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It’s easier to tear things down than to 
build them up.

It takes an enormous amount of 
effort to create a large block of ice. But 
it will melt in a matter of hours if left 
in a sunny room on a warm day.

So it is with trust. What takes years 
to create can be undone in a thought-
less moment. It is the grease that keeps 
the wheels of commerce turning. And 
when it is lost, much of the pleasure of 
doing business goes with it.

A friend of mine recently lost some 
trust – not all, but some – in his auto-
motive service provider.

I should say that in my circle of 
friends, I am the one who constantly 
comes to the defence of the aftermarket. 
I do it happily, and with conviction, 
having met many great technicians, 
service advisors, and shop owners. But 
in this case, I can see why a little trust 
leaked out of this particular 
relationship.

My friend had dropped off his car for 
a routine service and periodic inspec-
tion. A few things were brought to his 
attention – a brake fluid service, an air 
filter, and the need for a wheel 
alignment.

The brake fluid and air filter seemed 
reasonable enough, but he hesitated 
on the wheel alignment. He couldn’t 
recall having hit any curbs or serious 
bumps. He hadn’t noticed any shimmies 
or drifting issues. And with cold weather 
rapidly approaching, he knew he’d be 
putting on winter tires soon. Perhaps 
the alignment could wait until then.

The real trouble was that while the 
service report he received by text 
included pictures of his filthy air filter, 
and examples of what exhausted 

brake fluid looks like, there were no 
specifics on how his car had failed 
the alignment test.

Never having had a trust issue with 
the shop before, however, he approved 
the work, assuming they would not have 
brought it to his attention if it didn’t 
need immediate correcting.

When he came in to pay, and the 
wheel alignment report was finally (and 
with some difficulty) produced, he 
found that if his wheels were misaligned, 
they were only marginally so. To his 
untrained eyes the report, with lots of 
green check marks on it and only a few 
red ones, seemed fairly unalarming. He 
found himself wishing he hadn’t spent 
the money for an alignment that will 
only have to be spent again in a couple 
of months when winter tires are 
mounted.

The alignment may have been 
completely justified, and might have 
been easily explained. But no explana-
tion was forthcoming and, as a result, 
he was left feeling somewhat taken. So 
quickly was the shop’s golden reputa-
tion undermined. My friend tells me he 
will now be less apt to approve work 
without more information.

Our companies are built on trust. 
Without it every interaction would be 
a more complicated effort. Every sale 
would be threatened by a climate of 
suspicion. Every statement would 
require two or three levels of 
verification.

We do well to preserve it at all costs… 
even if it means forgoing the occasional 
sale. 

I’d like to hear what you think. You can 
reach me at allan@newcom.ca.

SERVICE NOTES

Most people begrudge the cost of automotive 
maintenance and they pay it with suspicion. 
Trust breaks that cycle.
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Practically the only topic of discussion in 
the Letters to the Editor this month, and 
among visitors to our website focused on 
the Special Report in our September issue 
on Joe Ramono, the technician charged 
with criminal negligence causing death, 
and uttering a forged safety certificate.

Ramono, a shop owner and technician 
at Pro Street Auto Sales & Service in 
Stouffville, Ont., was found not guilty of 
the more serious charge, but was found 
guilty of the forgery charge.

Readers had strong reactions to the 
story, which illuminates the serious 
problem of false safeties conducted by 
unscrupulous technicians for convenience 
and profit.
—Allan Janssen

It’s time to lobby the 
government for regular 
safety inspections
I just finished reading the latest article 
on the fraudulent safety inspection. I’ve 
been a technician for 43 years, most of 
those as owner of my own facility. 
Almost on a monthly basis I have to 
inform people that the condition of their 
car has deteriorated to such an extent 
that they should consider giving it up 
for salvage. The advice is given strictly 
from a perspective of safety versus cost 
to repair, and most people appreciate 
the input. But there are some who just 
want to keep that old car on the road. 
Many times vehicles come in for a safety 
inspection that couldn’t possibly pass 
and are impossible to repair for safety 
(with rotted frames and floors etc.). It 
makes you wonder if some of these 
vehicles end up getting certified fraud-
ulently elsewhere.

Someone needs to lobby our provincial 
and federal officials for mandatory safety 
inspections on a biennial basis. I firmly 
believe that this would save lives. It’s 
ludicrous that in this day and age we’re 
only concerned about safety require-
ments when a vehicle is registered in a 
new province or changes ownership.
Fred Bosscher
Bosscher’s Auto Service, Grassie, Ont.

Crooks and incompetents 
need to leave the trade
I read this troubling article and I think 
a legal response was definitely appro-
priate under the circumstances. I am 
encouraged to see that our industry 
is taking its responsibility to the 
motoring public very seriously, and 
our image is improving. Eventually the 
thieves and the incapable will be 
pushed out. I can only hope that this 
happens sooner than later, as there’s 
no room for such disregard for the 
safety of all motorists.
Chris Borson
Castle Auto Collision & Mechanical  
Service, Toronto, Ont.

Public needs to be taught 
the danger of fraudulent 
safety certificates
An example needs to be made here with 
this conviction. If the owner requested 
this safety, he should be held accountable 
as well as the tech who wrote the safety. 
Perhaps an education program should 
be in place outlining the pitfalls of seeking 
a fraudulent safety. If the public knows 
what the legal repercussions could be, 
they may not look for a fake safety.
Bob Ward
The Auto Guys, St. Thomas, Ont.

‘Favors’ get everyone into 
trouble and cause havoc on 
the roads
So many times you feel pressured to do 
a ‘favor.’ Trouble is, that favor can come 
back to bite you. I’ve gotten into some 
near shouting matches because I 
refused to sign off on a vehicle until I 
had a chance to check it over. No 
amount of explaining will convince the 
customer that you’re looking out for 
their best interests and your own as 
well. You cannot afford to compromise 
your responsibility as a technician just 
because the customer is a nice person, 
or is too broke to fix it properly.
George Stringham
Taber Diesel Service,
Taber, Alta.

We need annual shop 
inspections
This story just makes me sad because 
this death could and should have been 
averted. I’ve owned and operated an 
automotive repair business for 30 years 
and I’m disgusted with how poorly our 
profession is policed. I’ve only seen one 
environmental inspector in the last 30 
years, haven’t seen a Ministry of 
Transportation inspector in over 25 
years, and have never had any ODP 

www.autoserviceworld.com

LETTERS

A 2012 crash involving a Dodge Ram 2500 that had recently been certified as safe took 
the life Abigail MacNaughton. Joe Ramono, the technician who certified the vehicle, 
was found guilty of uttering a forged document.

‘Technician on Trial’ story draws strong reaction
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inspection ever. As far as I’m concerned, 
there should be annual shop inspec-
tions with stiff fines and consequences 
for those that cut corners and hand out 
false safety inspections. Then and only 
then can we avoid unfortunate deaths 
of innocent individuals.
Afonso Albuquerque
Franklin AutoMasters
Cambridge Ont.

Some DIY jobs are a 
disaster waiting to happen
We see this every day here. B.C. has a 
slightly different system but essentially 
there’s no inspection of passenger 
vehicles. It’s to the point that I refuse 
to take in lifted trucks. None of them 
would ever pass anyway. My biggest 
issue is with the do-it-yourselfers. We 
just had an Expedition on the hoist that 
some backyarder had done the front 
brakes on. Bolts missing from the left 
caliper, all the others loose, brake hoses 
twisted so they pinched when turned… 
That’s not what I want coming at me 
at 100 km-h!
Brian Browning
Center Point Automotive
Salmon Arm, B.C.

Maybe provinces should 
run inspection stations
The government needs to set up their 
own inspection stations. There is little 
if any enforcement at repair shops and 
we also receive no training at all on 
how to conduct a proper safety inspec-
tion, other than what we learned at 
trade school. They need to recertify us 
every so often and perform mandatory 
periodic inspections of our shops. Don’t 
get me started on the unsafe vehicles 
that I see every single day. Some have 
never ever been inspected!
Scott Birdsell
Dunsdon Auto
Brantford, Ont.

This tragedy should serve 
as a wake-up call
Great article and I’m sure it will get a lot 
of people thinking. Those who have 
uttered false certificates should beware! 

I myself have conducted an ‘entrapment’ 
test and I have the original copy of a fake 
safety bought and paid for at a local 
submarine sandwich shop a few years 
ago. The old plow truck that had been 
in my yard for years – with a rotted cab, 
holes in the floor, and about 50 other 
serious deficiencies – was given a pass 
by these fraudsters! The sad fact is that 
unsafe vehicles that would never pass 
a safety inspection are free to travel on 
public roads as long as they’re not being 
brought into another province or 
changing ownership. We need annual 
inspections to correct this. Wise up, 
government! Take this as a warning.
Ricky McMullin
Ricky Ratchets Auto Repair
London, Ont.

We need tough European-
style safety inspections
In Europe, vehicles have to be inspected 
every two years. The ‘TUV’ is a very 
tough inspection, and rightly so. It is 
not done by any normal repair shop. It 
must be done by a TUV shop. Brakes 
and shocks are tested on roller brake 
testers and special suspension 
equipment. Rust damage needs to be 
repaired. Cracked hoses need to be 
replaced. And if there are any holes, the 

car is taken off the road. I hope that 
one day soon, this will be the law in 
Canada and U.S.
Helmut Mitschuinig
Easy To Load
Ile-Bizard, Que.

Follow the rule and pass 
only what deserves to pass
Too many times I hear about stuff like 
this! And too many times nothing is done 
about it. Here in Nova Scotia, we inspect 
every two years. As an industry, we need 
to stand firm and follow the rules that 
have been laid out. If the vehicle passes 
inspection, and you genuinely feel it’s safe 
and you’d let your family use it, great. If 
it’s not fit for the road, refuse to pass it. 
Then you’re not on the hook for it if it 
slams into another vehicle and harms 
someone – or worse. I think about that 
possibility every time I put a provincial 
MVI sticker on a vehicle.
Paul Price
P.G. Price Mechanical Services
Halls Harbour, N.S.

www.autoserviceworld.com

EYESPY

You can never predict the cause 
of a flat tire. Jeremy Tinline, of 
Vic’s Automotive in Kingston, 
Ont. sent in this picture of 
what caused “a thud, pop, and 
instant flat tire.” The offending 
projectile could not have come 
from his shop, he says. “I don’t 
remember the last time I used a 
double-ended open wrench!”

Have an interesting picture to 
share? Send a high-resolution 
image to allan@newcom.ca

Gotcha!

What’s on your mind?
We want to hear from you about 
anything you read in CARS magazine. 
Send your email to allan@newcom.ca
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A Kingston, Ont. shop owner is asking 
the Ontario College of Trades (OCOT) 
to lend financial assistance to aspiring 
automotive, truck, and collision 
technicians.

Lindsey Bakker, owner of Lindsey’s 
Tire and Auto Centre in Kingston, Ont., 
says he heads up a group of local motive 
power professionals who want OCOT 
to pay two-thirds of the $400 “seat” cost 
for first-year apprentices, and one-third 
of the cost for second-year 
apprentices.

The aid is necessary, he says, because 
aspiring technicians will not make high 
wages in their first few years, even as 
they face huge career costs, like the 

investment of thousands of dollars in 
tools.

“There is a high cost of entry in this 
industry,” he said. “If we can help 
apprentices just a little bit, we can really 
help people stay in the industry. It 
would be a good way to support the 
trade’s future.”

Bakker has written an elaborate 
proposal with graphs and charts, which 
he hopes will lead to a favourable 
decision this fall. The proposal would 
cost about $1.38 million per year.

“We could probably ask for more, but 
we’re trying to be realistic,” he says. “We 
could ask for them to pay all of the seat 
cost for the first two years, but if people 
are handed things, 100 per cent, they 
don’t give it their all.”

He describes the financial relief as a 
way for the college to give back to its 
motive power members, who 
contribute some $9.1 million a year to 
OCOT coffers. He also points out that 
OCOT recently invested about $15 
million of its $24 million available cash.

But Jamie Holmes, a member of 
OCOT’s board of governors, who has 
seen the proposal, says there are a 
couple of basic problems with the 
idea.

“Number one, it’s not our mandate. 
Our mandate is to protect the public 
interest, and promote the trades,” he 
says. “Number two, that’s not our 
money to give out. OCOT does, at 
present, have a surplus, and that 
surplus has been invested, on behalf of 
the members, to make money to 
support the college.”

Holmes says the matter would be 
more properly brought to the Motive 
Power Trade Board, a group of techni-
cians and shop owners that could bat 
the idea around and decide if it has 
sufficient merit to be brought to the 
board of governors.

“Any initiatives have to start there,” 
he says. “And they’ll be more than 
happy to talk to him. They’ll have that 
discussion with him. That’s why we 
have a grass-roots system.”

Bakker says he likes the progress 
OCOT has made in setting up a public 
registry of licensed technicians, and in 
expressing an interest in working with 
other provinces to develop a national 
curriculum and licensing program for 
automotive professionals.

The seat funding is only the first idea 
that he has to help OCOT further prove 
its worth to technicians.

“The next step we want to take is to 
ask the government to either raise the 
ceiling of tool costs that apprentices 
can claim, or remove the ceiling 
entirely,” he says. “And down the road, 
I’d like to make it so that automotive 
professionals are the only ones who 
can buy brake and suspension parts.”

He says the changes are necessary 
to safeguard the industry’s future.

“I’m 54 years old and, like a lot of 
shop owners and technicians my age, 
we’re soon going to be getting out of 
this business. It’s going to leave a big 
void,” he says. “I want to try to stop the 
bleeding of our trades. I want to bring 
the health and prosperity back into our 
trades.”

www.autoserviceworld.com

NEWS

Ontario shop owner looking 
for funding for apprentices
Lindsey Bakker believes the 
Ontario College of Trades 
should make it easier for 
aspiring techs to enter the 
trade.

By Allan Janssen
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Some of the tax mitigation strategies 
commonly used by auto repair and 
service shops may soon be eliminated 
by the federal government.

Finance Minister Bill Morneau has 
announced his intention to change the 
rules on things like passive investment 
income, capital gains, and so-called 
‘income-sprinkling.’

“This is a big deal,” says Doug Reevey, 
owner of Autotec Inc. in Saint John, 
N.B. “All three of those strategies are 
very relevant to our industry.”

Reevey, the immediate past chairman 
of the Automotive Industries Association 
of Canada, and a former accountant 
himself, says the changes are directed 
toward entrepreneurs who have estab-
lished private corporations.

“It is suggested that the government 
is closing loopholes,” he says. “But these 
are not loopholes. They are provisions 

in the tax act that were brought forward 
by the government of the day. They 
were designed to reward or incentivize 
people for taking the risk of starting a 
business.”

Income sprinkling – or income 
splitting – allows the sharing of income 
between two or more taxpayers. Rather 
than one person claiming an income 
of $80,000, an entrepreneurial couple 
might split that income, claiming 
$40,000 each, and be taxed at that rate.

“Under the new rules, one person 
would be charged at the $40,000 level, 
the other one would still be taxed as if 
they were making $80,000,” says Reevey. 
“That’s a clear disincentive to share 
income.”

Passive income is the income made 
on money that a company sets aside 
for future use – say, the purchase of 
expensive auto repair equipment.

“That’s normal practice for us,” he 
says. “The perception is that this only 
affects the wealthy, but that’s not neces-
sarily the case.”

The proposed changes, which would 
increase federal tax revenues by an 
estimated $250 million, will affect 
entrepreneurs in many industries, and 
could mean thousands of extra dollars 
in taxes for even small and medium 
auto repair shops,.

“In the big scheme of things, $250 
million is a drop in the bucket,” says 
Reevey. “It is certainly not worth dis-in-
centivizing the true entrepreneurs who 
contribute so much to the economy.”

Public input on the proposed 
changes, which were announced in July, 
draws to a close in early October. The 
majority of the proposed changes, if 
adopted, are not expected to come into 
effect until 2018.

www.autoserviceworld.com

NEWS

Tax changes could impact small businesses



The annual Congress of Automotive Repair and Service 
(CARS) will follow the Automotive Aftermarket Parts 
Exposition (AAPEX) in Las Vegas this year – rejoining 
Automotive Aftermarket Industry Week where it has histor-
ically had its greatest success.

The event, run by the Texas-based Automotive Service 
Association, has bounced around a bit in recent years, having 
been held in conjunction with other shows in Detroit, Chicago, 
and Anaheim.

But event director 
Donny Seyfer says 
attendance suffered 
for a number of 
reasons and it just 
made a lot of sense 
to return to Las 
Vegas in the first 
week of November, 
where many other 
groups converge to 
offer a wide range of 
events to after-

market professionals.
“AAPEX invited us to become part of their event and we 

asked if we could be at the end, because we’d tried the front 
end before,” he says. “Shop owners just didn’t want to lose 
their whole week.”

Dubbed CARS@AAPEX, it will be a one-day, single-track 
event on Friday, Nov. 3. 

“This year we want to show shop owners how to become 
business analysists and really look at the world around them,” 
Seyfer says. “In addition to showing them what’s going on 
and getting them up to speed, we’re going to provide tools 
so they can adjust their business as needed.”

CARS@AAPEX will also host an Advanced Vehicle 
Technology (AVT) program the day before, as part of the 
AAPEXedu program.

Mark Bogdansky, senior director of meetings and events 
for the Auto Care Association, says a new partnership with 
ASA will benefit AAPEX attendees, giving them access to the 
AVT event as part of their AAPEX ticket.

“We’re excited about it,” he says. “It is a great addition to 
the AAPEXedu program. We’ve done a much more robust 
program this year for service professionals.”

The three-hour AVT program will feature experts like Dr. 
Anuja Sonalker on cybersecurity, automotive lobbyist Robert 
L. Redding Jr., Automotive Aftermarket Supplier’s Association 
president Bill Long, and Mobile Devices CEO Aaron Solomon.

“The future belongs to those who can do more than repair a 
car,” says Seyfer. “It belongs to those who can understand the 
technology and connect the dots with the opportunities it offers.

October 2017   11www.autoserviceworld.com
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Congress of Automotive Repair 
and Service returns to Vegas

Automotive Aftermarket Industry Week 
is held in the first week of November 
each year.
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By the NUMBERS 
Stats that put the North American automotive aftermarket into perspective.

Percentage of 
Canadians who 
believe dealership 

technicians are better trained than 
technicians at independent shops.
Quorus Consulting Group

The expected number of telematics 
subscribers using embedded 
systems worldwide by 2021. That’s 
up from 26.5 million at the end of 
2015.
Berg Insight

Projected annual 
growth rate for 
diesel service 

technicians through 2024, almost 
double the average growth rate for 
all occupations.
U.S. Department of Labor’s Bureau of Labor Statistics

Percentage of 
automotive 
executives who 
expected fuel 

economy and emissions 
standards to become less 
stringent in the coming 
years – a stark contrast 
to 2016 findings when 
52% expected them to 
become more stringent.
Penton Research

Percentage of 
consumers said they 
are likely or very likely 

to buy auto parts and accessories, as 
well as in-car apps, and functions-
on-demand over the Internet.
Capgemini Cars Online 2017

The number of companies 
expected to launch flying 
cars by 2022

Frost & Sullivan

The number of people that a single dissatisfied 
customer will share their bad experience with. 
Around 13% of dissatisfied customers will tell more 
than 20 people how unhappy they are about that 
transaction.
White House Office of Consumer Affairs

Percentage of 
customers who say 
that competent 
customer service 
reps are most 
responsible for a 
happy customer 
experience.
Genesys Global Survey

Percentage of consumers 
who believe that vehicle 
owners are the sole owner 

of vehicle data. More than 30% of auto 
executives believe OEMs own the data.
KPMG 2017 Global Automotive Executive Survey.

The number 
of additional 

drivers there would be in the U.S. if 
today's young people today were 
was quick to get their license as 
young people were in 2000.
AlixPartners

49%

170 MILLION 12%

39%

BETWEEN 9 AND 15

41%

60%

10
78%

10 million
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Boost Your Shop 
Profits

Your Complete 
Shop 

Management Software

An all-inclusive solution • Create estimates and invoices
Full accounting module with tax remittance • Detailed reports (sales, profits and more) 

Free updates and unlimited technical support

Our clean and easy-to-use appointment
grid is good for up to 20 bays

User friendly and inexpensive • Customer retention module 
Complete vehicle repair history • Inventory and tire storage • VIN look up

AB Magique is the only shop software 
with multiple document interface

E-commerce made simple!
Shop for parts or tires and order them directly from the AB Magique program

Call us for a free trial version at 1-800-268-4044
www.vlcom.com
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“Can’t you just pass it for now? I promise 
to get everything fixed later, but my regis-
tration is about to run out and I just need 
it to pass so I can renew it in this 
province.”

The proper answer to this question 
is, “Heck no! We’re not that type of shop.”

Look, I get it. Everyone wants a favor. 
But that kind of favor puts people in 
jeopardy – including the driver of the 
vehicle, and every other driver, 
passenger, and pedestrian on the road. 
It’s hard to believe that anyone would 
be so thoughtless as to ask if we can 
blindly pass their vehicle. But it 
happens so often that it’s becoming 
hard for me to be polite about it!

How do you nicely say, “I understand 
you don’t want to be inconvenienced, 
but I can’t just pass your vehicle. It puts 
my job on the line, as well as your life.” 
No matter what you say, it usually turns 
into an argument.

Just as galling are the people who 
refuse to pay for a safety inspection 
because they’re unhappy with the 
results. They say they’re going to get a 
second opinion somewhere else – as if 
that’s some kind of threat.

Or, funny enough, sometimes we are 
that second opinion. They come to us 
because some other shop failed their 
vehicle. These are my favorites! I already 
know there’s something wrong with the 
car and this person just doesn’t want to 
accept the truth. They just want to find 
a shop that will pass their junk.

Well, we aren’t that type of shop.
A couple times a month someone 

comes in for an out-of-province inspec-
tion. It just passed in the other province, 

they sometimes say. Can we just copy 
the information onto our safety sheet?

Uh, no… we’re not that kind of shop.
It’s hard to explain that provinces 

have different standards and regula-
tions. Some people think we’re trying 
to scam them, finding unnecessary 
work because they’re vulnerable and 
desperate.

We recently had a customer with a 
1988 Cadillac Seville that he bought 
from a shop that buys, fixes, and resells 
vehicles. It had just passed a safety 
inspection in another province. But 
when I did the Saskatchewan inspec-
tion, I couldn’t believe what I found. A 
bad wheel bearing, non-functioning 
lights, a very serious transmission leak 
from the cooler lines, nearly out of oil, 
misaligned front and rear wheels, torn 
front axle shaft boot… It was in terrible 
condition! And many of the parts they 
needed had been discontinued.

I was really dreading the conversation 
I was going to have to have with these 

poor people. They were mad all right but, 
to my surprise, they were not mad at me. 
They recognized that I just couldn’t turn 
a blind eye to these problems.

Sadly, there are some shops out there 
that will. They’ll park their ethics just 
to make a buck.

We’re not that kind of shop. 
The good shops out there are honest 

and trustworthy. They’ll ensure that 
every car that leaves their bay is in good 
condition. They’ll work with their 
customers to make sure the vehicle 
maintains its value as long as possible, 
is safe on the road, and poses a threat 
to no one.

That’s what kind of shop we are. 

www.autoserviceworld.com

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 

We’re not that type of shop
When it comes to vehicle 
inspections,, turning a blind 
eye to safety issues is not an 
option!  By Chelsey Hattum

Chelsey Hattum is a 
licensed technician at OK 
Tire in Moosomin, Sask.
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Too many shop owners have a 
single “catch-all” labor rate. It’s 
a holdover from the days when 

all repairs were pretty much the same. 
It was all manual work with not a lot 
of diagnostics.

But things have changed. Automotive 
repair and service is no longer a “catch-
all” kind of job. And if these shop 
owners don’t change the way they 
charge their customers and clients for 
the services they render, their “catch-
all” labor rate could contribute to the 
demise of their business operations.

There’s a new dimension to the labor 
component these days, and it really 

must be understood and utilized 
properly for shops to thrive these days. 
A “tiered” labor rate system, or “diag-
nostic” labor rate, should be used 
whenever vehicle diagnostics is 
involved in a job.

Diagnostic billing is appropriate 
whenever time is spent to analyze or 
interpret information.

A tiered labor rate denotes the level 
of diagnostic skill that is available at 
the shop. There’s no “flat rate” manual 
or standard to follow. It’s based solely 
on the skill level of the technician 
involved.

Many shops fail to understand that 

today’s services – and many of their 
future services – need to be charged 
out based on the level of knowledge 
required to do the job. That’s because 
when advanced technology fails, a 
systemized strategy is required to 
diagnose the problem and fix it.

This takes time. And usually the 
person needed to do the job is the 
shop’s most highly skilled, specially 
trained technicians, using high-end 
diagnostic equipment.

These jobs also require more from 
management – and that’s an aspect 
that is often overlooked. The service 
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GREENWOOD’S GARAGE

 CONTINUED  

expertise
There’s a new dimension to shop labor these days. You need 
a special diagnostic rate that reflects the growing complexity 
of modern vehicles

By Bob Greenwood, AMAM

Charging for
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writer has to spend more time with the 
client, explaining the diagnostic 
process, and keeping them up to date 
on where the job currently stands. The 
time required to build customer trust 
and buy-in on a diagnostic job is much 
higher than that required for a purely 
mechanical job. This must also be 
accounted for in the financial equation.

When setting the door rate for diag-
nostic work, the mathematical formula 
must take into account the above 
mentioned issues plus the cost of the 
specialized diagnostic equipment, the 
ongoing software upgrades, and 
numerous training courses.

The old saying “time is money” was 
never more true than when applied to 
diagnostic work.

The current financial equation for 
setting the retail door rate for mechan-
ical/maintenance work is 4.5 times the 
hourly wage of the top mechanical/
maintenance technician. If the top 
mechanical/maintenance technician 
is earning $25.50 per hour, then the 
minimum retail door rate charged to 
the client should be $114.75 per hour 
($25.50 x 4.5). That figure is specifically 
calibrated for aftermarket conditions 
in the current year, 2017.

In the case of diagnostic work, the 
multiple is different. To cover the issues 
previously mentioned, the hourly diag-
nostic wage of the technician is multi-
plied by 5.35. For example, the diag-
nostic tier rate of a diagnostic 
technician being paid $30 per hour is 
$30 x 5.35 = $160.50 per diagnostic hour.

The shop should now have a 
minimum of two different labor rates: 
$114.75 for mechanical and mainte-
nance work; and $160.50 for diagnostic 
work.

It is recommended that the shop 
charge a minimum of one hour diag-
nostic time per job. In other words, the 
client is charged $160.50 just to come 
to the table. I’ve been reassured by 
many technicians in the industry that 
competent diagnostic technicians can 
diagnose 60% to 70% of diagnostic 
problems within the first 45 minutes.

The other 30% to 40% of the problems 

are what we call “safari hunts” in which 
the technician may take 3 to 6 hours 
to figure out the problem because they 
haven’t been there before. It doesn’t 
mean the technician is incompetent. 
It simply means they’re making their 
way through the new technology 
they’ve been learning about. The next 
time they see the same problem they’ll 
be on more familiar territory and the 
learning curve will be substantially 
reduced – as will the time component. 
The minimum one hour charge (with 
the 15 minutes that is not used in 60% 
to 70% of the jobs) helps defray the cost 
of these in-house training hunts that 
even the best technicians inevitably 
find themselves in.

To secure the confidence of the 
customer or client, the better shops 
must offer reassurances that the 
maximum labor charge for any diag-
nostic work will be 3.0 hours. That’s 
$481.50. Consider developing a ceiling 
of diagnostic time for your shop, as this 
allows the client to realize that there’s 
an end to any problem and it’s not an 
open pocketbook. It tells the client, 
“We are competent; we know what 
we’re doing; we can – and will – solve 
your problem.”

Charging for diagnostic time is an 
important habit that shops must get 
into. To start this habit, consider an 
objective of billing at least one diag-
nostic hour per day at the new tier rate. 
The difference between using a 
catch-all labor rate of say $114.75 today 
and the new tiered rate of $160.50 is 
$45.75. If this habit is properly instilled 
in the shop, that would create a 
minimum of an additional $915 net 
profit per month ($45.75 times 20 

operating days). That’s more than 
$10,000 in additional net profit per year.

Once this habit has been developed, 
and the shop is psychologically 
comfortable with its new professional 
methods, the ultimate objective would 
be to have 20% to 30% of daily shop 
time billed out at the tiered rate. This 
percentage would obviously be based 
on the mix of customer/clients being 
served (newer vehicles vs older 
vehicles). If your techs face a lot of the 
higher-end technology, you should 
expect to bill more time at the diag-
nostic rate.

It might take you six months to build 
up your diagnostic business. It involves 
changing the mindset of your clients, 
so get started immediately. You need to 
develop the new selling skills now. Take 
the time to discuss the change with your 
clients. Allocate marketing dollars to 
educate your customer base about the 
diagnostic work required to service 
today’s high-tech automobiles.

If you, as a shop owner or manager, 
do not recognize the necessity of 
charging for the skill level and techno-
logical expertise required to meet your 
clients’ needs, please enroll yourself in 
some competent business manage-
ment training. It is a key concept, and 
will only become more important as 
vehicles grow even more complex.

Diagnostic time is real, and it is here 
to stay. Understanding how it is calcu-
lated and why it is necessary in today’s 
marketplace is a critical part of making 
it work. You have to truly believe in it 
if you’re going to cover the ongoing 
costs of training, tools, and upgrades 
needed to contribute to the shop’s 
bottom line.  
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GREENWOOD’S GARAGE

Bob Greenwood is a 
management consultant 
and business advisor 
specializing in the 
automotive repair and 
service industry. He is 
also an Accredited Master 

Automotive Manager (AMAM). You can 
reach him at greenwood@aaec.ca.

The old saying “time 
is money” was never 
more true than when 
applied to diagnostic 
work.
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Now THAT’s good advice!

     Take time with your 
customers. Listen to them, 
and treat them as if they 
were part of the family. 
When a problem arises 

with their vehicle, they’ll 
listen to you and trust 

you because that’s how 
they’ve been treated.

— Jessica Bernard-Wood,  
Bernard’s Quality Cars,  

Flesherton, Ont.
“

”

Promise less.  
Do more.

— John Johnson, Jr., 
John’s Quality Auto, 

Lindsay, Ont.

“ ”

Be authentic. Love 
what you do. Be happy 

at work. If you’re 
happy at work every 
day, it shows in your 

performance.
— Josie Candito, Master 

Mechanic High Park,  
Toronto, Ont.

If you take care of the customer 
and treat them fairly, they’ll come 

back. That’s how you become 
successful in this business. Focus 
on getting people to come back.

—Jamie Wagar, Ultimate Car Care, 
Peterborough, Ont.

Come to work with a 
smile and leave your 
problems at home. 

Make the customer feel 
like you do everything 

for them.
— Mario Babin, Service Ruest 

et Babin, Rimouski, Que.

“

”
Keep your chin 

up and don’t 
look back. Keep 

givin’ her!
— Jesse Maudsley, 
J&M Automotive, 

Selwyn, Ont.

“
” Don’t worry about the 

dollars. Worry about the 
customers, and the dollars 

will come on their own.
— Dieter Scheffer, Frank Motors, 

Winnipeg, Man.

“
”

Figure out how to accept 
responsibility for errors, 

and then figure out a way to 
prevent them from happening 
again. Blaming other people 
does not solve the problem. 

Taking ownership of the 
problem does.

— Jeff Rempel, George Rempel Auto 
Centre, Winnipeg, Man.

“
Listen to the 

customer… and 
have a lot of 

patience.
—Sean McKane,  

McKane Motor Sales, 
Timmens, Ont.

“
”

As part of our Shop of the Year deliberations, 
we asked the shop owners who’d been 
nominated about the best advice they’d  
ever received. Here’s what they had to say. 

© CARS Magazine, 2017 



Now THAT’s good advice!
Believe in yourself.  

Take risks.  
Don’t be afraid to  

invest in the business.
—Todd Dalzell, Dalzell’s 
Automotive Maintenance  
& Repair, Edmonton, Alta.

“
”

Get involved in a management group. 
That’s probably the single best reason 

why I am where I am today. Quite honestly, 
I nearly bankrupted the company back 

in 1995. I just didn’t understand that 
uniqueness of the auto repair business. 

Getting some training and talking to other 
shop owners has been the key to my 

success.
— Glenn Colling, Eastside Automotive, Oakville, Ont.

Take care of your people. 
Take the time to say thank you. 
They’re giving you time out of 
their own lives. No amount of 

money’s worth that!
— Mike Hinbest, Erskine’s Service 

Centre, Orangeville, Ont.

“
”

     Don’t just trade 
time for money. If 

you want to be here, 
be 100% here. Be 
committed to what 
you’re doing. Don’t 

just have one foot in.
— Jeff Hoff, Gears Plus, 

Prince George, B.C.

      Don’t give up. My first 
few years were hard. I 
was a technician and I 

knew how to fix cars, but 
it turned out to be a lot 
harder to make money 

than I’d thought it would 
be! There were some tough 

times. But someone told 
me not to give up…  

and I didn’t.
— Erol Yersel,  

Erol’s Automotive,  
Cochrane, Alta.

Figure out how to accept 
responsibility for errors, 

and then figure out a way to 
prevent them from happening 
again. Blaming other people 
does not solve the problem. 

Taking ownership of the 
problem does.

— Jeff Rempel, George Rempel Auto 
Centre, Winnipeg, Man.”

Treat people 
right. Put yourself 
second… and the 

customer first.
— Ken Grady,  

Ken Grady Auto,  
Douro, Ont.

“
”
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A s a trained technician who owns 
and operates two busy shops in 
Oakville, Ont., Glenn Colling 

knows how hard it is to recruit and 
retain good techs.

And as a young father who enjoys 
being physically fit, he also knows how 
hard it is to find the time to hit the gym 
on evenings and weekends.

So when he built a quonset hut 
beside one of his shops to offer more 
office and storage space in 2014 – a 
$15,000 investment – he made sure to 
include a weight room so he could have 
a lunchtime work-out. And when it was 
ready, Colling opened it up to his 

employees too.
“I thought it would be something 

that a lot of them would take advantage 
of,” said Colling, the second-generation 
owner of Eastside Auto Service, which 
was named Small Business of the Year 
by the Oakville Chamber of Commerce 
in the same year the gym was built. 
“And I wasn’t mistaken.”

Led by a personal trainer whom 
Colling hired for the first two years to 
familiarize users with the various 
weight machines and to help develop 
individualized training programs, the 
gym proved to be a popular workplace 
feature from the get-go.
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HUMAN RESOURCES

perks

Technicians and 
service advisors often 

work out together in an 
on-site gym at Eastside 

Auto Service in Oakville, 
Ont. Owner Glen Colling 

says the weight room 
was popular from day 

one. From left: Colling, 
Keith Retz, Jeremy 

Riopelle (with the sledge 
hammer), Josh Prior, and 

Devin MacDonald.

What can you offer 
your employees to 
make your shop 
a more attractive 
place to work?

By Mark Cardwell

The right



October 2017   23

More than a dozen staff members 
continue to use the facility on a daily 
basis, with mostly techs working out 
between noon and 1 p.m. and 
managers from 1-2 p.m.

“It’s a lot of fun because you get to 
know the guys and share some laughs,” 
said Colling, who also offers his 
employees access to a Disney vacation 
time-share. “And we’re staying fit 
together. I no longer hear any 
complaining about sore backs.”

Colling’s gym is one of the more 
novel initiatives by Canadian small 
business owners to attract and keep 
qualified workers in today’s tight job 
market.

That task is particularly challenging 
when it comes to highly-skilled workers 
like automotive service technicians, 
who require years of hands-on training 
to inspect, diagnose, and repair an 
ever-widening array of vehicles.

According to a recent poll, 34% of 
Canadian Federation of Independent 
Business (CFIB) members identified 
the shortage of skilled labor to be their 
biggest impediment to growth. 
Similarly, 54% of respondents consid-
ered the increasing cost of labor to be 
a significant problem.

“The bottom line is that skilled 
labor is hard to find and it’s expensive,” 
said Ashley Ziai, a senior policy 
analyst with CFIB and the niece of an 
Ottawa shop owner. “The issue is 
driving many small business owners 
to distraction, especially in smaller 
centres and regions where the 
problem is more acute.”

In addition to stalled growth and 

even lost business, Ziai said another 
impact of a tight labor market is that 
garage owners and some techs have 
to work more days and longer hours.

Ziai recommends garage owners 
“stay in contact” with trade schools 
“to get a better shot at graduates.” She 
also urges them to put a positive spin 
on the many admirable and attractive 
traits of a career in the automotive 
repair industry.

And to retain techs, Ziai recom-

mends paying competitive wages and 
offering other “intangibles” that 
today’s workers are looking for.

“These days, the decision to work 
somewhere is not based solely on 
salary,” she said. “It’s also the work 
environment, the team, and perks.”

She added that small shop owners 
need to emphasize the non-monetary 
benefits of employment in their busi-
nesses to offset the superior wages 
and compensation packages that 
larger corporate employers can offer.

“The good thing about the smaller 
guys is that they don’t have the red 
tape and bureaucracy,” she said. “The 
boss is right there, not thousands of 
kilometers away, and is most likely 
doing the same jobs the employee is 
doing. Problems and issues can be 
dealt with right away.”

She said small shops can also offer 
more opportunities to train and get 
experience on a wider scope of jobs.

“You do a little bit of everything and 
can learn a wider array of skill sets,” 
said Ziai. “When you look at all of those 
things, the value can be superior.”

Veteran human resources expert 

Aline Ayoub agrees. She thinks that 
perks can be positive workplace 
incentives, provided they jive with the 
many generational and technological 
changes that are transforming the 
modern Canadian workplace.

“Young people want and are looking 
for a workplace experience, a place 
where they can enjoy themselves 
while earning a salary,” said Ayoub, 
whose HR firm in downtown Toronto 
has been counselling small- and medi-
um-sized businesses on human 
resource matters for more than 30 
years.

Fed up with what she calls “trophy 
perks” like $20 coffee shop gift cards, 
Ayoub says modern employers need 
to be both smart and savvy in their 
efforts to reward good work 
performance.

Although she lauds a novel idea like 
the free use of a gym “because it shows 
the owner cares about the employees,” 
Ayoub believes such initiatives are not 
enough.

“If all employees get something, 
then the ones who work the hardest 
– and those are the people that 
business owners most want to retain 
– will question the value of it,” she 
said. “You also need things that are 
tailor-made to their interests, like 
maybe tickets to a concert, sporting 
event or other activity you know they 
would like.”

Finding the right perk, Ayoub 
added, requires bosses to interact 
regularly with their employees and 
figure out what motivates them.

“They need to pay attention to them 
and get to know and understand their 
interests,” she said. “Finding the right 
perk will translate into positive work 
motivation and reward.”

That’s especially true, she added, 
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In today’s business climate, when workers are in 
high demand, it’s the small extras that sometimes 
tip the scales.

 CONTINUED  
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when it comes to skilled employees 
who are hired because they have an 
education, but who might not fit into 
just any workplace.

“Employers need to engage them 
in thorough on-boarding,” said Ayoub. 
“Doing that will also help them to 
learn the employee’s interests and to 
find something really good to reward 
good work.”

For independent Toronto garage 
owner Rudy Graf, providing perks like 
the personal use of service cars and 
idle bays to do side jobs or giving them 
gas money to get to and from work 
can help to offset the higher wages 
and bigger benefits packages that 
corporate shops offer.

“The little things can go a long way 
with some people,” said Graf, president 
of the Automotive Aftermarket 
Retailers of Ontario (AARO), an asso-
ciation that represents about 700 
independent garages across the 
province.

“I always tell our guys that we appre-
ciate what they do, and that we pay a 
good salary,” said Graf, who owns and 

operates Graf Auto Centre, a 
second-generation general repairs 
garage and body shop in north-end 
Toronto that has four full-time techni-
cians, including Graf and his partner 
(and brother) Herbert. “And we’re closed 
weekends, so I let the guys have free use 
of the shop then to do side jobs.”

Another perk is Graf ’s use of his 
commercial supply connections to 
get his techs parts at cost price. “Our 
guys are really into cars, so that comes 
in handy,” he said.

Years ago, he added, perks included 
free tickets to baseball or hockey 
games that suppliers regularly gave 
to shop owners, who in turn often 
passed them on to employees. 

“That’s all gone,” said Graf. 
“Nobody’s got any money to throw 
around anymore.”

In addition to keeping employees 
happy, Graf said perks can also help 
small garage owners when the issue 
of a pay raise comes up.

“Most independents offer a salary 
and that’s about it,” he said. “They just 
aren’t big enough to offer things like 

retirement plans and the like. We’re 
looking at maybe offering a group 
health insurance plan here, but it’s 
expensive.”

That makes it tougher for indepen-
dents to compete with bigger shops 
in attracting and retaining highly 
skilled talent in a tight job market.

“It’s tough to find someone to start 
with, and when you do it’s often 
because they were fired or had a 
falling out at their last job,” said Graf. 
“You have to be cautious, make sure 
someone is a good fit for your shop.”

Even in cases where the fit is good, 
he added, it can be difficult to placate 
employees who want more money 
and benefits.

“Sometimes they have you over a 
barrel because if they leave, what are 
you going to do?” said Graf.

Though he says he’s “always willing 
to listen” to someone who thinks they 
should be paid more, Graf reminds 
techs who may be thinking about 
leaving about the myriad of advan-
tages he offers.

“I tell them not to be short-sighted,” 
he said. “They get a good education 
and training here and the experience 
that I and my family have in the 
business. And it’s a pretty relaxed and 
friendly atmosphere. We don’t even 
have a buzzer in our shop. And when 
a guy says he has to take two days off 
to go on a fishing trip with his friends, 
we usually say yes. You can’t be too 
severe.”

In today’s business climate, when 
workers are in high demand, it’s the 
small extras that sometimes tip the 

www.autoserviceworld.com

Mark Cardwell is a 
Quebec-based freelance 
writer.
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Can you imagine going out to start your 
car and the headlights project a “good 
morning” salutation on the wall of the 
garage? Or maybe the score of last 
night’s game?

That may not seem possible now but 
with the correct software and a laser 
matrix light-emitting diode (LED) 
headlight, these things could be as 
common as receiving a hands-free 
Bluetooth phone call is today.

The steady evolution of automotive 
lighting started in the 1980s, when the 
U.S. government deregulated the use 
of the standard square and round head-
lights. This change permitted the auto-
motive manufacturers and their 
designers to produce more aerody-
namic, fashionable and even signature 
lighting assemblies that would soon be 
associated with their brands.

But it was not merely the form that 

changed. Regular incandescent 
headlight bulbs changed to halogen. 
Then HID (high intensity discharge) 
lighting became popular. Now the trend 
is to use LED lighting.

And even the direction of the head-
light’s aim is variable these days, with 
manually controlled, fixed or static 
headlights giving way to adaptive or 
dynamic lighting systems, even on 
economy models.

Manufacturers are thinking about 
forward and rear illumination… and 
LEDs are heavily involved.

Using tungsten
The familiar incandescent bulb uses a 
filament of tungsten in a glass envelope 
to produce light (a halogen bulb will have 
a small amount of halogen gas in the 
envelope to extend bulb life). When 
current is applied across this filament, it 

heats up and gives off light. This style of 
headlight bulb was used in over 80% of 
all vehicles manufactured up until 2012.

The incandescent light (halogen 
included) is cheap to produce but inef-
ficient. The average incandescent 
halogen bulb will last about 1000 hours 
and, under normal use, will consume 
55-65 watts. But only about 10% of this 
power is used to make light. Most of 
the power consumed is making heat.

HID lamps generate light differently 
from a typical incandescent by creating 
an arc between two tungsten electrodes 
inside a special glass bulb filled with 
(typically) xenon gas. This operational 
difference gives HID headlights advan-
tages and disadvantages over the 
familiar halogen bulb.

As an OEM light source, HID head-
lights produce over three times the 
light output of typical halogen bulbs, 
allowing improved beam pattern and 
road visibility, overall lower system 
wattage (30-42 watts compared to 55-65 
watts), higher color temperature 
(4200K vs 3100K), and longer life.

On the other hand, they’re more 
expensive, require electronic controls, 

TALKING TECH

Automotive lighting has grown up from the days when acetylene 
lighting was used to illuminate the road and tell other drivers if 
you were stopping or turning.

By Jeff Taylor

I can see 
clearly now
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and have more space 
constraints. These have 
limited HID headlights to a 
smaller market. But there 

are new technologies that are even 
more efficient than HID at a much 
lower cost.

Efficient and flexible
A light-emitting diode is not a bulb at 
all. Like all diodes, this two-lead semi-
conductor diode is polarity specific, 
allowing current to flow in one 
direction only. When a suitable voltage 
is applied across its connector, it will 
emit energy in the form of electrolumi-
nescence – which we see as light.

Today’s LED headlight assembly will 
typically consume 15-22 watts of power 

and will last about 10,000 hours. This 
is a significant reduction in power 
consumption, which is very important 
to car manufacturers trying to achieve 
their Corporate Average Fuel Economy 
(CAFE) targets.

Alternators put a load on an engine, 
and higher electrical loads increase 
fuel consumption. LED lighting has a 
small but measureable impact on a 
vehicle’s fuel needs.

Because 75% of all driving is done 
during daylight hours, the use of 
LED-equipped daytime running lights 
(DRL) will reduce not only the amount 
of energy consumed but also the amount 
of CO2 produced. The conventional 
incandescent low beam DRL system 
consumes 20 times the energy of a 

comparable LED DRL system
This savings in power consumption 

doesn't come without a cost. LED 
lighting has two issues: LED assemblies 
are currently more expensive to produce 
than the older incandescent lighting, 
and the light produced by an LED is 
uni-directional. Both issues have been 
overcome using different methods, but 
there are many other advantages to 
using LED illumination over the 
previous incandescent technology.

Addressing issues
Many manufacturers are embracing 
the use of LED lighting by mixing tech-
nologies: using incandescent headlight 
bulbs for headlights and LED units for 
DRL, or other combinations of new and 
old technology to reduce manufac-
turing costs while ensuring fuel savings.

Unlike an incandescent bulb that 
floods light in all directions, the light 
that an LED creates is only emitted in 
one direction. This problem can be 
addressed by using more than one LED. 
Or you can employ special reflective 
devices and lenses to distribute, focus, 
and project LED light where you want 
it to go. Toyota tackled this issue on the 
2015 Toyota Corolla, the first economy 
car equipped with LED headlights as 
standard equipment, with a single 22.6 
watt LED with a bi-functional projector 
for low beam, and a 60-watt HB3 halogen 
bulb for high beam.

Safety and colors
LED technology has improved dramat-
ically over the years, bringing higher 
lumen efficacy (more light for less 
power), added robustness (resistance 
to shock and vibration), and a much 
longer life. In fact, the best LED bulbs 
are designed to outlive the vehicle. And 
most motorists will have to replace their 
existing incandescent bulbs only once.

When used in the interior of the 
vehicle, LEDs can provide a brighter (and 
whiter) interior light that is more attrac-
tive than that of an incandescent. In most 
vehicles, exterior applications will also 
look sharper. Studies have shown that 

 CONTINUED  

LEDs can be used where incandescent 
bulbs would not fit, like in this illumi-
nated door handle on the 2017  
Cadillac XT. 

LED lighting isn’t just for high-end vehicles and hybrids anymore. This 2016 
GMC Sierra is equipped with LED daytime running lights. 

Even using a generic scanner, I could see 
the data for the front position lights on 
a 2014 Ford Escape that used HID head-
lights and LED daytime running lights
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people react faster to LED brake lights 
than to incandescent brake lights. That’s 
because LEDs are instant-on, while 
incandescent bulbs have a built-in delay. 
They fade in and out as the filament 
heats-up or cools-down.

Instantaneous illumination may not 
sound like a big deal but at 120 km-h 
(75 mph) the 0.2 second delay that an 
incandescent bulb needs to illuminate 
translates into about 6.5 meters of extra 
roadway – more than enough distance 
to be the difference between a crash 
and a near-crash.

This LED brake light technology can 
even be retrofitted into an older vehicle 
with available aftermarket bulbs.

Today’s LED headlights produce a 
light that is so much like natural 
daylight that at night things are illumi-
nated in their natural colors and 
contrasts, something an incandescent 
bulb can’t provide.

Multicolor LEDs can create the red 
brake light, a white reverse light, or 

an amber signal light all in one unit. 
LED brake lights assemblies can be 
made to change illumination intensity, 
flash or even pulsate to get a following 
drivers attention with the correct 
software. And signal lights can be 
made to flash sequentially creating a 
running turn signal or as a single unit 
depending on what that manufacturer 
wants.

Brand definition
Cadillac, Audi, Dodge, and many others 
now have unique DRL lights that are 
sculpted into fenders or around 
headlight assemblies using thin strips 
of LED lighting, giving the vehicle a 
distinctive signature look. These lights 
were standard on $100K plus hybrids 
but now even the common Nissan 
Rogue can play that game. Lightweight 
and compact LEDs let any manufac-
turer express a unique identity through 
lighting configurations.

LED lighting can have a distinctive 

look, both day and night, giving vehicle 
designers vast possibilities that just 
didn’t exist with the older incandes-
cent bulbs. Taillight assemblies, 
sublimely illuminated door handles, 
and puddle lights are just the tip of 
the LED lighting iceberg, as exterior 
lighting becomes a vehicle’s signature 
characteristic.

Diagnostics
Diagnosing an LED unit that is not 
functioning properly is typically going 
to require using a scan tool of some 
description providing communications 
and bi-directional controls.

TALKING TECH

This data stream shows the duty cycle of 
the LED position lights.

Keep your customers’ engines running smoothly. Inspect their serpentine belt system every 100,000 km.
At 150,000 km, replace the entire system with NAPA high-quality serpentine belts and tensioners.

866-GET-NAPA | NAPACANADA.COM
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Most LED headlights will contain an 
internal control module needed to 
operate the LEDs. Headlights and tail-
lights are typically controlled by the 
vehicle’s BCM or other dedicated 
lighting control module, using a 
communications line (various network 
protocols can be used and they tend 
to be very vehicle specific).

The complexity of the design, the 
amount of lighting, and how it’s used 
on the vehicle, coupled with the wiring, 
and the built-in diagnostics are all up 
to the OEM carmakers, their studio 
designers, and their engineering teams.

LED solutions run the gamut from 
basic systems that replace traditional 
bulbs to the most advanced 1024-pixel 
advanced forward lighting systems (AFS) 
and laser-based headlamp designs. 
Advanced systems can add some cost to 
a vehicle, but they also add value.

The technology  
and the future
Automatic dimming, leveling, and even 
directional headlights systems have been 
used for some time, but they all have 
involved some form of motorization for 
proper operation. The use of LEDs can 
greatly simplify this technology just by 
using the LED chips themselves.

LED-adaptive lighting technology is 
already being seen in the higher-end 
models that will allow the use of specific 
LEDs to create a light beam that can be 
precisely focused for different road condi-
tions. The beam can even be shaped to 
turn or curve or provide a level light 
during acceleration and hard braking 
when the vehicle may be nosediving.

The LED matrix headlight uses a 1024-
pixel Advanced Forward Lighting System 
(AFS). Like a television, the more pixels 
the better. When equipped with infrared 
radar and complex software, an LED 
matrix headlight will be able to actively 
illuminate specific sections of the 
roadway to help drivers avoid pedestrians 
and road obstacles or just brighten the 
road signs for better visibility without 
glaring oncoming traffic.

Laser headlight technology will 
likely be next in vehicle illumination 

as it can provide 10 times the lumi-
nescence of today’s best LED head-
lights. And its possibilities are 
mind-boggling.

But for now, we’re seeing a huge 
increase in LED lighting applications 
and many predict it will become as 
popular as the halogen bulb ever was… 
until the next technology becomes 
prevalent.  
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PRODUCT FEATURE: BRAKES

Stainless steel brake lines
Dorman has released a kit that includes 
all lines and fittings for a complete 
brake line repair, featuring materials 
that have been upgraded to stainless 
steel in order to resist corrosion. 
Dorman bills the parts as direct 
replacements, with no need for retro-
fitting. The kit features an innovative 
design that uses soft bends to reduce 
packaging size.
www.dormanproducts.com

New part numbers
Akebono has released 13 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 addi-
tional vehicles in the U.S. and Canada. 
The part introductions bring coverage 
to 40 more models. A complete listing 
of Akebono aftermarket brake appli-
cations can be found in the online 
catalog.
www.akebonobrakes.com

Brake bleed kit 
Actron has introduced the new CP7840 
Brake Bleed Kit, designed to assist in 
completing various brake jobs that 
require a full system bleed, such as 
replacing a brake caliper, wheel 
cylinder, brake hose, or master cylinder. 
The CP7840 Brake Bleed Kit includes 
adaptors for most vehicle brake 
systems, as well as the most common 
auto and light truck straight and angle 
adapters.
www.actron.com

Brake catalog
Raybestos has 
released its new 
C o m m e r c i a l 
Vehicle Application 
C a t a l o g  a n d 
S p e c i f i c a t i o n 
Guide (BPI-CV17). 
Developed with 

professionals in mind, the guide 
delivers part number and spec infor-
mation about the complete Raybestos 
commercial vehicle line, in an easy-
to-use format.
www.raybestos.com

Composite disc 
brake rotors 
HELLA Pagid Brake 
Systems now offers 
composite disc brake 
rotors for European 

applications. These advanced, two-piece 
brake discs feature an aluminum hat and 
a high carbon friction ring, which are 
bonded together by rivets. The use of 
aluminum delivers a weight savings of 
15-20 percent and reduces the unsprung 
mass of the brake system. The resulting 
assembly not only improves driving prop-
erties, but also helps contribute to a 
reduction in fuel consumption.
www.hella.com

Brake shoe kits
MAT Holdings, Inc. has announced the 
launch of the Bendix Brakes brand auto-
motive brake shoe kits, which include 
all of the components necessary for a 
complete brake shoe job. The Bendix 
brand complete brake shoe kits include 
brake shoes, wheel cylinders, spreader 
springs, and installation hardware.
www.bendix-brakes.com

Brake pads
Two new SKUs have been added to the 
Bosch QuietCast Brake Pad product 
line, extending coverage to more than 
616,000 late-model domestic vehicles 
in operation in the U.S. and Canada. 
Two new SKUs have also been added 
to the Bosch Blue Brake Pad product 
line, featuring OE-style, multi-layer 
shims that provide superior noise 
dampening characteristics.
www.boschautoparts.com

Brake pads
Federal Mogul has brought the Jurid line of replacement 

brake pads to the North American market. Jurid, 
founded in 1915, has been found on many Golf 

models from Volkswagen since the 
mid-1970s and has been facto-
ry-equipped on vehicles such as 
the Audi A3, BMW 4 Series and 

Mercedes-Benz A-Class. More than 
40 per cent of Jurid’s 156 pad sets feature the same shapes as original equipment 
to German vehicle makers.
www.juridparts.us
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ROI calculator
Snap-on has added its MODIS Edge 
combination full-function scan tool 
and scope/graphing meter to its diag-
nostic calculator feature, available on 
the Snap-on website. This online tool 
helps automotive repair technicians 
and shop owners determine how much 
profit they could be making by using a 
Snap-on diagnostic platform. The user’s 
potential return on investment is calcu-
lated based on the answers to a few 
simple questions.
www.diagnostics.snapon.com.

Drive shaft assemblies
Trakmotive has introduced a line of new 
premium drive shaft assemblies for 
passenger cars and light trucks, designed 
to meet or exceed OEM manufacturers 
specifications. Stainless steel band 
clamps provide better resistance to 
deformation and stretching. Dust boots 
are made of thermoplastic elastomers 
rather than neoprene, and premium 
forged three-layer sealed U-joints can 
handle higher torque loads.
www.trakmotive.com

Emissions control
Tenneco has announced an 
expansion of its Walker 

Emissions Control 
p r o d u c t  l i n e , 

including Walker Ultra direct-fit 
catalytic converters, and Quiet Flow SS 
direct-fit stainless steel mufflers, as well 
as new pipe, resonator assembly and 
hardware part numbers. The new parts 
combine to cover 192 late-model appli-
cations. The converters include hangers, 
flanges, and brackets. The mufflers are 
specially designed to resist rust.
www.walkerexhaust.com

Lift kits
Rancho has 
added a five-inch 
radius arm lift 
kit, five-inch 
drop bracket lift 
kit and a 2.5-inch leveling system for 
2017 Ford Super Duty trucks. The 
five-inch radius arm system (RS66552B) 
includes Rancho full radius arms with 
rubber mounts that match original 
equipment and lower brackets at the 
axle. The five-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. The 2.5-inch radius arm 
leveling system (RS66553B) includes 
Rancho full radius arms with 
OE-specific rubber upper mounts and 
lower brackets at the axle, allowing for 
caster adjustment.
www.GoRancho.com
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Cleaner and treatment kit
Penray has launched two products, designed to help 
extend engine life and restore performance. The 
Two-Step Oil and Fuel Treatment Kit (#7702) is designed 
to remove debris and deposits from fuel systems and 
fortify engine oil to make an oil change more effective. 
It includes a fuel system cleaner to dissolve and remove 
harmful deposits in the fuel system. The Three-Step 
Premium Oil System Cleaner kit (#7603) includes the 
same items as the Two-Step kit and adds Penray’s 

Crankcase and Differential Cleaner. It is most useful in higher-mileage engines 
and should be added five minutes before draining to dissolve gum and sludge.
www.penray.com



34   CARS

Impact wrench
A new high-torque impact wrench has been 
introduced by Milwaukee. The latest generation 
of the M18 Fuel high torque impact wrenches 
deliver upwards of 1,400 ft.-lb. of torque in a 
compact, cordless design. The company says it 
is powerful enough to replace pneumatic and 
corded options altogether. A new bolt removal mode provides 
maximum torque to remove stubborn bolts or nuts.
www.milwaukeetool.com

Impact wrenches
Chicago Pneumatic has launched two new 
lightweight and powerful impact wrenches 
for heavy vehicle tire changing applica-
tions. The CP7783 and CP7783-6 1” light-

weight impact wrenches weigh in at just 18.5 lbs (8.4 kg) and 
20.9 lbs (9.5 kg) respectively, and deliver a powerful 1,770ft.lbs 
(2400 Nm) in reverse. They are also equipped with a ‘rocking 
dog clutch’ rather than the more traditional twin hammer 
impact mechanism. This pinless, closed reinforced mechanism 
is encased and has only two main moving parts to ensure 
optimum power transmission and superior durability.
www.cp.com

Wiper blades
Bosch ICON windshield wipers are said to provide 
consistent all-weather performance, increased dura-
bility, and a clearer view for enhanced safety and peace 
of mind. The bracketless design and tension springs 
help keep the windshield wipers flexible and provide 
superior wiping performance in all weather conditions. 
Bosch ICON windshield wipers use exclusive tension 
spring arcing technology to create a fit that is custom 
contoured to the curvature of each side of the 
windshield.
www.BoschAutoParts.com.

Wiper application guide
Trico’s 2016/2017 Canadian Automotive 
Application Guide is now available, designed 
for automotive technicians and counter profes-
sionals, as well as consumers. The guide provides 
details on all Trico products, listed by product 

line, vehicle year, make and model. The 288-page compilation 
includes information on 25 part numbers newly available this 
fall. The catalog also contains an interchange guide and a 
complete directory of retail merchandisers and cabinets.
www.tricoproducts.com
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Enhanced brake line
MAT Holdings has launched its new 
enhanced ‘Stop by Bendix’ product line, 
with double the coverage for all makes 
and models of passenger cars and light 
duty trucks. The product line features 
an improved shim design, offering 
quieter performance, as well as the 
signature Bendix blue burnishing stripe. 
This stripe acts as a lubricant during 
the brake products’ break-in period, 
ensuring noise-free performance.
www.bendix-brakes.com

Wrench set
Milwaukee Tool 
has introduced 
Combination 
Wrench Sets, 

available in both SAE and metric, 
offering an anti-slip MaxBite open-
ended grip and an I-Beam handle design 
for extra leverage. MaxBite open-ended 
grip improves the wrench’s grip on nuts 
and bolts, providing 25% more torque 
than smooth open-ended wrenches. 
There is a seven-piece set and a 15-piece 
set. Size labels on the wrenches are 
ink-filled for easy identification and 
readability from multiple angles.
www.milwaukeetool.com.

Intelligent 
diagnostics
Snap-on has intro-
duced the new Zeus 
diagnostic tool 

(EEMS342) featuring Snap-on 
Intelligent Diagnostics software. 
Snap-on says the new tool is designed 
to be a timesaver, offering technicians 
only the most relevant information 
during a repair. Zeus offers a scan tool, 
lab scope, functional tests, exclusive 
Fast-Track guided component tests, 
SureTrack expert information, 
technical service bulletins (TSB), oil 
specifications and resets, optional 
ShopKey Pro repair information.
www.diagnostics.snapon.com/zeus

Oil drain valve
DK Smith International Trade Inc. has 
introduced the new EZ Oil Drain Valve 
with optional Hose Connectors. The EZ 
Oil Drain Valve replaces existing drain 
plugs, for fast, clean, and easy oil changes. 
No more hassle, and no need for special 
tools, just turn the lever of this nick-
el-plated brass ball valve, and drain 
engine oil. An optional screw on the hose 
end (sold separately) can be added to 
drain the oil to a remote receptacle. It is 
available for all kinds of engines with 30 
different sizes to fit everything from 
heavy trucks to compact cars.
www.EZoildrain.ca

Intake manifold kit
ÜRO Parts’ Intake Manifold Repair Kit 
repairs and upgrades the troublesome 
OE variable intake manifold 
mechanism found on 4.2L Audi and 
VW engines, which is notorious for 
vacuum actuator and linkage failure 
and subsequent stumbling, power loss 
and poor mileage. This ÜRO Premium 
kit consists of an improved actuator 
equipped with a more durable, 
high-temperature silicone diaphragm, 
and a thicker, high-strength Delrin 
linkage. ÜRO is so confident in the 
performance and reliability of this 
reengineered actuator, it’s covered by 
a lifetime warranty.
www.uroparts.com
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Chassis parts
ZF Aftermarket has extended its TRW 
line of braking, steering and suspension 
components with SKUs for the newest 
models in North America, including 
Ford, Honda, GMC and Jeep. The latest 
extension added an additional 185 

SKUs (181 chassis and 4 braking), 
covering an extensive list of makes and 
applications. The total number of new 
SKUs introduced in 2017 to date is 495.

Chassis parts include stabilizer links, 
tie rod ends, and brake parts. All TRW 
branded parts are tested to the extreme, 
conforming with or exceeding interna-
tional standards.
www.trwaftermarket.com

Caliper coverage
Raybestos has added over 100 new part 
numbers to its line of premium quality 
Opti-Cal brake calipers. The Opti-Cal 
caliper line features all new compo-
nents, combining optimal performance 
with time-saving, trouble-free instal-
lation. They are composed of a new 
caliper body, bracket, and components, 
including pistons, lubricated guide 
pins, and pad mounting hardware to 
ensure they fit and function correctly.
www.raybestos.com

Quick-Strut coverage
Tenneco has continued its 
aggressive expansion of the 
Monroe Quick-Strut product 
line with 31 additional Quick-
Strut part numbers for 89 
additional domestic and 
foreign-nameplate applica-
tions. Fifteen of the new part 
numbers are the first available strut 
assemblies for their respective appli-
cations from a major ride control 
supplier. This year alone, Tenneco has 
introduced more than 175 Quick-Strut 
part numbers, far exceeding the total 
of new units rolled out in any previous 
year.
www.monroe.com

Brake pad coverage
Bosch has added two 
new SKUs to the Bosch 

Blue Brake Pad 
pro duct  l in e , 
featuring OE-style, 

multi-layer shims that 
provide superior noise dampening 
characteristics. They’re designed to 
deliver quality and performance while 
providing customers with the best 
value. The new Bosch Blue Brake Pad 
SKUs extend coverage to over 295,000 
late-model domestic vehicles in 
operation in the U.S. and Canada, 
including the 2015-2017 Ford F-150.
www.boschautoparts.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.

“Look,” I said, “I hate to correct the teacher in front of the 
students, but you’re missing something.” Denis and Bongkozi 
perked up; things were getting interesting.

“Missed what? We got the big three!”
“Two things,” I said. “First, a tired old V6 shouldn’t have 

200 lbs of compression. Secondly, we actually need four things. 
We need fuel, spark, compression and timing.”

Tooner stared at the V6 with its double overhead camshafts. 
“Oh yeah, timing. Forgot about that.”

We gave Bongkozi permission to remove all the brackets 
and pulleys from the front of the engine in order to access the 
timing belt covers. He was ecstatic, and before long the covers 
were off and the problem was revealed. The timing belt had 
jumped two teeth on the crank gear, putting all four cams out 
of time. Fortunately there was no valve-to-piston damage.

Once we reset the valve timing and freed up the seized 
tensioner, the Pajero fired up and purred like a lion cub. Just 
for fun, we redid the compression test. All cylinders were now 
around 150 lbs.

“I’ll be a baboon’s cousin.” Tooner wiped his hands on a 
piece of rag. “The bad valve timing also explains why it was 
popping in the intake.”

Two weeks later we were flying back to Canada. “I enjoyed 
that,” said Tooner, reclining his seat. “Got some good teaching 
in, plus I saw the Big Four. Life don’t get no better!”

I paged through the in-flight magazine. “Big Four? Oh, 
didn’t I tell you? It’s actually the Big Five. We never did see 
the African leopard.”

Tooner bolted upright and stared at me. “Five? Why didn’t 
ya tell me? Now I gotta come back next year to finish my list!”

I just smiled and kept reading.  

Share your skills. Change a life.

www.mercytechmission.com

Baja, Mexico
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Sweat trickled down Tooner’s neck as he stared out the wind-
shield. “Don’t make any sudden moves,” he whispered. “Maybe 
they’ll get bored and move on.”

I snapped a photo. “Relax. They rarely charge a parked car.” 
Still, I wasn’t about to antagonize the five-ton bull elephant 
standing guard at our front bumper. He flapped his ears and 
bellowed while the rest of the herd milled about, stripping 
leaves from the tree branches with their trunks.

Ten minutes later we were allowed to continue. Tooner 
scribbled furiously in his guide book. “Woo-hoo! Elephant, rhino, 
lion – all I need now is a Cape buffalo and we’ve got the Big Four!”

“It’s been a good weekend,” I agreed as we headed back to 
the rest camp. “But I’m looking forward to meeting our new 
students tomorrow.” Once again I’d convinced Tooner to 
accompany me on my annual humanitarian trip to teach 
auto mechanics in developing countries. This time we were 
in southern Africa.

The next morning found us staring at a dusty, sun-baked 
SUV that hadn’t moved in years. “Seriously? You think this’ll 
run again?” Tooner peered at the rear tailgate. “1998 Padjero. 
Heck, I ain’t even seen one before.”

“It’s made by Mitsubishi,” said Denis helpfully. A Kenyan 
by birth, Denis was the maintenance manager of the Swaziland 
children’s home we were based at. “Can you fix it?”

I shrugged. “Even if we can’t make it run, it’s a good learning 
opportunity. Let’s push it inside.”

While Bongkozi, a local Swazi and our main student, 
installed a used battery, Denis gave us some background. “It 
belonged to a volunteer from America. He was driving to 
town when it broke down.”

Bongkozi nodded. “Yes, another man came and did a 
compression test. He told us it needed a head gasket.” He 
looked down, slightly embarrassed. “But we don’t know how 
to do those jobs, so…”

“So nothin’,” said Tooner rolling up his sleeves. “I’ll show 
ya how the big boys do it. First, we’ll check out the Big Three: 
fuel, spark, and compression. Ya gotta have ’em all or an 
engine won’t run.”

Bongkozi and Denis grinned at each other. A chance to 
learn some practical skills was a dream come true. They 
couldn’t wait to grab their worn-out tools and get started.

Bongkozi held up the keys. “May I start it now, Mr. Tooner?”
Tooner blinked. “I thought it didn’t run.”
“Oh, it runs. But it has no power.” Bongkozi climbed in and 

cranked the engine. Grudgingly it started, but ran extremely 
rough, occasionally popping through the intake.

“Hmm.” Tooner reached over and goosed the throttle. 
“Sounds like she ain’t firing on all cylinders. We’ll start by 
checking out the ignition system.” The 3.5L V6 engine used a 
waste spark system, with three coil packs mounted directly to 
the three spark plugs on the left-hand bank. From the coil 
packs, a set of secondary ignition wires crossed over to fire the 
opposing three cylinders. Tooner disconnected the coils and 
plug wires one by one. “Ha! She runs the same when I unhook 
cylinders one, two, and four! Time for a compression test.”

Bongkozi rooted around in the tool bin and produced an 
old compression tester. With Tooner’s help, he ran the test, 
noting the results on a scrap of paper. To our surprise, every 
cylinder had compression. 

“200 lbs?” I said. “That seems high.”
Tooner took off his cap and mopped the sweat from his 

forehead. “One thing’s for sure; I don’t think this has a blown 
head gasket.” He guzzled some water. “C’mon boys, time to 
dig deeper.” But after a morning of investigation, they were 
no closer to a solution. A cylinder leak down test was negative, 
and all the injectors were spraying fuel.

Tooner was stumped. “I don’t get it! It should run just fine!”

THE

 CONTINUED ON PAGE 37

Hunting 
Big Game

In auto repair, as in African 
safaris, it all boils down  
to knowing what you’re 

looking for!

By Rick Cogbill
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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.
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