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TO LEARN MORE, TALK TO YOUR SNAP-ON FRANCHISEE  
OR OTHER SALES REPRESENTATIVE, OR GO TO SNAPON.COM
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I first started thinking about effective 

slogans for automotive repair shops 

when someone told me about a sign 

they’d put behind the front counter.

“If you don’t trust us,” it read, “please 

don’t have us work on your vehicle.”

Hmm, I thought. That’s certainly 

candid… but not exactly the kind of 

message that attracts prospective 

customers.

Ever since then, I’ve thought about 

the descriptive phrases that promote 

your businesses. I started making a list 

of the ones that strike me as particularly 

effective. And in March, I asked you to 

send in the slogans that have worked 

well for you.

I got a barrel full of them. Reading 

them over has led me to a few 

conclusions.

Positive words push people in the 

right direction. OK Tire, for example, 

describes itself as ‘Honestly driven.’ Both 

descriptors send the right signal to 

consumers.

Think about the customer’s ultimate 

objective. McNeill’s in Elmsdale, N.S. has 

been ‘Keeping you on the move since 
1962.’ And Cochrane Automotive in 

Toronto says, ‘We keep your car young.’
Sell your expertise. George Rempel 

Auto Centre, in Winnipeg, Man., and 

Ralph Mackay’s Auto Repair in 

Riverview, N.B. were certainly thinking 

alike when they came up with their 

respective slogans. Rempel promises 

‘Modern technology with old-fashioned 
service,’ while Mackay offers 

‘Old-fashioned service – modern 
technology.’

Simplicity is certainly a valuable 

component. Automotive Parts 

Distributors (APD) in Edmonton, 

Calgary, and Saskatoon got right to the 

point when it wrote its four-word 

slogan: “The right part… FAST!”
According to APD’s vice president of 

sales and marketing Zara Wishloff, the 

slogan is not just for marketing 

purposes. It also serves as a guidepost 

when operational decisions need to be 

made about anything from equipment, 

to staffing, to inventory levels.

“We ask ourselves if a particular 

computer system will help us deliver 

the right part… FAST. If so, we put it in,” 

he says. “Will having cucumber soap in 

the staff washroom help us deliver the 

right part… FAST? Not so much, which 

is why it’s not a priority.”

Sometimes inspiration comes from 

the most obvious place… like the 

company name. More than 25 years ago, 

Dennis Roberts named his fledgling 

operation in Blind River, Ont. TransCan 

Service Centre.

“One day I happened to be looking 

at some paperwork when it struck me. 

Our motto was right there in our name! 

‘Service is our middle name.’”
Ed Jagt, owner of Pro Tech Tire & 

Auto in Barrie, Ont., chose to highlight 

his particular brand of service with a 

slogan that promises: ‘We exceed our 
clients’ expectations… with a touch of 
class.’

You can take the descriptive route. 

Glenn Ford, a Newfoundlander trans-

planted to Dartmouth, N.S., wanted to 

honor his home province’s reputation. 

His slogan promises that GT Auto 

Repair is, ‘The friendly repair shop.’
Or there’s the appeal for client exclu-

sivity.Curt Gambiel of MiMechanic in 

Waterford, Ont. makes a particularly 

bold assertion. His slogan reads, 

‘MiMechanic: If we aren’t, we should be!’
Whatever your approach, your slogan 

not only introduces you to prospective 

clients, it defines you.

So… how do you want to be defined?

Let me know what you think. You can 
reach me at allan@newcom.ca.

SERVICE NOTES

Your company slogan tells prospective clients  
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LETTERS

Risk should bring rewards
Concerning the news story “Tax 
Changes Could Impact Small Businesses” 
(October 2017), our government is defi-

nitely hurting business people and 

discouraging those who want to go into 

business. These people are risking their 

personal property to try to make a 

business operate… and with risk there 

should be rewards. It’s time to stand 

up for our businesses!

Danny Bell

Is the aging fleet really a 
good thing?
I question some of the conclusions 

made in your web story about the 

health of the U.S. aftermarket 

(“Aftermarket Expects Solid Growth,” July 
24, 2017). The statistic that 48.5 percent 

of total light vehicles are in the 11-year-

and-older category, leads the president 

of the Auto Care Association to say 

there’s “a robust opportunity for service 

and repair.” That just appears dead 

wrong to me. If nearly 50% of the fleet 

on the road is that old, I think those 

owners may be ripe for a change, be 

that to an EV or a ride share, or 

reduction in the number of vehicles in 

the family as they restructure.

Peter Foreman
Foreman’s Integra Tire Auto Centre
Langley, B.C.

There are other ideas for 
Ontario College of Trades
I like Lindsey’s thought of how OCOT 

could better promote the trade 

(“Ontario Shop Owner Looking for 
Funding for Apprentices,” October 2017). 

Perhaps another angle would be for 

OCOT to improve the information 

program designed to attract new 

apprentices. As they are they have no 

appeal. Or they could increase the tax 

incentives available to employers who 

take on apprentices.

Bob Ward
The Auto Guys
St. Thomas, Ont.

OCOT should spend its 
surplus wisely
I’m shocked that the Ontario College 

of Trades has amassed a huge surplus 

after only a few years. This sounds 

more like organized theft of our hard-

earned money than anything else. Why 

don’t they invest it on our behalf and 

present the members with a small 

pension plan or reduce the annual 

membership cost?

Chris Palanek
Brock Ford Sales
Niagara Falls , Ont.

Why isn’t helping 
apprentices part of OCOT 
strategy?
If OCOT’s mandate is to promote the 

trades, wouldn’t it be interested in 

helping people come into the red seal 

trades by offering some educational 

remuneration? As far as I’m concerned, 

OCOT’s coffers should always be near 

empty if they’re promoting trades.

Sid Spencer
Active Green + Ross
Ajax, Ont.

If I understand the situation properly, 
OCOT is obliged to put some money aside 
in the event that government priorities 
change and the college has to operate 
independently or wind down. In that 
sense, the money is spoken for.
 —Allan Janssen

EYESPY

Scott Kemp of 
Downtown Buick GMC 
in St. Marys, Ont. sent 
in this picture of a truck 
that came in with a brake 
fluid leak. The customer 
tried to pinch off the flex 
line so he could limp 
the truck in. “The only 
problem,” writes Scott, 
“was that he pinched 
the parking brake cable 
instead of the flex line. 
Yeah, we all had a pretty 
good laugh about it!”

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

Why isn’t this working?!

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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The lawyer for the Ontario technician 

who issued a fake safety for a defective 

Dodge pickup involved in a deadly 

crash says his client is “virtually 

unhirable” in the automotive 

aftermarket.

Lawyer Glenn Orr painted a bleak 

picture of his client, Joe Ramono, who 

was found guilty in June of issuing a 

forged document, and who is now 

awaiting sentencing.

“Mr. Ramono has suffered already as 

a result of this matter,” he told Ontario 

Superior Court Justice Stephen Bale. 

“He has suffered in the past, during the 

past five years. He is suffering in the 

present, and it is my submission that 

he is going to suffer in the future.”

Orr made a case for leniency, saying 

Ramono’s life has been “shattered” by 

the events following the 2012 crash that 

took the life of 27-year-old Abigail 

MacNaughton. He also said Ramono 

faces personal and financial challenges, 

and is now having extreme difficulty 

finding work due to his numerous 

encounters with the criminal court 

system and the Ontario’s Ministry of 

Transportation (MTO) over fake safeties.

Ramono, he said, is trying to rebuild 

his automotive career operating his 

own mobile repair service while also 

looking for full-time employment. But 

he acknowledged it has been more than 

challenging.

Telling the court that safety certifi-

cates are a large part of what most 

repair shops do, Orr said there isn’t 

much call for a technician like Ramono 

who has been barred from doing safety 

inspections.

“A snowball would have a better 

chance in that bad place than Mr. 

Ramono will ever have of getting a 

licence to issue safety certificates 

again,” he said. He suggested the 

judge give Ramono a suspended 

sentence with probation and very 

strict terms.

But assistant crown attorney Lisa 

Wannamaker said she did not know 

what kind of probation terms would 

be strict enough, given the importance 

of deterring Ramono and others from 

blithely certifying faulty vehicles as 

safe.

“It is especially important – and this 

is an opportunity – to send a message 

to other mechanics, people who I 

would suggest are in a position of trust 

in our society – entrusted with a signif-

icant responsibility to sign off on the 

vehicles on the road that they are safe 

and roadworthy,” she said.

She went over Ramono’s record, 

including:

• A guilty plea in 2007 of selling 

pre-signed safety certificates to a 

used-car dealership;

• A guilty plea in 2008 to charges of 

selling fraudulent safeties;

• A guilty plea in 2016 of several cases 

of selling fraudulent safeties and poor 

record-keeping; and

• Several letters of warning from MTO 

for infractions related to issuing safety 

certificates.

“This is a pattern for Mr. Ramono. 

This is how he conducts business. And 

to date, the fines and penalties are 

simply the cost of doing business,” she 

said. 

Wannamaker is asking for six to nine 

months in jail and three years of 

probation during which time he must 

not act as a mechanic or any other post 

in the auto trade, nor seek a license to 

run an auto business. She is also asking 

that Ramono be forced to complete a 

large number of hours of community 

service.

Justice Bale was expected to hand 

down his sentence on Oct. 26.

www.autoserviceworld.com

NEWS

Joe Ramono leaves Ontario Superior Court in Peterborough, Ont. He is awaiting 
sentencing for his latest conviction of selling fraudulent safety certificates.

Convicted technician ‘virtually 
unhirable,’ lawyer says
Sentencing for Joe Ramono, 
who was found guilty 
of selling a fake safety 
certificate, is expected to be 
handed down Oct. 26.

By Allan Janssen
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Auto Value plans to recognize top tech-

nicians in both Canada and the United 

States next year.

The two winners, one in each 

country, will receive a prize as well as 

an all-expenses-paid trip to Las Vegas 

for the 2018 Automotive Aftermarket 

Parts Exhibition (AAPEX).

The San Antonio, Texas-based 

distributor, part of the Aftermarket 

Auto Parts Alliance, said it wants to 

award top technicians for their 

commitment to maintaining superior 

automotive skills and industry 

knowledge.

“We are beyond excited to have an 

exclusive Auto Value Technician of the 

Year from Canada,” said Bob Jaworski, 

president of Auto Electric Service Ltd.  

“We know we have the best technicians, 

and now we are able to reward a master 

level technician for being the absolute 

best in our industry.”  

Winners will also qualify for two days 

of driving at the Bob Bondurant School 

of High Performance Driving in 

Phoenix, Ariz.  

To qualify, Canadian technicians must 

provide their proof of Journeyman, 

attend and show proof of completion of 

20 hours of live training and 12 vendor 

partner classes, as well as provide a bio 

on why they should be the 2018 

Canadian Technician of the Year.

Entries close April 30, 2018.

www.autoserviceworld.com

NEWS

Search is on for Auto Value’s 
top Canadian technician

Ontario drivers could soon get their vehicle emissions tested 

remotely.

The $30 Drive Clean emissions test fee was scrapped last 

year but there are continuing calls for it to be “scrapped 

entirely.”

The provincial government is now proposing a pilot project 

that would allow testing remotely through on-board 

diagnostics.

Drive Clean test providers could gather emissions data 

remotely using a device that remains plugged into the OBD-II 

port. The information gathered would be sent electronically to 

the province when the vehicle is due for a test. For the pilot, 

which is expected to start later this year, the government will 

pay accredited remote testers $10 per pass result

The government said data gathered will be used only for 

the purpose of emissions test evaluations, fraud prevention 

and providing an emissions test result.

Participating vehicle owners could get the device by visiting 

a test center.

Despite the efforts to reform the program, Progressive 

Conservative transportation critic Michael Harris still has doubts.

“Drive Clean has outlived its usefulness and should be 

scrapped altogether,” he said.

Ontario testing remote Drive 
Clean program

George Gritziotis has been appointed 

registrar and CEO of the Ontario College 

of Trades (OCOT), the professional regu-

latory body that regulates and promotes 

Ontario’s 156 trades.

Gritziotis, a construction industry 

veteran and public servant, replaces 

outgoing college registrar and CEO David 

Tsubouchi, who announced in June his 

intention to retire.

According to the college, Gritziotis has had extensive expe-

rience with labor-management partnerships in the construc-

tion, industrial, and services sectors. Specifically, he has 

worked on human resource development issues.

He’s also managed a number of national industry groups 

and projects on issues ranging from apprenticeship and 

training to labor market information.

Most recently, Gritziotis worked at the Ontario’s Ministry 

of Labor as the province’s first chief prevention officer (CPO) 

and associate deputy minister.

Don Gosen, chairman of the OCOT board of governors, 

“With George’s extensive industry and government experi-

ence, he’s a natural fit to lead the College.”

For his part, Gritziotis said he feels honored to take on the 

new position with OCOT and offer his knowledge and appre-

ciation of apprenticeship, the skilled trades, health and safety, 

and working with government.

“I look forward to working with the board of governors, 

divisional and trade boards, staff, government, stakeholders, 

and of course members, to create an environment where the 

skilled trades professionals’ workforce is known globally for 

its commitment to excellence and safety,” he said.

The College of Trades protects the public interest by regu-

lating and promoting the skilled trades, including automotive 

service.

OCOT names new registrar/CEO
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Technology is growing within the auto-

motive industry and the aftermarket 

is already feeling the impact.

The 2017 Technology Conference 

hosted recently by the Automotive 

Aftermarket Suppliers Association 

(AASA) heard from a range of industry 

experts on key topics within the digital 

revolution.

About 200 aftermarket professionals, 

including data engineers, marketers, 

retailers, and tech providers, followed 

the conference theme in “connecting 

the technology dots” at the Hyatt 

Regency in Clearwater Beach, Fla.

A keynote discussion examined the 

Trump effect on technology and how 

it might impact the aftermarket. Other 

discussions included a panel discussion 

on global trends, such as the connected 

car, electric vehicles, e-tailing, and the 

use of virtual, augmented and mixed 

reality in automotive applications.

“Our presentations and speakers are 

addressing issues at the leading edge 

of technology in our industry,” said Bill 

Long, the AASA’s president and chief 

operating officer. “We’ve devoted our 

agenda this year to the major emerging 

trends so that attendees can gain strat-

egies to enable their companies to seize 

opportunities with these new 

technologies.”

www.autoserviceworld.com

A panel discussion looked at global data and where it’s headed at the AASA 2017 
Technology Conference in Clearwater Beach, Fla. From left, moderator Scott Shriber 
of Babcox Media; Mark Seng of IHS Automotive; David Winter of TecAlliance; and Ted 
Hughes of Mahle Aftermarket.

AASA talks tech at conference

J.D. Ney has been appointed manager 

of J.D. Power’s Canadian automotive 

division.

Ney, a former assistant editor at 

Service Station & Garage Management 

(SSGM) magazine – one of the two 

magazines that were amalgamated to 

create this publication - joined  J.D. 

Power in 2011 and rose to the position 

of senior manager of the company’s 

Canadian automotive practice. He will 

now lead the design and delivery of 

syndicated, proprietary and consulting 

solutions for Canadian automotive 

clients.

He will work closely with Tim Braley, 

who was appointed senior director for 

Canada and Latin America, taking over 

for Darren Slind, a 17-year veteran of 

J.D. Power who has been promoted to 

lead J.D. Power’s Singapore 

operations.

Braley will be based in the Troy, Mich. 

office, while Ney will work out of 

Toronto.

“We are putting the right people in 

the right places in order to better serve 

our clients and grow our business,” 

said Doug Betts, senior vice president 

of the Global Automotive Division at 

J.D. Power. “These leadership changes 

will undoubtedly be effective, and I 

have great confidence that Darren, 

Tim and J.D. will quickly have a positive 

effect on the clients and companies 

they serve.”

As the end of the year draws near, the 

picture of Canadian auto sales is getting 

clearer… and it’s a good one for car 

companies.

DesRosiers Automotive Consultants 

says it’s looking increasingly likely that 

Canadians will buy more than two 

million vehicles this year after another 

record-setting month.

“In order to reach 2 million annual 

units, 2017’s fourth quarter sales need 

to reach 409,000 units,” the firm’s 

“Market Snapshot revealed. “Given that 

the fourth quarter of 2016 saw sales of 

440,715, a 2 million market is now 

comfortably within reach.”

Slightly more than 1,953,000 cars 

were sold in Canada in 2016.

DesRosiers says September sales hit 

about 186,800 vehicles – a 7.7 per cent 

increase from the same month last year. 

That brought total sales this year to 

1.59 million year-to-date, up 5.5 per 

cent from the same time last year. Every 

month in 2017 except for April hit a 

new record.

No slowdown in Canadian car sales

J.D. Power names 
new manager  
for Canadian  
auto division
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NEWS

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

Percentage of 
small business 
owners that 

identify the shortage of skilled 
labor to be their biggest 
impediment to growth.
Canadian Federation of Independent Business

Percentage of auto 
executives who 
believe consumers 
are likely to share 
telematics data 

with the vehicle manufacturer’s 
service department. (In fact, only 
58% of consumers say they’d be 
willing to do so.)
KPMG 2017 Global Automotive Executive Survey.

Percentage of 
Canadian drivers 
who are not aware 

of ‘low rolling resistance tires’ or the 
fuel efficiency gains they provide.
Leger survey for the Tire and Rubber Association of 
Canada (TRAC)

Number of new technicians the 
trucking industry alone will need 
by 2022. (The industry will also 
need 75,000 new diesel engine 
specialists.)
U.S. Department of Labor’s Bureau of Labor 
Statistics

Number of North American 
assembly plants the Detroit 
Three (GM, Ford, FCA-Chrysler) 

have closed in the wake of the economic 
collapse of Sept. 2008.
Automotive News

According to Renault, 
the cost savings of 

maintaining an electric vehicle 
compared to maintaining a 
conventional vehicle.
James Carter, Vision Mobility

Percentage drop in 
collision-part sales 

that American carmakers can expect 
to see between 2015 and 2030 due 
to autonomous vehicles and collision 
avoidance technology.
KPMG

Percentage of aftermarket 
executives surveyed who 

believe that electric vehicles will 
have a significant impact on their 
businesses.
Automotive Industries Association of Canada

Predicted global revenues from the sale 
of light detection and ranging (LIDAR) 
systems – used as vehicle sensors – in 
2026. That’s up from $230 million in 2016.
IHS Markit

Millennials (born 
between 1982 and 
2004) are twice as likely 

to ignore vehicle recall notices, 
compared to baby boomers.
Stericycle Expert Solutions survey
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It’s been over two years since Ontario’s 

Ministry of Transportation unveiled 

updated rules governing the inspection 

of vehicles entering from other 

provinces or being sold as used.

Written with the assistance of shop 

owners and technicians in the field, 

the changes were long overdue, and 

were a significant step toward catching 

up with motor vehicle trends and 

technology.

And while many licensed inspection 

stations have accepted their new 

responsibilities, and have embraced the 

opportunity to conduct more thorough 

inspections, there are some shops that 

are still operating under the old rules, 

or, worse, flouting the law entirely.

Ignorance of the new standards is 

no excuse. The ministry went out of its 

way to make sure shops were properly 

informed of the changes, and most 

industry groups and associations have 

worked hard to pass the information 

along to their members.

Still there are some shop owners who 

will openly admit they’ve done nothing 

to update their procedures. No training, 

no research, no questions.

This is a sad state of affairs… and it’s 

difficult to understand why some shops 

would take such a cavalier attitude 

toward public safety.

It’s even more difficult to compre-

hend the actions of those bad apples 

who sell fraudulent inspection stickers, 

ignoring obvious defects and letting 

serious safety concerns go 

unaddressed.

Unfortunately, the provincial govern-

ment is insufficiently staffed to find 

and prosecute all the illegal operators. 

While there are regular investigations, 

and ongoing efforts to hire more 

enforcement officers, it is clearly a very 

difficult task to oversee such a large 

industry right across the province.

Perhaps it’s time for regular inspec-

tions of all vehicles, done at approved 

locations with certified and trained 

technicians. It could be run much like 

Ontario’s emission program, 

DriveClean, which provided a direct 

data link between the inspecting 

station and the ministry’s own record-

keeping system.

It’s true that reducing the number of 

inspection stations would make the 

process less convenient for motorists, 

but it would allow the MTO to better 

control the program.

Think about how many problems 

would disappear virtually overnight. 

Guidelines would be followed, the 

safety of the public would be dramat-

ically improved, and, most importantly, 

fake safeties would be eliminated.

Annual inspections – timed to 

coincide with plate renewals – would 

be a surefire way of improving the 

overall safety of vehicles on the road. 

There would also be opportunity for 

the government to educate consumers 

about the importance of vehicle safety, 

and the importance of regular mainte-

nance and inspections.

Let’s start making noise about this 

issue, petitioning our MPPs to make 

inspections mandatory for license 

renewal, and calling on insurance 

companies to offer reduced rates to 

owners of provably safe vehicles.

Let’s voice our opinion. If we 

complain about it but do nothing to 

affect change, we shouldn’t be surprised 

if nothing gets done.

Our strength is in our numbers. This 

is where professional organizations can 

help us.

Don’t be an ostrich and bury your 

head in the sand on this very important 

issue. Do something about it! 

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 

Fixing a broken system
It’s time for Ontario shops 
to start lobbying for regular 
vehicle inspections.
By Bob Ward

Bob Ward is the owner 
of The Auto Guys in St. 
Thomas, Ont., and he 
serves on the executive 
committee of the 
Automotive Aftermarket 

Retailers of Ontario (AARO). You can reach 
him at bob@stthomasautoguys.com.



16   CARS www.autoserviceworld.com

Are you doing a disservice to 

your client by simply accepting 

“No” when you suggest needed 

work and maintenance?

The easiest thing would be to move 

on to other matters… but would you 

be doing them any favors?

A client came into our shop recently 

for an oil change and a complete vehicle 

inspection on their 2012 Lexus. The 

vehicle checked out clean, aside from 

a fairly significant coolant leak that had 

developed as a result of a failing water 

pump.

The client was made aware of the 

leak and was provided with an estimate 

for a new water pump, but she declined 

the work, citing a lack of time as her 

primary objection. I complied with her 

refusal, backed the vehicle out of the 

shop, and waved her on her way 

without a second thought.

Less than two weeks later, the vehicle 

was towed back into our lot, steam 

coming, in equal parts, from the front 

of the vehicle and the client’s ears.

But what had I done to warrant this 

level of frustration from my client? I 

had completed all of the necessary 

steps in the service process by making 

her aware of the problem and advising 

her of the importance of servicing the 

vehicle right away.

Looking back, however, I can see that 

when she hesitated I was too quick to 

accept that as a definitive “No.” I didn’t 

offer her a rental car, or a shuttle ride 

to work. In the interest of politeness, I 

let her drive away.

I would have been better to realize that 

if this client didn’t have time to leave the 

vehicle in the shop for the better part of 

a morning, then she didn’t have time to 

be stranded on the side of the road for 

several hours waiting for a tow truck. 

And she certainly didn’t have time for a 

second visit to the shop!

Unfortunately, I had wasted both her 

time and money… and I had potentially 

lost a client.

The role of the service advisor is to 

provide expert guidance so clients can 

make informed decisions about their 

vehicles. When a client objects to a 

repair or questions our advice, it’s our 

responsibility to allay their concerns. 

We need to educate them about the 

work we’re suggesting, and meet all their 

objections with careful explanations.

While providing all the necessary 

information it’s to be expected that you 

will encounter some form of an objection. 

It may sound something like this:

“I need to think this over.”

“This repair costs too much money!”

“I don’t have time for that today.”

Sound familiar? You hear phrases 

like that all the time. But these objec-

tions are not a definitive “No” and they 

shouldn’t be treated as such.

Instead, these remarks offer us an 

opportunity to earn trust and business 

by respectfully offering a solution. In 

this way, we become partners in the 

care and maintenance of their vehicles.

Believe me, they will notice if we prove 

that we’re invested in finding a solution 

for them, allowing their problems to 

become our problems, and working 

COUNTERVIEW

How to effectively turn 
customer objections into 
opportunities.

By Alysa Beech

Steve Tavares, general manager at one 
of two Beech Motorworks locations in 
Hamilton, Ont., discusses a complicated 
- and expensive - repair job with Ingrid 
Vermeulen.

The cost 
of saying NO
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closely with them to find a path that 

addresses all of their concerns.

It’s important that this conversation 

is done with the utmost respect and 

with our client’s best interest at heart. 

It should not look like a hard sell or an 

exaggeration of small problems into 

major safety concerns. We must simply 

handle ourselves with honesty and 

integrity, striving only to help them 

make an informed decision.

Look at it this way: if your client were 

completely uninterested in any work 

they would simply say “No,” and then 

take their keys back and drive away. By 

offering an objection, they’re actually 

giving you the chance to continue the 

conversation. They’re not ready to walk 

away.

Treat objections as “buying signs.” 

Buying signs are the tell-tale signals that 

your client is ready to discuss autho-

rizing the repairs. When they begin to 

dig deeper and ask questions, even if 

those questions come in the form of an 

objection, they’re demonstrating their 

interest in getting the work done.

Most objections stem from an inad-

equate or half-hearted sales 

presentation.

At some point in your sales pitch you 

missed the mark. Perhaps you didn’t 

clearly identify the need. Or perhaps the 

value of the service was not made 

evident. Maybe you just didn’t take 

enough time to build the proper rapport. 

The client wasn’t ready to place their 

trust (or money) in your hands.

By finely tuning your sales presenta-

tion, you will greatly reduce the amount 

of objections you face. And, in turn, 

when you face an objection, you will 

be better equipped to address it directly.

Your first step should be to simply 

stop talking and listen to the client. By 

opening up the channel for conversa-

tion, your client is telling you that while 

they are interested, there are a few 

roadblocks in their way.

The two most common roadblocks 

are time and money. At first glance, 

both can seem legitimate. But the 

consequences of delaying a repair or 

service can often result in a much 

greater expenditure of both of those 

valuable commodities.

Time is one of the simplest objec-

tions to address, as it largely boils down 

to the customer’s reluctance to be 

immobile during the course of the 

repairs. If you’re consistently able to 

provide alternate forms of transporta-

tion, this objection disappears.

Money, on the other hand, might 

seem a more daunting obstacle. 

However, in reality this objection is 

rarely so linear. When the inevitable 

question regarding dollar figures is 

brought up, answer it by discussing the 

‘cost’ of the problem rather than the 

‘price’ of the repair. The cost refers to 

all of the potential hidden expenses 

that are incurred by refraining from the 

repairs, both in regards to the integrity 

of the vehicle and in time spent during 

future appointments.

The goal of your sales pitch should 

be to steer the conversation away from 

price as the sole determiner. Instead 

focus on the value of the service you’re 

providing. This is especially important 

to remember as the estimates grow 

larger and the dollar signs get bigger.

With large estimates, it becomes easy 

for even the service advisor to begin 

believing that price is the biggest 

roadblock. In some cases, before you 

even get on the phone you are already 

questioning and second-guessing 

whether or not the customer will 

authorize the total because the amount 

is too high.

This sales malpractice is often 

referred to as “emotional selling.” It’s 

when you prejudge a client and begin 

to make decisions for them about the 

future of their vehicle. You should know 

that you're doing this based solely on 

your own assessment of them at the 

counter. 

The truth is that you actually have 

no idea about a client’s financial 

situation or resourcefulness. Therefore, 

you should not make any assumptions 

regarding their interest in repairing the 

vehicle. If the client has an objection 

about the price, they will bring it to 

your attention.

One tactic to help avoid price objec-

tions is to ask if it would be all right if 

you discuss the price at the end of the 

presentation. This allows you to thor-

oughly identify the vehicle’s needs and 

paint an accurate picture of the value 

of the work you propose, without 

distracting the client with money 

worries.

One of the most difficult aspects of 

managing the conversation and 

handling objections with a client is to 

know when to quit, even when the 

client is still displaying buying signs. 

The moment you become frustrated 

or sense that your client is getting frus-

trated, it’s time to back down.

If you have answered all of their 

questions and you’re confident that 

they fully understand the value of the 

work you’re presenting, it may be time 

to concede. Even the best sales pitch 

will still be faced with rejection from 

time to time. It is simply par for the 

course for anyone in a sales position.

Facing objections with confidence 

and viewing them as opportunities to 

establish trust reaps many rewards, 

including customer satisfaction and 

profitability.

Our main motivator should always 

be our clients’ best interests. Let’s 

display that by providing solutions not 

only to their car problems but to their 

objections as well. 

Alysa Beech is a 
service advisor at Beech 
Motorworks in  
Hamilton, Ont.

When the inevitable 
question of money 
comes up, answer it by 
discussing the ‘cost’ of 
the problem rather than 
the ‘price’ of the repair.



Independent shop owner Ronney 

Goulet was working alone one night in 

the winter of 2015 when a man he didn’t 

know came into his business in the 

small Quebec town of McMasterville.

“He wanted to repair a bumper that 

his daughter had damaged and asked 

if he could bring his car into the garage 

and do it himself,” recalled Goulet.

“I wanted to help him out and one 

of my bays was empty so I said, ‘Sure, 

come on in.’”

That small act of kindness paid big 

dividends for Goulet. The man he 

helped – computer programmer Robert 

Guidi – started dropping by frequently 

to chat and do free upgrades on Goulet’s 

computer. He also installed software 

that allowed Goulet to take and show 

pictures and video in real time on all 

of his electronic devices.

“He told me to have some fun with 

it and even use it in my business,” said 

Goulet. “That’s when a light went on 

in my head.”

Frequently faced with wary clients 

who questioned the time and money 

he charged for major auto repairs, 

Goulet started using his cell phone and 

tablet to take pictures and videos of 

big jobs like transmissions, clutches 

and electronic issues.

“I usually take ‘Before’ and ‘After’ 

pictures of all the parts and I film the 

repair work I do with my phone or tablet,” 

explained Goulet. He would project those 

images, live, on one of two 50-inch 

television screens he installed in the 

reception area of his three-bay garage.

When presenting customers with his 

bill, Goulet shows them photos and a 

fast-motion edited video of critical 

moments in major repair jobs that can 

take up to four hours to do.

“Sometimes it’s hard to explain to 

clients where the parts are and what you 

have to do to make repairs,” said Goulet. 

“Say you have to change a starter on a 

Honda CRV or on a BMW. You show the 

client everything you did on the screen 

and they say, ‘Okay, I understand now.’”

Goulet says customers have been both 

wowed and appreciative of his sound-less 

video presentations from the get go.

Customer complaints, he added, 

have fallen to zero since he started 

using the system.

“It has changed everything,” said 

Goulet. “The only comments I hear now 

are positive ones.”

Since August, when Le Journal de 

Montréal ran a story about his filming 

repairs, Goulet said he is also now 

getting an average of two new 

customers a day at his garage, which 

is located on the Richelieu River, a 

20-minute drive southeast of 

Montreal.

“The publicity has been fantastic,” 

said Goulet, a licensed mechanic who 

grew up in the nearby south-shore 

Montreal suburb of Beloeil.

He apprenticed at a Canadian Tire 

garage and travelled the world as a 

decontamination well digger in his 20s 

before returning home to raise a family 

and run a mobile automotive repair 

business and a small garage.

He bought his current business in 

McMasterville – a former tire shop 

called Sanco Garage – in 2005 and he 

kept the name.

On its website the garage bills itself 

as the only shop on the south shore to 

charge only $50 an hour for automotive 

repair services.

In addition to general repairs and 

tire sales, the business also sells used 

cars “for all budgets.”

Goulet plans to add to that inventory 

by selling the software platform behind 

his in-house video service to business 

owners and professionals of all stripes 

across Quebec.

He recently got a patent for his custom-

ized system, which he dubbed Système 

interactif multifonctionnel – or SIM.

“It can be used by almost anyone: 

dentists, pet shop owners, construction 

people… you name it,” said Goulet. “But 

I’m focusing first on selling it to garage 

owners.”

According to Goulet, the asking 

price for his three-piece system – a 

flat rate of $4,900 or monthly royalty 
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PROFILE

Ronney Goulet setting up another program on his Système interactif multifonctionnel 
– or SIM.

Just 
watch

this!
Quebec shop owner utilizes 
video to explain repairs to 
customers… in real time.

By Mark Cardwell
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fees which includes installation and 

training – is small compared to the 

potential benefits for independents 

like himself, who make up roughly half 

of all garage owners in la belle 

province.

One advantage of SIM, he said, is that 

it can be used as an innovative tool that 

allows garage owners to be proactive 

in educating their customers.

The system, he added, also provides 

customers with something novel and 

interesting to look at in his garage’s 

waiting room, which is also equipped 

with free wifi.

“Instead of reading newspapers, they 

get to watch their car being fixed,” said 

Goulet. “People tell me every day how 

much they like it.”

He noted, however, that the system’s 

added entertainment value wasn’t 

enough to increase the number of 

people who drop their vehicles off to 

be repaired without waiting.

“People aren’t waiting around to 

watch,” said Goulet. “It’s not that big of 

an attraction.”

Nor is it a distraction for Goulet or 

the other two technicians he employs. 

While the others also film the major 

repairs they do, only Goulet’s jobs are 

played in the reception area.

Goulet estimates they film roughly 

a third of all the repair jobs done in the 

garage.

“We don’t record any sound when 

we’re working because that wouldn’t 

add any value to what we do,” he said. 

“The impact is all visual.”

He said filming with cell phones and 

tablets takes a minimum of set up time 

and does not hamper the work that’s 

being done.

Asked whether he holds devices 

when recording, Goulet said he usually 

sets them on the engine block or a 

nearby work bench.

“It all depends on where the part I’m 

working on is located,” he said.

Another advantage Goulet sees of 

using SIM is what he calls “the trust 

factor.”

“Let’s not deny the fact that most 

people don’t trust their mechanic,” said 

Goulet.

He blames much of that mistrust on 

the fact that people tend to know very 

little about automotive technology and 

repair.

“People rely almost entirely on what 

their mechanic tells them,” said 

Goulet. “Having photos and video 

helps me to explain and show 

customers why and how I made repairs 

that can cost them hundreds or even 

thousands of dollars. And that only 

adds to my credibility and increases 

their trust in me.” 

www.autoserviceworld.com

Mark Cardwell is a 
Quebec-based freelance 
writer.

No matter what kind of vehicle comes into your shop, rest assured you’re not just getting the right fit, but also the
best quality.  Keep your customers’ cars running longer, stronger with NAPA KNOW HOW.

866-GET-NAPA | NAPACANADA.COM
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A properly operating fuel pump is indis-

pensable for smooth engine 

performance.

All internal combustion engines 

need the correct volume and quantity 

of fuel to be supplied to the engine – 

and it doesn’t matter if it’s an old 

downdraft carburetor, sequential fuel 

injection, or the latest gasoline direct 

injection (GDI) system.

If the fuel pump can’t deliver the 

needed volume and pressure of fuel, 

engine performance is going to suffer. 

Misfires, stumbles, lack of power, and 

even a no-start condition can result.

But proper fuel delivery consumes 

energy. And with the tight constraints 

on fuel economy and emissions, even 

the fuel pump is under the gun to do 

the same work it always did… but with 

less energy.

The fuel pump is the heart of the 

vehicle’s fuel system. Yes, many vehicles 

now have a high- and low-side fuel pump 

with their GDI system, but the electrical, 

low-pressure fuel pump (typically 

located in the tank) has been the focal 

point of the latest developments. The 

GDI system needs to have a transfer (or 

low-pressure) fuel pump to supply the 

high-pressure pump the fuel it needs for 

proper engine operation.

The familiar electric  
fuel pump
The traditional DC commutator-style 

(brushed) fuel pump that we’re familiar 

with uses a tubular outer steel shell with 

a fuel inlet/pump assembly at one end, 

and the pressurized outlet/electrical 

connection on the other end. Dissect it 

and you will find several components 

inside: an armature, a stator, a commu-

tator, brushes, and the pump assembly. 

These are the major components, but 

there could be other parts, depending 

on the design, usage, and the manufac-

turer’s individual preferences.

All DC motors rely on continuously 

opposing magnetic fields and the forces 

they create to cause a rotation. It’s this 

rotational force that is harnessed to 

perform work.

The common brushed fuel pump will 

use fixed permanent magnets as the 

stator. These are 

commonly attached to 

the inside of the outer 

shell. These magnetic arc 

segments – commonly 

made of an inexpensive 

but brittle ceramic ferrite 

material – will be custom ground to 

the exact curvature and shape required 

by the manufacturer to closely hug the 

armature without touching it.

The space between the stator and 

the armature is very important. The 

closer they are (without touching), the 

stronger the forces of repulsion will be.

The armature assembly is in the 

centre of these magnetic arcs and is 

the rotating part of the motor. It’s 

attached to the fuel pump assembly on 

one end and supported by bearings or 

bushings to allow rotation while 

limiting friction.

The armature will have a commu-

tator to provide current from the 

brushes (more on those brushes in a 

moment) to the windings or coils to 

create a magnetic field. The armature 

uses specially designed laminated steel 

plates to enhance the magnetic field 

created by the windings when current 

is applied to them.

When current is applied to the 

armature winding, it will create a 

www.autoserviceworld.com
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The brushless electronically 
commutated fuel pump is 
more efficient, produces 
lower emissions, and tends 
to last longer. No wonder it 
has found its way into the 
fuel tanks of the vehicles we’re 
now servicing!

By Jeff Taylor

                    Even in the days of   
              this carburetor, a steady  
        supply of clean fuel at the  
    correct pressure was required 
for proper engine operation.

 evolving
Why the fuel 
pump is
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magnetic field that will be repelled by 

the magnetic fields of the fixed magnets 

of the stator. But this repulsive force is 

only strong for a short distance, so 

more than one armature winding is 

used to multiply the repulsive force and 

make the motor rotate smoothly. 

Typically six windings are used.

Turning the individual windings on 

and off at the correct time to provide 

the magnetic fields needed for rotation 

is the job of the commutator and 

brushes. To perform this task, the 

commutator and brushes act as a 

rotary switch.

A set of graphite carbon brushes are 

used to transfer the current to the 

rotating armature’s high-copper-bearing 

alloy of brass commutator segments. If 

the fuel pump is being used in E85 fuels, 

then the commutator will be made of 

carbon-surfaced material to extend 

wear in the more corrosive fuel. As the 

brushes make electrical contact with 

the commutator segments, current 

flows through the windings and a 

magnetic field is produced.

It’s this magnetic field that’s pushed 

away from the fixed magnetic fields of 

the arc segments glued to the shell. This 

force starts (and maintains) the rotation 

because as that winding reaches 

maximum force, it’s shut off and the 

magnetic field collapses. But just as this 

happens, the commutator will have 

moved, allowing the brushes to connect 

to the next segment and its windings, 

creating a new magnetic field.

The armature is attached to the 

pump, which can be of several types. 

The gerotor is the most common, but 

plastic turbine and fan blades have also 

been used. Engineers are always 

looking for high-efficiency alternatives 

with low noise and lower cost.

This very common brushed style of 

fuel pump motor has several advantages 

and disadvantages. The key advantage 

is that it’s simple and relatively inexpen-

sive to manufacture. Unfortunately, that 

simplicity and cheapness can lead to 

some shortcomings.

The commutator tends to be a major 

issue in fuel pump failures. Because 

most fuel pumps run wet, the gasoline 

acts as a coolant for the armature and 

a lubricant for the brushes and commu-

tator. But the gasoline isn’t always 

clean. Fine grit and debris in the 

gasoline and fuel tank can get by the 

in-tank filter. This grit wreaks havoc 

on the brush and commutator surfaces 

and accelerates wear.

Most fuel pump manufacturers will 

tell you that commutator surface wear 

and damaged brushes are a leading 

cause of fuel pump failure. Constant low 

fuel tank levels can cause a fuel pump 

to overheat, and overheating is another 

frequent cause of fuel pump failure.

Electrical and mechanical noise is 

also an issue. Electrical noise is 

generated by the arcing and sparking 

that occurs as the brushes make and 

break contact on the commutator. As 

a prevention, most fuel pumps will have 

both capacitors and ferrite beads at 

the power input to limit radio frequency 

(RF) noise. Mechanical noises from the 

impeller, pump gears, and bearing 

assemblies, or cavitation from low fuel 

levels will all be augmented because 

the fuel tank will act like a big speaker 

and amplify even the smallest sound.

The brushed style fuel pump is 

generally inefficient. Commutator 

motors are only about 75-80% efficient. 

The ferrite magnets are not that strong, 

which limits their repelling force. And 
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If the fuel pump can’t 
deliver the needed 
volume and pressure 
of fuel, engine 
performance is going 
to suffer.

This old fuel pump module shows the 
discoloured fuel sock that couldn’t filter 
out the smallest grit that wore out the 
brushes and caused a pump failure.

This new fuel pump module doesn’t have 
an exposed fuel sock or filter. It’s inside 
the unit.

Not all fuel pump failures are due to 
mechanical issues, this harness off a 
large GMC G van was a victim of rodent 
damage.
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the brushes pushing on the commu-

tator create energy, which ultimately 

robs friction.

Those concerns, and the fact that 

manufacturers are increasingly 

concerned about fuel economy and 

emissions has led fuel pump technology 

to evolve. It is being altered to reduce 

emissions and lighten the load that a 

fuel pump puts on the electrical system.

A more efficient design
Fuel pumps draw current from the 

engine-driven alternator. A fuel pump 

needs full voltage to operate at full speed. 

A turbine fuel pump will typically operate 

at 7,000 RPM or higher, but it’s depending 

on at least 13.5 volts to do that.

But the fuel pump rarely needs full 

speed and because a fuel pump’s effi-

ciency is directly related to its speed. 

Cutting the pump’s speed increases 

efficiency. Pulse width modulation 

(PWM) in the fuel pump voltage allows 

the PCM to control fuel pump output, 

controlling its speed to closely match 

the needs of the engine. 

Under low-load situations, pump 

output can be as low as 10 to 20%, 

depending on pump design. This not 

only improves efficiency but prolongs 

the life of the fuel pump.

The move to a brushless electronically 

commutated (EC) fuel pump motor 

design has several advantages and 

increases pump efficiency. The brushless 

EC motor design is 85 to 90% efficient 

and some manufacturers claim a 36% 

drop in power consumption.

A brushless EC motor in its simplest 
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The use of an inline pressure sensor 
is needed to report to the fuel pump 
control module so the engine controller 
knows the fuel pressure and can make 
adjustments due to engine load and 
demands.

These corroded fuel pump control 
modules are a common failure item. This 
separate unit isn’t needed on a brushless 
EC fuel pump. It’s part of the module 
assembly’s electronics.
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terms is a brushed motor built inside 

out. The permanent magnet parts of 

the motor are located on the armature, 

and windings are now attached to the 

outer case. This not only eliminates the 

need for brushes and the commutator, 

but it dramatically reduces pump wear 

and friction from brush drag. Brushless 

EC fuel pumps reduce RF noises 

because there’s no arcing from brush 

commutator contact.

Using rare earth (Neodymium) 

magnets that have a higher magnetic 

density than the ferrite arc magnets 

creates more power from a smaller 

lighter motor. It also means that the 

armature doesn’t need to be cooled. 

The windings are now able to be cooled 

by the outer case’s larger surface area.

A brushless fuel pump’s output flow, 

speed, and pressure can be closely 

matched to meet the engine’s demands, 

lowering fuel recirculation in the tank, 

and keeping the fuel temperature lower 

– all of which results in lower evapora-

tive emissions.

There are drawbacks to the brushless 

fuel pump though, and one of them 

involves the electronics needed to 

control, operate, and start the motor. 

Because the electromagnetic coils now 

surround the permanent magnet 

armature, they need to be switched on 

and off, just like the old commutator did. 

To accomplish this the use of semicon-

ductors, complex electronics, logic 

circuits, field-effect transistors, and Hall 

effect sensors will control what coil is 

turned on and when, to force the rotation.

And, of course, the major drawback 

to the brushless EC motor is that they 

are more expensive to produce.

The future of brushless 
performance
The brushless EC fuel pump’s efficiency 

is one reason that these pumps have 

found their way into the fuel tanks of 

the vehicles we’re now servicing. They 

also produce lower emissions. And as 

a bonus, they tend to last longer.

Fuel pump manufacturers are 

claiming a brushless fuel pump life of 

about 10,000 hours of operation. And 

that could increase to as much as 

20,000 hours in the future.

This amount of durability has 

engineers looking at considering a 

non-serviceable fuel pump strategy 

(some hybrids have adopted this tech-

nology already). Eliminating the need 

for a separate tank opening just to allow 

fuel pump service improves a vehicle’s 

evaporative emissions performance. 

And this is something that an inexpen-

sive brushed fuel pump’s dependability 

just can’t provide. 
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ProDemand® from Mitchell 1 guides you straight to the fix and
all the related repair data in one quick lookup. 

•  Real-world tests & tips 

•  Complete OEM information 

•  Diagnostic tools including 
    Top 10 Repairs

•  Specifications & maintenance

•  Legendary wiring diagrams

•  Manager™ SE — shop
    management

There’s only one repair information resource that does it all. 
That’s ProDemand. 

Jeff Taylor is lead 
technician at Eccles Auto 
Service in Dundas, Ont.
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WESTIN HOTEL
OTTAWA, ON

Join us Friday, November 24th, 2017 at the 
Westin Hotel in Ottawa for the AIA event of the 
decade. 

This is an event that promises to be a sold-out affair with 
distinguished guests from the automotive aftermarket  
sector from across Canada in attendance. 

Enjoy an evening full of great food, dazzling 
entertainment and warm camaraderie. 

While in Ottawa, enjoy the festivities of the Grey 
Cup and continue the celebration with friends, family 
and colleagues right on through the weekend!

$500/Individual Ticket | $5,000/Corporate Table of Ten

ANNIVERSARY  Gala

VISIT WWW.AIACANADA.COM TO RESERVE YOUR TICKETS TODAY!
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Exhaust hanger pliers
K-Tool International promises no more 

busted knuckles trying to remove old 

hardened exhaust hangers. Its new 

exhaust hanger pliers (part no. 

KTI54055) are used to remove the 

hanger by pressing on the steel hanger 

bracket and pulling the rubber hanger 

in one motion. A self-locating force pin 

locks onto the pin while the flat paddle 

pulls off the rubber hanger from 

behind. Its 25-degree offset allows for 

easy access in tight spaces.

www.ktoolinternational.com

Thermostat 
housings
Stant says it now 

offers integrated 

t h e r m o s t a t 

housing coverage 

for over 98 

p e r c e n t  o f 

vehicles in operation. The comprehen-

sive line of Stant integrated thermostat 

housings is specifically designed to 

meet OE durability and functionality 

requirements. The Stant thermostat is 

integrated directly into the housing 

assembly, simplifying installation for 

the service technician. The special 

valve and dual thermostat assemblies 

provide more accurate control in 

coolant temperatures.

www.stant.com

Articulating work light
Snap-on’s new ECARA052 

a n d  C T L A R 7 6 1 

rechargeable, articu-

lating cordless lights 

feature a built-in 

battery gauge, intelli-

gent lighting control, 

and variable bright-

ness. They will run four hours at 

maximum brightness or over eight 

hours at 40 percent brightness. Both 

lights feature gauges that let the user 

know how much battery fuel is available. 

An intelligent lighting system visibly 

warns the user when there’s less than 

five percent remaining power.

www.snapon.com

CV Axles for ATVs and UTVs
TrakMotive has released new part 

numbers for 205 models from Artic 

Cat, Can-Am, Kymco, Polaris, and 

Yamaha. The new part numbers 

include 21 OE replacement CV axles, 

21 heavy duty CV axles, and 486 fitment 

applications. Trakmotive says its 

products are up to 35% stronger than 

their OEM counterparts, and feature 

chromoly steel solid center shafts, 

high-temperature moly grease, and 

dust boots with superior tear and 

puncture resistance

www.trakmotive.com

Automotive catalog
Fram has released its 

2 0 1 7  Aut o m o t iv e 

Catalog, featuring a wide 

range of filters for auto-

motive, heavy duty, recre-

ational vehicle, high-per-

formance, and power sport 

applications. It includes an engine 

identification section, a competitive 

cross reference, new products, and 

several reference guides covering 

things like warranties, over-pressurized 

lube oil filters, standard vs metric, and 

general product data.

www.fram.com

Color wiring diagrams
Alldata has unveiled its newest tech-

nology platform that features extensive, 

integrated updates to Alldata Repair 

and Alldata Collision. It also features 

Interactive Color Wiring Diagrams that 

give technicians the option to work 

with non-OE and factory-direct wiring 

diagrams. This platform now offers 

customers more data, better search, 

and faster navigation. Technicians are 

able to view diagrams side by side, 

easily highlight wires across multiple 

electrical diagrams, “hide” wires that 

are not needed, and highlight specific 

wires for easier tracking.

www.alldata.com

Oil treatment
Rislone compares its new 

oil treatment to a vitamin 

supplement for the vehicle. 

Rislone Nano Prime 

Engine & Oil Additive supplements the 

engine oil to improve performance and 

reduce friction, heat and wear. According 

to the company, “nano tungsten spheres” 

coat rough and worn metal surfaces, 

while special additives prevent oil from 

thinning at high temperatures. It also 

removes sludge and varnish build-up to 

improve the vehicle’s oil circulation.

www.rislone.com

www.autoserviceworld.com
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Catalytic converter cleaning kit
Penray has launched a new Catalytic Converter 

Cleaning Kit #2901 for gasoline-powered cars and 

light duty trucks. According to the company, this 

new two-step chemical cleaning kit removes 

contaminants from the catalytic converter, restoring 

its ability to reduce harmful hydrocarbon emissions, 

and eliminating the need for costly replacement. 

The kit also includes Penray’s Total Fuel System 

Cleaner #2216, which removes deposits from fuel injectors and other critical fuel 

system components.

www.Penray.com
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Suspension system
Rancho says its meticu-

lously engineered “Level 

It” two-inch suspension 

system (Part number 

RS66502R7) is now 

available for 2008-04 

Ford F-150s. Included in 

each suspension kit is a 

set of Rancho quickLIFT 

RS7000 MT monotube struts, specially 

engineered for light trucks and SUVs 

with a high center of gravity. They 

feature application-specific valving and 

a high-pressure nitrogen gas charge. 

Each kit also includes a set of sway bar 

drop brackets to ensure optimal engi-

neering angles for roll and sway, 

improving ride precision.

www.GoRancho.com

Quick struts
Tenneco matched its 

single-month record for 

expansion of the Monroe 

Quick-Strut product line in 

September by introducing 

46 premium strut assembly 

part numbers covering a 

combined total of more than 

5.3 million vehicles. Monroe 

Quick-Strut assemblies 

feature premium Monroe strut tech-

nologies that have been tuned and 

tested to help provide OE-style ride 

and handling.

www.monroe.com

Wheel balancer
Rotary has introduced 

the R544 Pro Truck 2D 

wheel balancer to 

enable technicians to 

quickly and accu-

rately balance a wide 

array of commercial truck, 

bus, and passenger vehicle wheels. The 

R544 features a microprocessor with 

self-calibration and self-diagnostic 

features. It also has specific balancing 

programs for static, dynamic, and light 

alloy/aluminum wheels. One single 

spin with low rotation speed provides 

all the necessary values. The R544 can 

raise up to 441 pounds with the inte-

grated wheel lift and features a 

pneumatic wheel lock.

www.rotarylift.com

Fuel system parts
Carter Fuel Systems has 

introduced 19 new part 

numbers, including 12 fuel 

pump module assemblies, 

three direct injection high 

pressure fuel pumps, three 

fuel pump tank lock rings. 

and one fuel tank sender 

assembly. Extending coverage to reach 

3.2 million additional passenger 

vehicles, the new part numbers fit 

popular domestic models such as the 

Dodge Ram, Chevrolet Silverado, 

Chrysler 200, and Buick Allure.

carterfuelsystems.com

Diesel engine cleaner
Hot Shot has 

updated the formu-

lation for its Secret 

Stiction Eliminator 

to remove close to 

100% “stiction” 

from any gas or diesel engine – Audi, 

Volkswagen, GM, Ford, Chrysler, 

Cummins, Caterpillar, Power Stroke, 

or Duramax. Originally introduced in 

2004 to resolve issues related to clogged 

or malfunctioning HEUI injectors for 

the 6.0 L Ford Power Stroke, the cleaner 

tackles what Hot Shot calls “stiction” 

– the gummy, sticky residue of caked-on 

oil varnish build up that occurs on 

diesel injectors, bearings, turbos and 

engine components.

www.hotshotsecret.com

Filter line
ACDelco has intro-

duced a new line of 

filters that support 

all makes for main-

tenance repairs. The ACDelco Advantage 

filters work for popular General Motors 

and non-GM applications. It is designed 

to support the specifications of various 

OE makes and models. According to 

ACDelco, the new line “offers the fit, form, 

function and technology of premium 

aftermarket filters” at a non-premium 

price. The Advantage filler line covers 

air, cabin, fuel, oil and transmission 

filters, designed to keep harmful dirt, 

debris and contaminants from entering 

the vehicle’s systems.

www.acdelco.com

Coolant expansion tank
ÜRO Parts has just released 

a new Coolant Expansion 

Tank for 1972-1980 

Mercedes 350SL, 380SL 

and 450SL. ÜRO says its 

exclusive new tank is accurately repro-

duced for an OEM appearance using 

modern materials and manufacturing 

methods, and is an ideal replacement 

for a dingy yellowed or cracked original 

coolant bottle.

UROParts.com

www.autoserviceworld.com
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Engine oil
Total Canada has launched 

Total Quartz 5000 Future XT 

and Total Quartz 5000 SN – 

mineral engine oils with two 

types of products in various 

grades. Total Quartz 5000 

Future XT comes in 5W-20, 

5W-30 and 10W-30 formula-

tions. Total Quartz 5000 SN comes in 10W-40, and 20W-50. The range consists of 

four different sub-products: Total Quartz Ineo (Long Life / Ineo MC3) Synthetic 

Oil; Total Quartz 9000 (Future XT, Future FGC, Energy) Synthetic Oil; Total Quartz 

7000 (Future XT) Synthetic based oil; and Total Quartz 5000 (Future XT and SN) 

Improved Mineral Oil.

www.total-canada.ca
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Specialty tools
OTC has revealed a new specialty tool to help 

speed up vehicle service. The OTC External 

Torx Plus Socket, made of superior S2 steel, 

is specially designed with a reduced 

chamfer for immediate “lobe to bolt head” 

hook up. Offering excellent durability, the socket is 

required for the 2017 Ford Super Duty pick-up bed where a 

low profile 24mm external Torx Plus bolt head is used. The 

set comes in a convenient and organized hard plastic 

clamshell case for added protection.

www.OTCTools.com

Air filter
Bosch has added 48 new SKUs to its 

Workshop Engine Air Filter line, 

extending coverage to 43 million 

vehicles in operation in the U.S. and 

Canada. New Bosch engine air filters cover the 2007-2017 

Ford Expedition, 2007-2017 Lincoln Navigator, 2011-2017 

Dodge Durango, 2011-2017 Jeep Grand Cherokee, 2010-2017 

Lexus ES350, and more. Bosch engine air filters are designed 

to provide 90 percent or greater vehicle coverage to ensure 

installers will have the right air filter when needed.

www.bosch-automotive.com

Ride control
Gabriel has released 125 new ride control 

products, adding items to 11 different product 

lines for 62 different vehicle models. The 

company has added new models to its 

ReadyMount Fully Loaded Struts, Max Control 

Shocks, ProGuard Shocks, Load Carrier Shocks, 

and Top Mounts. In addition, Gabriel is adding 

new models to four of their Ultra lines: Ultra 

Struts, Ultra Shocks, Ultra Cartridges, and Ultra Spring Seats.

www.gabriel.com

Diagnostic software update
OTC has released Bravo 2.11, the 

latest major update to its diagnostics 

software for the Evolve and Encore 

diagnostic systems. Key features of 

the update include enhanced report 

options, maintenance test improvements, all-system scan 

speed improvements by up to 70 percent and increased vehicle 

coverage. In total, the release adds coverage for 2,542 new 

systems and 10,169 new vehicle-ECU combinations. With the 

new software update, users are now able to customize printed 

and saved scan reports with additional information.

www.OTCTools.com

www.autoserviceworld.com
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Refrigerant oil pump
Robinair has announced the new 14390 

Refrigerant Oil Pump, designed to 

make AC service faster. The compact 

pump is used to move large volumes 

of AC lubricant oil back into HVAC and 

commercial refrigerant systems quickly 

and efficiently. It is compatible with 

any cordless drill, which drives the 

mechanical pump, and can move a 

gallon of oil in less than 75 seconds to 

help save valuable technician time.

www.Robinair.com

Chassis parts
MAS industries has introduced 100 new 

chassis and control arm part numbers 

for a variety of applications, including 

2001-08 Jaguar X-Type, and 2013-17 

Land Rover Range Rover. The company 

describes itself as a first-to-market 

supplier with full line coverage for 

American, Asian and European vehicles.

www.mas-industries.com

New part numbers
Delphi Product & Service Solutions 

(DPSS) has announced new numbers 

for its fuel, steering and suspension, 

engine management, and MaxStart 

battery products for North America. 

The company has expanded its fuel 

category with 10 new fuel pump 

module assemblies and eight new fuel 

pump and strainer sets covering more 

than 8 million vehicles. It has also intro-

duced 399 new steering and suspension 

parts covering more than 25 million 

vehicles between 1935 and 2017. Its 

engine management portfolio features 

six new ignition coils covering 1.4 

million vehicles. And there are two new 

automotive batteries in its MaxStart 

battery product offering.

www.delphiautoparts.com

Digital vehicle inspection
Kukui has launched 

a new Digital Vehicle 

Inspection Solution, 

built to shop owner 

requirements.

The Kukui DVI is designed to improve 

the way repair shops communicate with 

customers. The Kukui DVI creates full 

transparency providing updates with 

technician notes, video, and pictures of 

affected components. Between visits, it 

enables shops to send reminders or 

recommended service messages and 

postcards.

www.Kukui.com
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this straight. You say you had the valve off, started the engine, 

and it had an exhaust leak, yet the idle speed wasn’t affected?”

“Uh-huh.”

Basil shook his head. “There should have been a massive 

vacuum leak. Something is blocked on the intake manifold 

side.” He turned to me. “Do we have any history on this 

vehicle?”

History. There’s that word again.

“Yeah,” Dickie admitted when I called him up. “I forgot to 

mention that I had my lot boy, Boomer, replace the intake 

gaskets about a year ago. Uh, the light has been on ever since, 

but I didn’t worry about it. Hey, it was my driver… and besides, 

we don’t worry about emission tests up here.”

When I told Basil, he smiled. “Just as I thought. Some of 

these 1.7 engines didn’t come with EGR valves. The after-

market gasket kits would supply two intake gaskets; one with 

holes for the EGR ports and one without. I suspect Boomer 

has put the wrong gasket in.”

And that’s exactly what we found when Beanie pulled the 

intake manifold off for inspection. “Wow,” said Beanie. “I 

guess knowing some history can really be helpful.”

A month later we were once again in Tooner’s rec room. 

All of us except Tooner, that is. “Hey, what’s the big deal,” he 

growled when I led him out to the garage.

“Simple,” I replied. “Some people claim that the only thing 

we learn from history is that we don’t learn from history. Well, 

I’m about to prove them wrong.” I handed him a bowl of chips 

and some dip. “I’m about to skunk Beanie at pool, so therefore 

you can’t be in the room.” I closed the door and locked it. “Be 

good and I might come back for you later.”  

Share your skills. Change a life.

www.mercytechmission.com

Swaziland, Africa

®
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“Stupid kids!” Tooner stabbed the ‘end’ button on his flip 

phone and snapped it shut. “Sheesh, you’d think they’d have 

learned by now.”

I frowned as I took aim on the cue ball. “Can we keep it 

down? I’m calling the eight ball, corner pocket.” It was the 

monthly staff games night at Tooner’s place, and for once I 

was about to win a game.

“What’s wrong with your kids?” inquired Beanie, chalking 

his stick noisily as I tried to moderate my breathing.

“Their parenting skills! Every time my grandson throws a 

tantrum, they call me in a panic saying they don’t know what 

to do.” He stomped over to the wet bar and dug out another 

cold one. “They gotta pay attention to history.”

Basil added a second slice of lime to his iced green tea. 

“Exactly what period of history are we referring to?”

Tooner kicked a chair just as I took my shot. I scratched 

badly. “Our family history, of course!” he thundered.

I glared at him. “What possible benefit could be extracted 

from your family history?”

He stared at me incredulously. “Why everything! All they 

gotta do is remember what terrible parents Mabel and I were, 

and then do everything different. It’s so simple!”

After a moment of silence, Beanie coughed politely. “Um, 

looks like you lost, boss. Shall I rack ‘em up again?”

Basil settled into the recliner. “Maybe Tooner has a point. 

After all, Winston Churchill did say that those that fail to 

learn from history are doomed to repeat it. Maybe this is 

what’s happening here.”

I unscrewed my two-piece pool cue and put it back in my 

bag. It was time to go home, because historically I can never 

win when Tooner is in the room.

My bad luck continued the next morning when Dickie 

Dixon sauntered into our shop. Dickie owns the used car lot 

down by the highway. “Slim Shambles!” he declared. “Just the 

man I wanna see.” He pulled an unlit stub of a stogie from his 

lips and waved it towards the parking lot. “See that little 

beauty out there? Well, she’s found a new home down in the 

big city. Yessiree, got me a hot buyer.” He draped a chubby 

arm over my shoulders. “Only thing is, there’s this little 

problem with the check engine light. You know how those 

city folks are about their emissions testing.” He winked at 

me. “Can you help me out, buddy?”

I looked at the 2005 Honda Civic and shuddered. If history 

served me correctly, we’d been burned more than once with 

Dickie and his used cars. Against my better judgment I sent 

Beanie out with the scan tool to have a look.

“Emissions code P0401,” reported Beanie. “Insufficient EGR 

flow. Common with these Hondas; the EGR passages are bad 

for plugging up with carbon. In fact, I think there was even 

an update bulletin where you drill out the passage and put 

in a tube to keep things from plugging up again.”

Dickie shuddered. “Whoa, let’s not get carried away, boys. 

How’s about a quick cleaning with some carb spray? You 

know, just to get the light out.”

I frowned. It sounded like Dickie Dixon had already been 

Google-surfing this problem. However, things were slow, so 

I gave the guys the go-ahead to remove the EGR valve and 

see what was up.

A couple of hours later, Beanie and Tooner had some bad 

news. “We’ve tried everything we could think of,” said Beanie. 

“The passage looks clean and the valve is operating as it 

should. But there’s no change in idle speed when we actuate 

it manually.”

“I’ll second that,” said Tooner. “We know the ports are clear, 

‘cause when we start the engine with the EGR valve off, we 

get a bad exhaust leak.”

Basil had come in for a refill on his coffee mug. “Let me get 
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History 
Lesson

This P0401 was more 
complicated than usual… 
much to the chagrin of an 

impatient used car salesman!

By Rick Cogbill
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