studs is now common.
Most aluminum spindle or knuckle
assemblies will use a TTY stud that
must be installed dry and torqued
properly. The use of oil or lube on the
stud or the tapered bore will increase
the torque and could cause the stud to
be over-tightened or stretch.
Remember, TTY spindle pinch bolts
and other TTY fasteners are not
reusable. Replacement fasteners need
to be used when reassembling components. And always use a torque wrench
and the proper angle gauge to ensure
the proper torque specification is
reached.

Steering and suspension systems feature critical
safety components that need to be inspected
properly for your customer’s safety.
to its mounting components. Installing
the new one has to be done without
damaging its internal parts.
The same can be said when removing
or installing new control arm bushings.
The correct sleeve puller and installation tool should be used. And the new
bushing needs to be correctly oriented
to the movement of the control arm.

Other parts
Vehicle manufacturers are using eversmaller and lighter suspension components. The use of lightweight metals
means careful inspection of all parts
should be complete before you install
any new parts.
Is the area around the control arm
so weak that it won’t hold the interference fit bushing properly?
Is the press-fit ball joint going to be
held in position without risk of moving?
Is the Belleville washer able to grip

Steering and suspension systems
feature critical safety components that
need to be inspected properly for your
customer’s safety. And it doesn’t have to
take a long time. Just make sure you look
up the right inspection procedures in
your information system, and pay careful
attention to details such as torque specs
and proper part orientation.
Ensuring proper vehicle suspension
and steering geometry will return the
precise control and road handling
ability that your customer needs and
wants.

Jeff Taylor is a former
Canadian Technician of the
Year, and lead technician
at Eccles Auto Service,
in Dundas, Ont. You can
reach him at
jeff@ecclesautoservice.ca.

www.autoserviceworld.com

THE STRONG,
SILENT TYPE
We may have given Wagner ®ThermoQuiet ®brake pads a shorter name but
they haven’t lost a thing when it comes to performance. With an innovative
“one-piece” design which integrates the friction, shim and backing plate
for greater strength, Wagner TQ is still your go-to choice for quieter, more
reliable braking. Find out more at wagnerbrake.com.

#partsmatter
©2017 Federal-Mogul Motorparts LLC. All trademarks shown are owned by Federal-Mogul LLC,
or one or more of its subsidiaries, in one or more countries.
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THE

ETHICS

OF SELLING

carbon deposits from intake valves,
upper cylinders, compression rings,
exhaust gas recirculation valves, oxygen
sensors, and catalytic converters. It
almost always produces immediate
and noticeable results.
A transmission service is likewise
extremely beneficial for the smooth
operation of a vehicle. Transmission fluid
contains additives to control viscosity,
oxidation, corrosion, and foaming. Heat
causes those additives to dissipate. In
some cases, the result is gum and varnish
deposits that affect the operation of the
transmission. A
proper flush will
dissolve these
deposits and flush
them away, not break them off, leaving
them to get clogged in filters.
Explaining these benefits to customers
is accomplished with a quick but
important conversation at the counter.

CHEMICALS and ADDITIVES
Some consumers can’t
help but wonder if flush
procedures are truly
necessary, or if they’re simply
a way to increase the bill.
By Allan Janssen

Selling chemicals and additives can be
a bit like walking a tightrope.
Customers are suspicious of maintenance work that they could neither
detect was necessary when they pulled
into your parking lot, nor notice that
it has been done when they drive away.
So pitching the sale can be awkward
to say the least.
If they know and trust you, you have a
head-start. But if they are a new or suspicious customer, it may require some extra
work on your end to explain the need for
system maintenance, and spell out the
possible outcomes if fresh fluids and the
attendant cleaners, conditioners,
additives, boosters, and degreasers are
not applied in a timely manner.
A reputation for ethics and transparency will serve you well here because
the consumer’s inability to see, hear, or
feel the difference you make in their
vehicle makes these kind of services
highly suspect. Some consumers can’t
help but wonder if the procedure is
truly necessary, or if was concocted
www.autoserviceworld.com

simply as a way to increase the bill.
Transparency that would remove
doubt is, unfortunately, not always in
evidence. In a recent secret shopper
test in the U.S., fully half of the new car
dealerships, independent auto repair
shops, and quick-lube facilities audited
recommended one or more flushes,
without asking customers about their
maintenance history or their vehicles’
operating conditions.
Most shop owners would agree that
kind of information is relevant before
upselling any chemicals, additives, or
flushes.
So what are some of the ethical sign
posts that shops need to pass in order
to allay concerns and retain customer
trust and loyalty?

1

Sell the benefits.

When people speak of “wallet
flushes” they’re often referring to any
automotive service or product that
provides little or no benefit to the
customer and is sold without disclosing
that fact. That may be a harsh definition,
but it certainly works to distinguish
exploitive services from valuable ones.
The truth is there are plenty of
benefits to properly diagnosed flushes,
and the sale of related fluids, chemicals,
and additives. They simply need to be
outlined to the customer.
A “top engine cleaning” for example,
involves the necessary removal of

2

Sell the rationale

Automotive developments and
enhancements have had a big impact
on the way vehicles work. Tolerances
are tighter, and engines produce more
power in more compact spaces. These
changes and others have led to new
concerns about heat stress, metal
fatigue, corrosion, carbon build-up,
and damaging thermal cycling.
Additive depletion, due to the hostile
environments chemicals work in, can
lead to accelerated corrosion and
component deterioration.
The lack of sufficient or effective
detergents in some cheaper brands of
gasoline does nothing to slow or
eliminate the formation of fuel varnish
and carbon deposits in fuel systems.
Given the carbon build-up that seems
to be prevalent with gasoline direct
injection, there should be no question
about the value of reversing the damage
through non-invasive chemical means.
And an increasing reliance on sensitive
electronics, which operate best in clean
environments, underline the need for
highly engineered, fast-drying cleaners
that will not leave a worrisome residue.
CONTINUED Æ
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As vehicles change, OE manufacturers
have started to suggest more services
– including brake flushes and power
steering flushes – to maintain the
vehicle’s optimal efficiency. Carmakers
have developed comprehensive maintenance schedules designed to anticipate the vehicle’s basic needs.
Their recommendations should be

the starting point for any conversations
you have with your customers.

3

Explain your strategy.

Keeping engines strong and
vehicles running is the bottom-line goal
here, and it is one that offers the
greatest benefit to the vehicle owner.
There’s no better place to explain your

A TRUSTED
LEADER IN
AUTOMOTIVE
STEERING
SYSTEMS
Since 1987, Atlantic Automotive Engineering (AAE), formerly
Atlantic Automotive Enterprises, has been an industry leader
of new and remanufactured steering racks, power steering
pumps, gearboxes, and related power steering components.

• EPS, EHPS PRODUCTS & COMPONENTS
• HPS NEW & REMAN PRODUCTS
• HPS CORE SAVER COMPONENTS
Thanks to AAE’s expert quality control and
commitment to testing 100% of all their products, they
have one of the lowest warranty rates in the industry.

FOR MORE INFORMATION ON AAE STEERING
SYSTEMS, VISIT WWW.AAESTEERING.COM

AAE IS NOW PART OF THE
CRP AUTOMOTIVE BRAND LINEUP.
©2017 CRP Industries Inc. All rights reserved.
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strategy for saving them money in the
long run than at the front counter with
a trained professional who is confident
and knowledgeable.
Your shop strategy may be to use only
procedures and chemical agents that
are well-accepted within the industry,
and come with a guarantee of some type.
Make it clear to customers that if
what you’re advising differs from the
OE maintenance schedule, you have a
valid reason for suggesting it. This may
demand independent verification, and
it should be based on objective criteria.
Show a commitment to the environment by not accelerating fluid changes
without justification. It is a waste of
your time and their money. And, worse,
it strains the environment.
Above all, make it clear that your
recommendations are based on what
you know about your customer and
their vehicle. Maintenance work should
be identified through proper inspections and be based on more than simply
a suspicious fluid color or smell.
Objective evaluation is key.
Also insist that you will never misrepresent the vehicle’s condition. Your
advice is based on the manufacturer’s
recommendations, the vehicle’s history,
the way your customer drives, and the
use of the vehicle play a huge role in its
condition and needs.
Given the popularity of retail pour-intanktreatments,there’s clearlyanappetite
for improved drivability and performance
among today’s motoring public. For those
who prefer to leave the work to a professional, you can be the go-to expert.
They’re expecting fast and convenient
services, based on verifiable inspections,
not made-up reasoning. They don’t want
to be scared by false or misleading
warnings. They don’t want to be fed a
lot of promises such as improved gas
mileage or lower emissions.
There is still a lot of unperformed
maintenance work in Canada – about
$11 billion worth. Much of it is system
flushes and the fluids, chemicals and
additives that go with it. Capture your
share ethically and help your customers
keep their vehicles longer.
www.autoserviceworld.com

IS
your
shop
winning?
[Hint: it involves your technicians]

Start by taking the survey!
Hiring and retaining the right people is challenging.
Where can you find good employees; how much
should you pay; and what skills are in demand — such
information is hard to come by.
We get it. That’s why we are building AutoConnect.
But we need your help. By sharing your struggles,
concerns and hopes, you are fueling this
industry-driven tool with the right information.

Take the survey!
www.aiacanada.com/autoconnect/

We need you to make
AutoConnect a reality!

autoconnect
Hire The right People- now!
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Car care products
GS27 car care products are now
available in North America. The
French-based company entered the
North American marketplace in 2015
with its acquisition of Voodoo Ride. By
expanding its North American product
offering, GS27 USA now provides its
customers with a customized line of

Brake catalog

GS27 premium car care products. For
vehicle exteriors, GS27 products
include wheel and tire cleaners and
paint renovator products. For interiors,
products include leather cleaner,
carpet and upholstery cleaner, plastic
and leather wipes, and a wide assortment of air fresheners.
www.gs27usa.com

Vehicle
lifting points

Leak detection
CPS Automotive has launched a new
AC supplement, called LeakGuard
OneShot, combining the company’s
best additive technologies into a single
product. It is designed to effectively
find and permanently stop AC leaks as
they form. An included dose of AC
ExtenDye fluoresces leaks features an
enhanced additive package that
protects and extends the life of the
compressor, its components, and the
oil. It works with the company’s
Spotgun Jr. injection system.
www.uview.com

Hand cleaner
Permatex has introduced an antibacterial
hand treatm ent
designed for technicians. The new Fast
Orange Anti-Bacterial
Foaming Hand Wash
is to be used after a hand cleaner to
make hands soft and smooth. It comes
in a 7.5 oz foaming pump bottle and
leaves hands with a neutral and fresh
scent while killing germs.
www.permatex.com
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The Automotive
Lift Institute, Inc.
has published the
2017 edition of its
“Vehicle Lifting
Points for Frame
Engaging Lifts.” The 70-page booklet
uses over 200 undercarriage images to
cover the most recent 25 model years.
For this new edition, the 2017 model
year vehicles were added, some older
images were revised, and additional
cautionary notes were provided to
clarify pick-up point locations. The
edition also includes a new “Safe Lifting
Suggestions” section.
www.autolift.org

Filter catalog
Purolator ’s 2017
Automotive Filter
Catalog is now
available. Technicians
can look up filter
options for all applications by vehicle year,
make and model. The auto filtrations
product company’s 824-page catalog
has a list of filters available in Canada,
the U.S. and Mexico. It includes a
buyer’s guide, competitive interchange
and hotline directory. Users can also
go online and find it in three different
languages.
www.pureoil.com.

Bendix has released its
new automotive brake
catalog, a 650-page publication featuring information from its three
product lines: Bendix Fleet Metlok,
Bendix Premium, and Stop by Bendix. It
includes a buying guide for each brand
and a section highlighting each one’s
application. Bendix Premium’s brake
pads are 100 per cent copper-free. Bendix
Fleet MetLok have friction formulations
to reduce noise. Stop by Bendix has multilayer brake shims and is formulated to
provide smooth and quiet use.
www.bendix-brakes.com/catalog/

Convertible work light
Snap-on says its new ECARB042
450 lumen convertible work light
flips to become a 300 lumen
flashlight. It is the first light in the
Snap-on line that charges via
USB-C. It features an intelligent
dimming function, with the light able
to “remember” the technician’s preferred
settings, eliminating the annoying ‘clickthrough’ process of most multi-brightness tools. Two built-in magnets hold
the convertible light in place while
working and for easy storage.
www.snapon.com.

Suspension lift kits
Tenneco’s Rancho brand
of performance suspension systems and shocks
now includes a 5-inch
radius arm lift kit, 5-inch drop bracket
lift kit and a 2.5-inch leveling system for
Ford Superduty trucks. The Rancho
5-inch radius arm system (RS66552B)
features OE-matching rubber mounts
and lower brackets at the axle. The
Rancho 5-inch drop bracket system
(RS66554B) adjusts the suspension
geometry to accommodate five inches
of lift and allow for re-use of the factory
radius arms. And the Rancho 2.5-inch
radius arm leveling system (RS66553B)
includes new front coil springs to level
the front of the truck with the rear.
www.GoRancho.com
www.autoserviceworld.com

Engine and oil additive
Rislone says its new Nano Prime Engine & Oil
Additive (#34104) uses patented synthetic nanotechnology to provide engines of all ages with significantly greater protection against friction and wear
than oil alone. Rislone Nano Prime Engine & Oil
Additive reduces internal engine wear up to 37
percent, and reduces friction up to 36 percent. It
even improves upon synthetic oil performance,
reducing wear and friction 36 percent and 25 percent
respectively.
www.rislone.ca

New tool website
Chicago Pneumatic has launched a
new website to make it easier for
customers to find the right tool for the
job within its extensive portfolio of
power tools, construction tools, and
compressors. In addition to a fresh look
and more modern design, the website
features new content and improved
site architecture for an enhanced
browsing experience. Users are able to
use one-click navigation to find a
specific product, access expert advice,
locate their nearest distributor or
browse an online catalog. There is also
a quick search function to help visitors
pull up relevant information using a
keyword or product reference number.
www.cp.com

Brake calipers
Raybestos has added Opti-Cal calipers
to its line of premium quality brake
system products. It features all new
components and requires no core
return, combining optimum performance with time-saving, trouble-free
www.autoserviceworld.com

Fuel tank
cleaning kit
Delphi Product &
Service Solutions
(D P S S)
is
launching a new
fuel tank cleaning kit as part of a technician education campaign to ensure
the longevity of fuel pumps. Delphi
recommends that technicians clean the
fuel tank every time they replace a fuel
pump. The new kit includes a cleaning
solution, gloves and a lint-free cloth.
The low-suds cleaning solution is specifically designed to easily treat and rinse
up to a 40 gallon capacity fuel tank. It
removes microbial growth in the tank,
breaks down varnish and gel from
ethanol, and minimizes sludge and
other fuel contaminants.
www.delphiautoparts.com

New part numbers
Point-of-purchase display
Gabriel has introduced a new educational interactive point-of-purchase
display, which invites consumers to
learn about ride control. The display
simulates realistic traveling characteristics encountered by shocks in
everyday use. It’s designed to provide
customers with understandable and
useful information on shock absorbers
and struts and their important role in
automotive comfort and safety. The
new Point of Purchase displays also
provide details on how stopping
distance is affected by bad shocks.
www.gabriel.com
installation. The calipers are manufactured with a new caliper body, brackets
and components, including pistons,
lubricated guide pins and pad
mounting hardware, to ensure correct
fit and function, Raybestos said in an
announcement. Aluminum or zinc
plated castings help to prevent
corrosion, while the zinc finish
provides all-weather protection,
inhibits rust and maintains a pristine
appearance.
www.raybestos.com

Akebono has released 12
new part numbers,
expanding vehicle
coverage of its Pro-ACT,
Performance and EURO Ultra-Premium
ceramic brake pad lines to more than 6.5
million additional vehicles in the U.S. and
Canada. The part introductions bring
coverage to 40 more models, including
the Chrysler 200, Dodge Dart, Ford F-250
and F-350 Super Duty, Chevrolet Corvette
Z06, and various BMW, Lexus and Audi
models. A complete listing of Akebono
aftermarket brake applications can be
found in the online catalog
www.akebonobrakes.com

Wiper blade lineup
Trico Products Corporation has added
nine new part numbers to its Exact Fit
wiper blade line. The company now
offers five new rear integral blades for
popular 2017-2006 year models of Ford,
Hyundai, Kia, Lexus, Saab, Scion, and
Toyota vehicles. The company has also
introduced four new Exact Fit beam
wiper blades for 2017-2015 year models
of Land Rover, Lexus, Subaru and Toyota
vehicles which are equipped with the
new Push Button FZ wiper arm.
www.tricoproducts.com
July / August 2017
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Fuel system

Tire tread inspection

Carter Fuel Systems has announced the introduction
of 22 new part numbers, including 18 fuel module
assemblies, three gasoline direct injection (GDI)
mechanical fuel pumps, and one fuel tank sender
assembly. This introduction significantly extends
Carter’s coverage of passenger vehicles on the road
today, with applications that fit popular models such as the
Nissan Altima, Volkswagen Jetta, Kia Optima, Chevrolet
Equinox and Subaru Outback.
carterfuelsystems.com

Hook and pick set
Milwaukee Tool has introduced a new
hook and pick set that it says is up to
50% more durable than other leading
hook and pick sets. It can be used for
a wide variety of tasks, from removing and installing O-rings
to cleaning out carburetors and scribing. The shank of the
Milwaukee Hook & Pick Set is chrome-plated for resistance
to corrosion and abrasion. In addition, a comfort grip allows
for increased control and more comfort during longer jobs.
It comes in a plastic storage tray that can be kept as a
long-term storage solution.
www.milwaukeetool.ca

Hunter’s Quick Tread inspection technology
automatically measures tire tread depth and
captures vehicle identification in seconds as
vehicles are driven into the service lane. The
new, compact console provides a clean installation virtually
anywhere in or nearby the service drive. The Quick Tread
console includes everything needed to run a fully-automatic
inspection lane and can be connected to a network printer. It
can also be integrated with multi-point inspection providers
to supply digital inspection reports and tires offers to customers.
www.hunter.com

Inspection data
Kukui has partnered with Repair
Shop Solutions to integrate invaluable data collected during the
inspection process into the Kukui
Dashboard. It allows repair technicians to collect a wealth of
detailed data about the health of a vehicle including pictures,
videos, and detailed notes. This data streamlines the process
of making repair recommendations, and gives service advisors
valuable information to help sell those services to motorists.
www.kukui.com

ProMax....
leadiing in durabiility and
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Brake Padss
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Ride control products
Tenneco has added 46 new
part numbers to its Monroe
Quick-Strut product line,
covering a total of nearly five
million passenger vehicles.
Among the passenger vehicle
models included in the latest
Monroe Quick-Strut coverage
expansion are Acura TSX, Buick
Lacrosse, Chevrolet Impala, Chevrolet
Silverado 1500, GMC Sierra 1500, Ford
Crown Victoria Police Interceptor,
Infiniti QX4, Nissan Pathfinder, Jeep
Grand Cherokee, Mazda 6, Nissan
Rogue, Pontiac Vibe, and Toyota
Matrix, Highlander, Sienna, and Yaris.
www.monroe.com

Cooling fan assembly
Continental
Commercial Vehicles
& Aftermarket has
expanded its full line
of VDO Cooling Fan
Assemblies. The program now encompasses an overall lineup of over 1,000
OE-quality, fan assembly part numbers.
VDO Cooling Fan Assemblies are
designed to save labor time, being easy
to install right out of the box with no
assembly required.
www.vdo.com/usa

AC service unit

Two-post lift

The new ArcticPRO ACX1250 air conditioning service unit by MAHLE Service
Solutions economically services
R1234yf vehicles. Mahle says it is
designed to increase technician
productivity due to its fully-automatic
program to recover, vacuum, leak test,
and charge without command for ease
of operation. An external refrigerant
identifier minimizes costly refrigerant
cross contamination risks. The
ACX1250 is designed to recover more
than 95 percent of automobile AC
system refrigerant.
www.servicesolutions.mahle.com

Forward Lift describes its new DP15
two-post lift as a robust lift for servicing
cars, trucks, vans and small buses
weighing up to 15,000 pounds.
Low-profile two-stage arms with lightweight adapters provide flexibility for
spotting and lifting a wide range of
vehicles. It features high-strength heavygauge steel symmetrical columns on a
substantial base plate. And it comes
standard with eight aircraft-grade
aluminum truck adapter extensions to
reach the recommended pickup points
on a wide range of vehicles.
www.forwardlift.com

Take your customer’s
HIDs to the next level
Upgrade your customer’s Xenon HID headlights with
the new Philips Xenon CrystalVision ultra HIDs. With
up to 5000K brighter and whiter light, they’ll get a
high-tech look that will definitely turn heads.

Wheel balancers
Rotary has introduced a full line of
professional wheel balancers, ranging
from a value-priced manual model to a
sophisticated 3D electronic wheel
balancer with microprocessor. Rotary
now offers four tough, reliable wheel
balancers for motorcycle, car, light
truck, van, SUV and other vehicle
wheels. Depending on needs, shops can
choose from the R180 Pro 3D Auto
Wheel Balancer, R155 Pro 3D Wheel
Balancer, R138 Shop 2D Wheel Balancer,
and the R122 Hand Spin Wheel Balancer.
www.rotarywheelservice.com
www.autoserviceworld.com
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Headlight restoration
Meguiar’s has announced a
new addition to the brand’s
newly revised line of headlight
care and restoration products.
Meguiar’s Keep Clear
Headlight Coating is an
aerosol spray that extends the

clarity on new or newly restored automotive headlights by sealing them from
oxidation caused by the sun’s UV rays.
Meguiar’s proprietary self-leveling
formula dries to the touch in 15
minutes, and does not require any
special lights or procedures to cure.
www.meguiarsmedia.com

GET THE FULL
AFTERMARKET PICTURE!
MORE NEWS, MORE PRODUCTS, MORE FEATURES

ATV motor oil
German motor oil and additive expert
Liqui-Moly has developed an ATV 4T
motor oil, 5W-50, for ATVs, quads and
side-by-side vehicles. Liqui-Moly has
tailored the oil for the demanding applications, with additives put together in
such a way that they protect the motor
against wear in even the most extreme
conditions. It has achieved API SN and
JASO MA2 approvals.
www.liqui-moly.com

Coolant temperature
sensors

AutoServiceWorld.com
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Stant Corporation has introduced a new line of coolant
temperature sensors to
complement its thermal
mana gem ent sy st em
products. Engineered using
the exact specifications of leading
vehicle manufacturers, Stant coolant
temperature sensors have a clean and
simple design that features fewer
components, making them lightweight,
cost effective and easy to install.
www.stant.com

Motorcycle lighting
Lumileds, a subsidiary of Royal Philips,
offers a line of advanced headlight
bulbs for motorcycles, scooters, and
powersports vehicles. Philips
MotoVision are said to deliver greater
nighttime visibility and safety, allowing
cyclists to see and be seen better. The
bulbs are available for 9003/H4 and H7
applications. They’re designed to put
up to 40% more light on the road and
deliver a beam that’s up to 50 ft. longer
than traditional halogen bulbs.
www.philips.com/automotive
www.autoserviceworld.com
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CONTINUED FROM PAGE 38

a $350 tune-up and all would be fine. I told them to go ahead.”
I groaned and closed my eyes. It sounded like overkill to
me. “Well, maybe the van needed it,” I said lamely.
Stanley was quiet for a moment. “Maybe. That was this
morning. But then they called back this afternoon. Porter
says after they did the tune-up, the van still ran rough, so
they did a compression test. Now he’s telling me it’s got a
dead cylinder and I need a motor job.”
I was stunned. “You mean they didn’t check out the
compression before they did the tune-up? At least tell me
they’re not going to charge you for the tune-up!”
Stanley sighed. “Yep, all 350 dollars’ worth. Porter says once
the parts are used, you can’t take them off. He said he feels
sorry for me, but diagnostics are tricky and that’s the way it
can go sometimes. I guess being a mechanic isn’t always easy,
right Uncle Slim?”
I hung up the phone and felt like throwing up. At the next
break, I told the crew what had happened. “Maybe others see
it differently,” I fumed, “but I can’t justify making the customer
pay for your mistakes – it just isn’t right!”
Basil coughed politely. I glared at him. “What?”
“It’s what I was going to tell you yesterday when Stanley
first called. It’s this whole business of recommendations; they
rarely live up to their expectations. What seems reasonable
to one person may be unacceptable to the next.”
Tooner grunted. “Now that you mention it, Cousin Orly
and that Porter guy are golfin’ buddies. Maybe that colored
his opinion of the shop a little.”
I rolled my eyes. “So Basil, you’re recommending that we
should never make recommendations?”
Basil shrugged. “It’s just something to think about. When
you recommend a shop, you’re adding your reputation to that
of the shop you’re recommending.” He smiled sadly and looked
at me. “I don’t want to sound pessimistic, but are you prepared
to live with the results?”
He was right. Stanley was my sister’s pride and joy, and I’d
be hearing about this mechanical misfortune at every family
gathering from now to eternity.
“Sheesh,” said Beanie. “It sounds like recommendations
can be like boomerangs; you toss them out carelessly and
they can come back to whack you on the head.”
Just then my cellphone rang again. “Hello?”
“Yes,” a breathy female voice said. “Is this Slim Shambles
Auto Repair? I’m from out of town and my car just broke
down. You were highly recommended to me.”
For some reason, the back of my skull began to throb.
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Not recommended
When you recommend a shop, you’re adding your reputation to that
of the shop you’re recommending.
By Rick Cogbill
“This movie is ridiculous!” my wife
exclaimed. “Who recommended it?”
I sighed as I turned off the slapstick
B-rated comedy flick. “Buck Pincher
and his wife Dolly. They said it was the
funniest thing they’d ever seen.”
“Well, that explains it.” Cookie picked
up her book from the coffee table. “I
think it’s dumb. I’d rather watch the
news.”
Recommendations are tricky things.
Tooner found that out when he took
his wife out to dinner last week. He told
us about it during lunch one day. “I
asked Rolph to recommend the
classiest thing on the menu, being as
it was our anniversary and all.”
Basil looked up from his crossword
puzzle. “You didn’t like it?”
“Didn’t even recognize it!” Tooner
grimaced. “And it gave me heartburn
for two days.”
Beanie chuckled. “Your mistake was
in going to Rolph’s Diner in the first
place. I’d recommend Curly Joe’s Pizza
down by the lake. Samantha and I think
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it’s the best.”
“Best place to get cholera, maybe,”
said Quigley as he refilled his coffee
cup. “Have you been in their kitchen?
I think they’re growing lab samples in
there.”
Just then my phone rang. It was my
nephew Stanley, a drummer with a
local jazz trio. They were currently on
tour in the mountains and he was
having problems with his 1997 Honda
Odyssey minivan. “I was driving up a
long hill when my check engine light
came on and I began to lose power. I
don’t know if I can make it home.”
I had a pretty good idea what was
wrong. My nephew’s van burned so
much oil that he’d significantly lowered
the mosquito population in his neighborhood. “Look, Stanley, your van’s
been on borrowed time for over a year
now. I’ll bet one of your spark plugs has
fouled up and you’re only running on
three cylinders.”
“Gosh, that sounds serious. Can you
help me out, Uncle Slim?”

I told him to hang on for a minute
while I explained the problem to my
staff. “Is there any shop we could
recommend in that town?”
Basil cleared his throat to speak, but
Tooner cut him off. “I heard of a shop
called Porter’s Wrench Pit. Now, I ain’t
never been there, but my cousin Orly
swears by it. You could try them.”
I passed the recommendation on to
Stanley. “Once they have a diagnosis,
give me a call.”
After hanging up, I looked over at
Basil. He put his hands up defensively.
“I’m not saying anything. I just hope it
goes well for Stanley.”
My nephew called back the following
afternoon. “So I dropped it off this
morning like you suggested.”
“Okay, so what’d they find?”
He hesitated. “They said one spark
plug was fouled up, just like you said.”
“That’s great!” I replied. “So did they
change it?”
“Not exactly. They told me I needed
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