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There’s no overstating the importance 

of communicating ethics and honesty 

to your clients.

Long after the service work is done 

and the car is back on the road, your 

customer will remember how they were 

dealt with at the counter. The questions, 

the conversation, the recommenda-

tions, the explanations… all contain 

moments where trust is built or lost.

We’ve all heard of cases where unnec-

essary services were suggested and 

sold. Sometimes closer scrutiny reveals 

there was no wrongdoing at all. There 

was simply a misunderstanding at the 

consumer’s end. Other times something 

was clearly amiss. The vehicle was 

improperly diagnosed, or the condition 

was exaggerated, or a false sense of 

urgency was applied to potential service 

and maintenance work.

Whether it is a one-off situation 

stemming from service advisor inexpe-

rience, or standard operating proce-

dures rooted in low-level greed, when 

this happens one thing is certain. The 

shop’s reputation takes a direct hit.

And if it was all caught on camera 

and televised nationally on a popular 

consumer affairs show, it could take 

years for that reputation to be restored.

Some Ontario dealerships face that 

prospect in the wake a recent CBC 

Marketplace story that asked the 

question, “Is Your Car Dealership 

Ripping You Off ?” It recounted the 

experience of a number of consumers 

who faced high-pressure sales 

campaigns from service advisors.

The services recommended included 

too-frequent oil changes, early brake 

jobs, unnecessary spark plug replace-

ments, and random fluid flushes. One 

healthy vehicle was prescribed over 

$1100 worth of maintenance 

procedures.

The difficulty, of course, is deter-

mining the motivation of the service 

advisor who’s doing the selling. If their 

recommendations do not stand up to 

scrutiny, we need to know why. There’s 

a world of difference between poor job 

performance and true ethical failure.

Either way, however, strong-arm 

tactics are strictly out of bounds. That 

much is unambiguous. As an industry 

we must be vigilant against even the 

appearance of impropriety on this front.

It’s fair to say that auto repair shops 

do not have a great reputation for 

rigorous business practices. For many 

decades we took an “Aw shucks” attitude 

toward charging for the work we did. 

Those who watched their parents and 

grandparents work the counter will 

know exactly what I’m talking about. 

They gave away their labour too easily, 

ignored obvious maintenance items to 

keep prices down, and went out of their 

way to source cheap parts. They were 

too nice, at the expense of the business.

We’re pulling ourselves up out of that 

ditch. But while we do that, we must be 

careful not to wind up in the ditch on 

the other side of the road!

As our industry matures, as we adopt 

a more buttoned-down approach to 

business, we cannot go from being too 

nice to being exploitive. We must find 

the delicate balance between serving 

our customers and running a healthy, 

profitable business.

Our service advisors are on the front 

lines in this endeavour. They must contin-

ually balance the customer’s needs, pref-

erences, and finances. It’s not always easy 

to do that, but it starts with defensible 

maintenance recommendations and 

open lines of communication.

Please tell me what you think. You can 
reach me at allan@newcom.ca.

SERVICE NOTES

Every service we recommend – from oil changes to 
brake jobs – needs to be justified and defensible.
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LETTERS

Senate report reveals  
need to take action to  
save our trade
The release of a Senate Report on the 

future of automotive technology 

(“Driving Change,” see news report page 
10) should raise alarm bells in our 

industry. As we struggle to find qualified 

technicians and the automobile 

continues to become more technolog-

ically advanced, we’re about to witness 

a true crisis in our trade. There is a good 

percentage of technicians who will be 

retiring soon, leaving a huge void which 

cannot be filled by the number of 

apprentices we’re currently certifying 

into our trade. It won’t be too long before 

car owners have trouble finding a repair 

facility for their vehicles. It is clearly time 

to take action. We have to push our 

governments for real effort to reverse 

our trade’s decline.

Lindsey Bakker
Lindsey’s Tire and Auto Centre
Kingston, Ont.

Is the insurance on  
your vehicles what  
you need?
I recently read a news report about 

a Toronto woman whose insurance 

claim for her totaled SUV was denied 

because she used it to make occa-

sional deliveries for her small 

business. This dangerous situation is 

rampant in our industry. We often 

drive customers home or pick up 

parts in our personal vehicles. Just 

imagine what might happen if an 

accident or fatality occurred with a 

customer or staff member in the 

vehicle.

I’ve arranged for coverage on my 

personal vehicle for “very occasional 

customer transport.” It happens two 

or three times a month – maximum.

Without the proper insurance, you 

are playing the odds with your future!

Beverly Kaltenbruner
Harold’s Auto Service
Lethbridge, Alta.

Greed is hurting  
some shops
Bob Greenwood’s recent video on 

AutoServiceWorld.com (“Apathy Could 
Kill the Industry We Love”) raises some 

serious points about the future of our 

trade. In many parts of Canada, 

including mine, there is already a 

serious lack of qualified skilled licensed 

techs. It’s a major issue for shop owners. 

Sure, one can find apprentices but 

strong diagnostic techs are few and far 

between.

From what I’ve gathered over my 35 

years in the trade, personal greed plays 

a big role in the failure of auto repair 

businesses. The flat rate system of 

paying technicians is the #1 culprit for 

destroying staff camaraderie, shoddy 

workmanship and, on occasion, 

flat-out thievery. Shop owners that 

operate on greed shouldn’t complain 

when their numbers fall.

Paying technicians well, treating 

customers like gold, and above all, 

conducting business honestly and 

fairly are recipes for success. 

Personally, I’ve turned my seven-bay 

shop into a well-oiled machine by 

avoiding the most common mistakes 

in our industry. There’s no need to be 

greedy. By acting ethically, our platters 

can be full every day, even without 

advertising.

Peter Kasala
Cormier Auto Repair
Trenton, Ont.

Apathy could kill the 
industry we love
Great video, Bob. We always love to 

hear what you have to say.

Jean-Paul (J.P.) Belliveau
J.P.’s Garage
Dieppe, N.B.

EYESPY

Justin Power, a technician at Auto 
Works in Niagara Falls, Ont., says it 
didn’t take long to find the source 
of a serious steering wobble 
on this vehicle. The old tire had 
probably hit a few too many 
potholes and this was its way of 
saying, “I’m done!”

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

Bubble 
trouble

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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NEWS

Oil changes remain the top 

reason vehicles are brought to 

automotive repair and service 

facilities.

A survey of repair shops, 

commissioned by the U.S.-

based Car Care Council, 

confirms that oil changes and 

related oil filter replacement 

was the most common vehicle 

service procedure in 2017.

According to research, conducted by automotive market 

research company IMR Inc., the other leading service proce-

dures were (in order): replacement of wiper blades, replace-

ment of air filters, scheduled maintenance, new tires, replace-

ment of battery, brake work, antifreeze flush or top-up, engine 

tune-up, and wheel alignment and balancing.

“With scheduled maintenance toward the top of the list, 

these findings are a sign that more motorists understand the 

importance of routine vehicle maintenance and are taking 

steps to ensure the safety and dependability of their vehicles,” 

said Rich White, executive director of the Car Care Council.

Total and Temot announce partnership
Lubricants manufacturer Total has announced a partnership 

deal with Temot, an international global aftermarket auto-

motive parts and accessories purchasing company that deals 

heavily in the European market.

The three-year deal will help Total expand the availability 

of its products by bringing new options to local members in 

new geographical areas. Temot operates in 63 countries. The 

Aftermarket Auto Parts Alliance is its lone member in Canada, 

the United States, and Mexico.

“We are delighted with this partnership with Temot,” said 

Thierry Gourault, Total’s managing director for automotive. 

“By becoming a fully referenced supplier, Total is covering 

an even wider area, moving closer to distributors and 

becoming a local partner.”

He said the logistics implemented by Temot enables the 

automotive accessories industry to display growth that will 

benefit Total by targeting distributors, including the smallest 

ones.

Liqui Moly sold to Wurth Group
Looking for a way to secure his company’s future, Liqui Moly’s 

chief executive officer has sold the company to assembly and 

fastening materials supplier Wurth Group.

Ernst Prost said he will remain as managing director of 

Liqui Moly, which will operate as an independent business 

unit within the Wurth Group.

“Over the past few years, Liqui Moly has shown an 

outstanding performance and developed into a real success 

story,” said Peter Zurn, deputy chairman of the Wurth Group’s 

central managing board.

The two German companies have some shared history. 

Wurth has been a silent partner in Liqui Moly for almost 20 

years.

Canadian accountants call for tax review
The national professional body for accountants in Canada 

says 71 percent of industry leaders agree that a comprehensive 

review of the country’s tax code is needed.

According to the Chartered Professional Accountants of 

Canada, leading accountants aren’t necessarily looking for 

a dramatic U.S.-style tax-slash. But they want a review that 

will reduce complexity, ensure economic competiveness, and 

enhance overall tax fairness. They’d also like to see a target 

date for a return to balanced budgets.

“Canada’s tax system is an essential tool to improve our 

competitive position, to attract and retain the best and 

brightest minds, and to support inclusive economic growth,” 

said CPA Canada’s president and chief executive officer Joy 

Thomas. “An extensive review will help identify where changes 

can be made to ensure all Canadians are paying into and 

benefiting from the tax system in an equitable way.”

Oil change tops service procedures in 2017
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The Automotive Industries Association 

of Canada (AIA) says a recently released 

Senate report on connected and auton-

omous cars represents a victory of sorts 

for the aftermarket.

The report, entitled ‘Driving Change: 

Technology and the Future of the 

Automated Vehicle,’ recognizes the 

commercial and competitive value of 

vehicle data and has recommended 

that government monitor develop-

ments on this front to ensure the after-

market continues to have access to the 

data it needs to provide its services.

“The voice of the aftermarket was 

heard,” a communication release from 

AIA states. “This is a very strong win 

for the aftermarket.”

The report quotes AIA president Jean-

Francois Champagne as 

saying telematics data 

“have the potential to give 

OEMs a huge competitive 

advantage in the battle for 

repair dollars by driving 

business away from indepen-

dent repair and maintenance 

shops.”

The Standing Senate 

Committee on Transport and 

Communications apparently 

agreed, recommending that Innovation, 

Science and Economic Development 

Canada gauge the impact of automated 

and connected vehicle technology on 

competition, and ensure that all sectors 

have access to the data they need.

The study stems from a 2016 request 

from Transport Canada that the federal 

government explore how advanced 

automotive technology will 

impact Canadians, and 

what regulations may need 

to be developed to oversee 

it.

“The great news for the 

aftermarket,” says AIA, “is 

that nine of the 16 recom-

mendations can be 

utilized by the after-

market industry to 

advance its interests.”

The association is on record as 

saying that issues of data privacy 

protection and cybersecurity will likely 

be used by automakers to argue for 

limited third-party access to vehicle 

www.autoserviceworld.com

We offer sellers:
•  An efficient acquisition process, minimizing disruptions to your business.  

•  The ability to complete a transaction within 30-60 days of  

signing an initial confidentiality agreement.

•  Retention for all employees with material employment benefits  

as part of the CAR Holdings’ team.

•  A future annuity stream from a long-term lease agreement  

on owned real estate.

Please call Frank Romita at 416-543-8561 

or email acquisitions@CARHoldings.ca

Thinking about
retirement?

Great opportunuties 

don’t just come along...

We create them

We’re interested in: 
• Purchasing independently owned and operated shops.

• Franchisee/banner shops with their own head lease agreements.

We’ll buy your shop!

NEWS

AIA hails report on vehicle technology
Association calls Senate 
recommendations on 
autonomous and connected 
cars ‘a win for the 
aftermarket.’

By Allan Janssen
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data. AIA’s position is that consumer 

choice about where to have vehicles 

serviced must be preserved.

In a recent “Town Hall” conference 

call with AIA members, the associa-

tion’s policy and government affairs 

analyst Erin Chreptyk said the after-

market will continue to lobby govern-

ment on this topic. She referenced 

efforts by the U.S.-based Car Care 

Association to secure aftermarket 

access to vehicle data in that country.

Car Care Association has dubbed its 

campaign ‘Your Car. Your Data. Your 

Choice.’ arguing vociferously that 

consumers should control who has 

access to data so that competition for 

repair dollars remains healthy.

“They believe this will come down 

to legislation, not a voluntary 

agreement,” she said.

In his presentation to the Standing 

Committee on Transport and 

Communications, Champagne said the 

aftermarket is willing to work with 

OEMs toward a voluntary agreement, 

but he hinted that AIA is prepared to 

fight for a legislated solution if those 

negotiations falter.

“It is not beyond the realm of possi-

bility that, some day, we’ll be back here 

with a request, telling you that, our efforts 

aside, it might be time for the govern-

ment to get involved in the matter and 

establish a regulatory structure,” 

Champagne told the Senators.

The 76-page document, released at 

the end of January, noted that changes 

to transportation technology will bring 

an abundance of opportunity.

Some of the opportunities, according 

to an estimate cited by the Senate, 

include economic benefits from 

automated vehicles, which would reach 

$65 billion annually in collision 

avoidance, increased productivity, 

reducing traffic congestion, and savings 

in fuel costs.

But there will also be losses.

A number of sectors will be affected 

by vehicle technology, like the taxi, 

transportation and parking industries, 

which employ more than one million 

people. There are also risks from car 

hacking and the loss of personal privacy.

“There is still time for Canada to put 

in place a robust plan that will 

maximize the advantages of automated 

and connected technology while 

addressing the risks,” the report said. 

“But the government must act now.”

www.autoserviceworld.com

Nine of the 16 
recommendations from 
the report can be used 
to advance the interests 
of the aftermarket 
industry.
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NEWS

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

The cleanest production car for sale in 
North America, with a Green Score of 
70, outranking the other finalists for the 
distinction: Mercedes-Benz Smart Fortwo, BMW i3 BEV, Tesla Model 3 Long 
Range, Kia Soul Electric, Chevrolet Bolt EV, Hyundai Ioniq Blue, Toyota Prius Eco, 
Ford Focus Electric, and the Kia Niro Plug-in Hybrid.
The American Council for an Energy-Efficient Economy (ACEEE)

Average used-vehicle selling price 
in the U.S. at the end of 2017 – a 
record-high, up more than US$400 
from 18 months earlier. Higher 
used vehicle prices are generally 
positive for the aftermarket since 
they make it easier for consumers 
to justify investing in the repair and 
maintenance of older vehicles.
Lang Aftermarket iReport

Number of light vehicles 
expected to be produced worldwide in 2023. In 
2016, that number stood at 72.11 million. In 2000, 
it was just 41.22 million.
Statista

The most popular 
brand of light vehicle 

sold in Canada last year. Ford sold 
308,472 passenger vehicles in 2017, 
compared to GM’s 302,826. Fiat-
Chrysler (at 267,052) and Toyota 
(199,782) followed at a distance.
DesRosier Automotive Consultants

From 2010 to 2016, 
the cost of vehicle battery packs fell 
from approximately $1,000/kWh 
to about $227/kWh. Many industry 
watchers believe battery-electric 
cars become cost competitive with 
ICE-driven vehicles when the price 
point of vehicle battery packs hits 
$125/kWh.
Green Car Reports, and McKinsey & Company

The compound 
annual growth 
rate expected for 
U.S. aftermarket 
eRetailing between 2015 and 2023.
Competitive Profiling of Automotive eRetailers in 
Americas Region, Frost & Sullivan

Amount of data a single 
autonomous test vehicle produces 
in a day. That’s 3,000 times the 
amount of data produced in a day 
by Twitter’s 270 million users.
WardsAuto

Percentage 
of Canadian 
motorists 

using fuel-efficient low 
rolling resistance tires in 
2017.
Tire and Rubber Association of 
Canada 

The cost to 
operate a vehicle 

drops steadily as it gets connected, autonomous 
and shared. Owned: $0.97 per mile; Shared: $0.63 
per mile; Autonomous owned: $0.46 per mile; 
Autonomous shared: $0.31 per mile.
Neil Ganguli, Deloitte Consulting LLP

Three out of four of 
drivers are concerned 
about poor visibility or 

obstacles in the road when driving at 
night. Approximately 28% say they avoid 

driving at night because it’s harder to see other drivers and hazards.
SYLVANIA Automotive Lighting Survey

Hyundai Ioniq Electric

112 MILLION

Ford

$0.31 per mile

75%

$19,500

12%

30TB

9%

80%
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There still appears to be some confusion 

over what was once called “right to 

repair” – the access by aftermarket 

shops to OE service information, 

training and tools so they can fix modern 

cars as well as a dealership can.

Some insist the problem has been 

fixed through the Canadian Automotive 

Service Information Standard (CASIS). 

Others say the problem persists 

because the information is difficult to 

find or access.

I believe the root problem stems not 

from the availability of repair informa-

tion, but from incorrect assumptions 

about the tools needed to fix today’s 

technologically complex vehicles.

A lot of aftermarket shop owners – 

particularly those over the age of 50 – 

remember when old-school scanners 

were little more than code readers with 

a small amount of embedded service 

information. These shop owners now 

have technicians who demand the best 

tools so they can repair today’s vehicles. 

I think they’re having trouble accepting 

that there’s no longer a one-tool-fits-all 

solution out there.

Modern automotive repair requires 

an ongoing investment in an assort-

ment of tools designed to get the job 

done. Vehicles require flashing or 

programing on close to 65% of the 

modules we’re called on to install. 

Without the right tool, the vehicle has 

to be taken back to the dealership to 

be flashed. Or else you end up phoning 

around town to see if another repair 

shop can do the job. Worst case 

scenario, you have to tell the customer 

that you just can’t do the repair.

The answer lies in purchasing the 

right equipment for the job. Yes, it can 

be expensive but it will give your techs 

the ability to do everything the 

dealership technicians can do, with the 

possible exception of warranty work.

Worried you don’t get enough of 

those vehicles to make it worth your 

while? Think about what you’re missing 

if you don’t have the right tool.

For example, think about what you 

can charge your customer if you can 

handle the whole job in-house. You 

charge $120 for diagnostics, $150 to 

remove and reinstall the part, and $139 

for the flash programming. Grand total: 

$409.

If you have to sublet the program-

ming, the picture is very different 

indeed. You still charge $120 for the 

diagnostics, and $150 for the re-and-re. 

And you still charge $139 for the flash 

programming, but you paid the deal-

ership $119 to do the flash, and you 

also paid $176 for travel (0.4 each 

direction for two people to drop off and 

pick up the vehicle @110/hour). Bottom 

line, you pulled just $84 out of that job. 

Was it worth it?

As an industry we can be our own 

worst enemies! We buy tools that won’t 

do what we need them to do… and we 

refuse to buy the tools we need because 

they cost too much.

Dollar for dollar, the smartest invest-

ment I’ve made over the past decade 

is what I’ve spent to purchase a number 

of flashing tools (yes we have more than 

one). I buy dealer-specific tools to do 

dealer-specific flashing and programing 

based on my customers’ needs.

Access to service information is not 

the problem. It is available 24/7/365. 

The problem is the willingness to invest 

in the right tools to do the job. 
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For more than 11 years, I’ve worked 

with automotive repair shop owners, 

monitoring their businesses, and 

making the math work to improve their 

profitability and reduce their stress.

In the majority of cases, the biggest 

hurdle they face has to do with the 

challenge of leadership.

Many shop owners are leaders in 

name… but not in deed.

I’ve often heard people say, “If you 

want something done right, you have 

to do it yourself.” That may feel true but 

I can assure you, that kind of attitude 

is the beginning of a lot of management 

problems.

As leaders, it falls on us to make sure 

staff members are not only competent 

to complete all the tasks they may face, 

but are ready and willing to tackle 

them. In other words, where there are 

performance gaps in our businesses, 

they are fundamentally our fault as 

leaders of the team.

I learned this lesson the hard way.

When I was a stressed-out service 

advisor and manager at my shop in 

Calgary, my mentors and even my own 

mother told me I needed to stop doing 

so much by myself.

“Stop being such a micromanager!” 

they would tell me.

I knew intellectually that they were 

right, but I didn’t know how to stop 

letting my staff off the hook. I worried 

that if things weren’t done correctly, 

the business would fall apart. I only 

had confidence in myself. I was working 

myself ragged, and I didn’t like the 

person I was becoming.

It took many years before the light 

bulb finally came on and I started to 

delegate effectively. This would prove 

to be a pivotal moment in my life.

At first I feared that I would upset 

my staff. But to my surprise, it did the 

opposite. My staff felt empowered. They 

were now a part of the decision-making 

process and we all started to work 

better as a team. So well, in fact, that I 

soon found they didn’t need me as 

much. When they were really in the 

zone, any input from me was just 

getting in their way!

So, what to do with all the extra time 

that freed up for me? For the first time 

in years, I was able to work on the 

business rather than in it. I had time 

for planning, strategizing, building 

relationships with suppliers, devising 

marketing campaigns, and generally 

making the business stronger.

Ultimately, I found the time to 

envision and build a brand new 14-bay 

facility to bring our shop to the next 

level. I wrote employee handbooks, 

created new standard operating proce-

dures, streamlined our payroll system, 

and tweaked the bookkeeping.

Many of these innovations are still in 

use today, even though I am now a 

full-time automotive management 

coach, and no longer part of the business.

I have carried these principles into all 

of my endeavours. When I joined the local 

chapter of a large networking group, for 

example, it wasn’t long before my turn 

came to be president for a year. I asked 

head office if they had a manual with job 

descriptions for the various executive 

committee members. They did, and I 

used them. In my term as president, I 

expected everyone to do their jobs. I held 

them accountable. My job was to run the 

breakfast meetings, help the leaders in 

their roles, and make sure our chapter 

was financially successful.

Meeting after meeting was a success. 

I kept everyone on time… right down 

to the minute. The meeting ended at 

7:30 a.m., not 7:31. Members loved it. 

No one wanted to stay late because we 

www.autoserviceworld.com

MANAGEMENT PERSPECTIVES

One of the cornerstones of business is learning how to put the 
right people in place to get the right results.

By Richard Dansereau

Delegating
forsuccess



March 2018   17

all had other obligations.

Our small and somewhat stagnant 

chapter grew by leaps and bounds. By 

the end of my term as president, it was 

the largest networking group in 

Canada, and our financial reports 

reflected that.

And it all started with realizing the 

value of delegating work to the right 

people.

Little did I know, when I learned that 

lesson, that I’d stumbled upon the final 

principle in what is often referred to as 

“the Four Cornerstones of Management.” 

They consist of 1) measuring; 2) 

providing systems and processes; 3) 

training, engaging, and mentoring; and 

4) providing accountability.

These cornerstones have built many 

a successful business. Whenever I 

coach people, I always tell them if they 

implement only one of my suggestions, 

it would be to follow these four rules. 

They should be like your job 

description.

Never do your service advisor’s job. 

Never do your technician’s job. Know 

what your staff is supposed to be doing 

and hold them accountable to do it.

The reason is simple. You should run 

your business like you’re going to sell 

it tomorrow.

Think about what you would need 

to do in order to make a successful sale, 

and who might buy it. In this day and 

age, I can tell you that the next owner, 

possibly a millennial, will likely want a 

simple transition and won’t want to 

buy a business that can only meet its 

targets if the old owner has to be in it.

If you’re a critical part of the 

day-to-day operations, it devalues how 

much you’ll get for your business… by 

a large amount!

Furthermore, the new owners may 

have no intention of working in the 

business. They may want a business 

that is self-reliant, operating on all 

cylinders, and not dependent on them 

as a working owner.

The worth of a business is the sum 

of its systems, plus the leadership 

abilities within the team. If you teach 

your staff everything you know, you’ve 

created very valuable employees. If you 

hoard all the information to yourself, 

how will they ever run it without you?

When is the time to start this process? 

Now! Long before you’re desperate to 

sell and wondering why someone is 

offering you pennies on the dollar for 

your business. Now, before it affects your 

personal life. Now, before the stress 

builds up and causes health problems.

I coach a client whose wife has 

cancer, and thank God he has learned 

how to step back and let his team run 

the business so he can take care of his 

wife and enjoy every precious moment 

with her.

This is the advantage of delegating. 

It leaves you free to do what is truly 

important.

The Four Cornerstones of 

Management are key to properly dele-

gating for success. Use them to grow 

your business, rather than become a 

slave to it. 
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So many things in life can prove to be 

a strength or a weakness. They can help 

you or hinder you.

In the world of small business, 

employees have the potential to be your 

greatest asset, or your greatest liability.

The right employee with the right 

skills at the right time is a true gift for 

any business. Any investment in them 

will pay off in the moment and in the 

future.

When employee relations go bad, 

however, a dark cancer can begin to 

fester. At best it will take up too much 

of your management time and 

attention. At worst, it will sink your 

whole operation.

There are no simple solutions to 

employee relations. No textbook can 

guarantee a magic fix. People being 

unique individuals, there’s no telling 

what will work and what won’t. Worse, 

there are legal pitfalls to worry about. 

Employees are (rightly) vigilant about 

unfair treatment and unsafe working 

conditions. Defining those is sometimes 

tricky. There are few hard and fast rules 

to protect you.

The main thing that you can do to 

protect yourself, if you’re ever called on 

to defend your actions, is to document 

your due diligence in creating a safe 

and fair workplace.

Here are a few tips to help facilitate 

better communication with a new hire 

and avoid a courtroom game of “you 

said, they said.”

Put the job details on paper
This should explain what you expect 

from them and what they can expect 

from you, including start date, hours 

of employment, compensation type 

and scale, training requirements, and 

basic competencies.

This should be acknowledged (by 

signature) even before they accept the 

job, to avoid the potential of a new hire 

claiming they made their decision to 

join the company based on what they 

heard from you, but it never actually 

came to pass.

Explain your personnel policy
Before your new hire starts work, they 

should receive an employee handbook 

that goes over the specifics of working 

for you, including the probation period, 

your benefits plan, vacation policy, 

dress code, what tools and equipment 

you will provide, what tools and 

equipment they must provide, addi-

tional perks of seniority, and how your 

payroll system works.

Again, they should sign for the 

handbook. Have them sign each page 

of your copy to indicate that they’ve 

read and understood it. This copy can 

also be kept on file for future reference.

First-day orientation
Workplaces can be a dangerous place. 

Obvious hazards should be pointed out 

during a shop tour, and the health and 

safety procedures need to be thor-

oughly explained. In the event of an 

injury at work, the provincial labour 

ministry will want to know what you 

did to protect your employees and why 

a breach occurred.

There may be some online courses 

related to hazardous materials that 

they will need to complete. They may 

also require some health and safety 

awareness training or certification.

Needless to say, they will need 

thorough training on any dangerous 

equipment that they may be required 

to use. Start with a simple sheet listing 

the safety training they must go 

through, and have the employee sign 

it as they are taken through the steps.

Getting off to a good start with a new 

employee not only helps your business 

run smoothly, but contributes to a 

healthy work environment. As in most 

things, communication is the key to 

keeping your employees happy and 

preserving a positive working relation-

ship. 

www.autoserviceworld.com

TODAY’S H.R.

Lawrence Pentelow is the 
managing director of Crieff 
Hills Retreat & Conference 
Centre in Puslinch, Ont.

L
m
H
C

right foot
Getting off
on the

Properly on-boarding a new 
employee is not just a matter 
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due diligence as an employer.
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The automotive service and repair 

industry is more competitive today 

than it has ever been. More reliable 

vehicles, intense pressure from dealer-

ships, and changing consumer habits 

have led to a decline in car count at 

many independent shops.

In a bid to keep their bays full, many 

shop owners are grasping for new 

marketing strategies that will connect 

with today’s car owner.

One thing is for sure. The old 

methods of attracting consumers – 

coupons for cheap oil changes, low 

margin tire specials, and free inspec-

tions – are no longer viable options. 

Not only do they tend to bring in the 

wrong type of customer, but we end up 

giving away our valuable knowledge 

and labour for pennies on the dollar.

Just think of the cost of that shotgun 

approach to marketing! Thousands of 

dollars spent on mailers and newspaper 

ads, trying to capture hearts and minds 

with media that are steadily declining 

in effectiveness. Consumers have moved 

online, leading to a dramatic reduction 

in newspaper subscriptions across 

North America. And the last great tradi-

tional media outlet – radio, which is still 

effective at capturing the attention of 

drivers – is out of the financial reach of 

most independent shops.

So what does modern marketing look 

like? At its essence, it is all about building 

relationships. Independent shops need 

to double down on the cornerstones of 

business – anticipating and meeting the 

needs of their customers.

An effective measure of how you’re 

doing on this front is “churn.” This is the 

measure of client attrition. The more 

people who end their relationship 

with you, the bigger your churn. 

The lower your churn rate, 

measured as a percentage of your 

total client list, the better you’re 

doing at meeting client expectation.

One of the best ways to lower your 

churn rate is by creating a memorable 

and enjoyable consumer experience. 

You want to keep people coming back 

for more. This means offering the very 

best in customer service – things like 

shuttle rides, rental vehicles, vehicle 

inspections, detailing, and tire storage.

All of this needs to be communicated 

through new marketing channels. 

These days in order to reach clients, 

you have to go digital.

It starts with a modern website that 

is constantly updated, optimized for 

search effectiveness, and closely 

monitored. This new investment – and 

it is not cheap – fully replaces your old 

print-based marketing. If you’re like 

MARKETING

As our industry 
changes, new 

marketing methods are 
necessary to attracts new 
clients and keep existing ones.

By Alan Beech
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many shop owners, you stopped 

spending your marketing dollars when 

the Yellow Pages went away. You need 

to start spending again.

Likely it will require some profes-

sional services to manage, but it will 

be worth every penny if you can be 

top-of-mind for potential clients in 

your area. On any Google search result, 

you want to be in the top three results. 

The click-through rate on the first 

position is triple that of the second 

position, so getting that top spot is key!

Social media runs hand-in-hand with 

your website, and it is critical that you 

define yourself in that space. The 

demands and potential of this newest 

marketing frontier is constantly 

changing. Again, you will have to rely 

on professional services to help guide 

your decisions surrounding this. You 

may not always get it right, but you 

have to get started.

While there has been longstanding 

fear in business that social media may 

be a posting board for negative 

feedback, many see that as a great 

opportunity for a business that is 

willing to self-correct and relate to 

people in a very real way. Any interac-

tion with clients – good or bad – is 

valuable and should be used to improve 

the experience your provide. This will, 

in turn, reduce your churn rate.

Finding ways to bring customers back 

to your shop is the essence of reducing 

churn. A particularly effective way of 

doing this is through tire storage. Thanks 

to a dedicated campaign by legislators 

and tire makers, more and more 

Canadians are using winter tires these 

days. The result is that they’ve always got 

a set of tires they’re not using. If you store 

them, they’re going to have to come back 

to you when they need them.

Generally speaking, successful busi-

nesses are built on clients that come 

back multiple times per year. If you 

offer tire storage, you’re guaranteed to 

see them at least twice.

Happily, having insufficient storage 

space at your shop is no longer a barrier. 

There are outsourcing services available 

so you never have to turn anyone away.

When you’ve got people coming 

back, you want to impress them with 

“soft touches” that communicate your 

appreciation for their business. 

Follow-up phone calls and handwritten 

notes to first-time clients go a long way, 

not just in expressing that you care, 

but also in finding out where your staff 

may have fallen short.

These little gestures are time 

consuming for independent owner-op-

erators but they’re among the most 

important keystones for future success.

Finally, your marketing efforts need 

to go beyond individual consumers. 

It’s time to start reaching out to local 

fleets. There’s a very good reason for 

this. Coming changes in the automo-

tive world suggest that fleet ownership 

is going to become an increasingly 

important part of our world. The 

reason: ride sharing.

Studies show that the average vehicle 

is idle 95% of the time. It’s just sitting 

in a parking lot or a driveway. Given 

the inevitability of autonomous 

vehicles, which can go where they are 

needed without the complication or 

added cost of a driver, does it make 

sense for individuals to continue to 

own personal vehicles?

North American sales of autono-

mous vehicles are forecasted to reach 

33 million units a year by 2040, and 

many industry watchers believe they 

will herald an age of true ride sharing, 

where the cost of vehicle ownership is 

no longer borne by individuals. Rather, 

consumers will pay for access to a 

vehicle that is owned by a fleet. This 

notion may provoke a pang of anxiety 

among repair shop owners. They may 

envision a future with fewer cars on the 

road, and fewer maintenance oppor-

tunities. But ride sharing will likely 

mean that vehicles will reach signifi-

cant mileage thresholds earlier and 

more frequently. This means tires, 

brakes, suspension, steering and 

charging systems will be coming in for 

service sooner. This also suggests a 

higher average work order.

The key to being successful in this 

new reality is to invest now in relation-

ships with key fleet owners so you’re in 

position to capture a share of that 

maintenance market. Becoming a 

preferred supplier of automotive main-

tenance and repair to fleet-owning 

companies may not prove to be simply 

lucrative, it may prove to be critical to 

the future of your business.

In the meanwhile, all of your 

marketing efforts will fall flat if you fail 

to connect with customers in such a 

way as to make them brand ambassa-

dors for your businesses.

People are four times more likely to 

spend money at a business that comes 

recommended by family or friends. 

Having a referral program in place that 

is well managed and consistently 

executed will pay dividends to your 

bottom line and costs a fraction of your 

other marketing efforts.

Big changes are coming to our 

industry, whether we like it or not. To 

attract the right clients and reduce 

churn in our businesses, new 

marketing strategies are necessary. 

The shift may feel uncomfortable, but 

it’s truly necessary to stay relevant in 

the future. 

Alan Beech is chief 
operating officer for 
Canadian Auto Repair 
Holdings, Inc., a chain 
of premium auto repair 
shops in southern Ontario.
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relevant.
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Heartfelt
Thanks

I
f there’s a perfect place to have a heart 

attack, Mark Bergasse was in it.

Running on a treadmill at Oakville-

Trafalgar Memorial Hospital, doing a 

stress test on his heart, he felt the familiar 

symptoms that had been plaguing him all 

summer. The tightening of his chest, the 

shooting pains in his left arm, the tingling 

sensation in his core.

The cause of the symptoms – a 90% blockage 

in his Left Anterior Descending (LAD) artery 

– can lead to the kind of attack that doctors 

call “a widow maker.” Whatever plans Mark 

had for the next few months were about to 

change.

The 53-year-old entrepreneur, owner of 

Mark’s Auto Service, needed quadruple heart 

bypass surgery. And it didn’t matter that the 

busiest season of the year for automotive repair 

was about to start.

“They could see it on the scope,” he says. “If 

it were to rupture, there’d have been no saving 

me. You typically don’t survive that.”

When doctors told him he needed surgery, 

he said, “Like, next month?” And they said, 

“No, like Saturday.”

This was Thursday.

“It was very scary,” says Sandy Bergasse, his 

wife of 32 years. “It was completely unplanned 

for. When he went into the hospital that day, 

Mark Bergasse had no emergency plan in place when he was sidelined for 
two months with a heart ailment. Good thing he had friends!

By Allan Janssen



March 2018   23

we thought it was just a typical test. 

We thought he’d be back at work that 

afternoon. But it didn’t happen that 

way.”

Thoughts were racing through her 

head. What would happen to Mark? 

What would happen to the business? 

How would it operate without someone 

at the front counter? She pulled out 

her phone and texted Carlo Sabucco, 

owner of Sil’s Auto Centre nearby.

She explained the situation and Carlo 

quickly answered. “You take care of 

your husband,” he said, “and I’ll see 

what I can do for the business.”

Act of generosity
What happened next was an extraordi-

nary act of generosity that lasted two 

months. Carlo and two other area shop 

owners – Glenn Colling of Eastside Auto 

Service in Oakville, Ont., and Todd 

Sarson of Stop N Go Automotive in 

Burlington, Ont. – pulled focus away 

from their own businesses to run Mark’s 

shop. Along the way, they streamlined 

some of his processes, reassured his 

customers and staff, and led the business 

to its best November ever.

Sandy remains overwhelmed by their 

gracious response.

“November is everyone’s busiest 

season. That’s the month you tell staff 

they can’t take holidays. That’s when 

you don’t take holidays yourself. That’s 

when you don’t bother other shop 

owners. They have to be at their own 

place,” she says. “I knew this was a big 

ask.”

But for Carlo, Glenn, and Todd, there 

was no way they were going to let their 

friend down.

“Mark and I have been friends for a 

long time,” says Carlo. “Mark’s like a 

brother to me. That’s why I did this. 

He’s like family.”

For all three of them, it meant leaving 

their own staff to figure things out on 

their own during the busy-ness of tire 

season, while they helped sell mainte-

nance and repair at Mark’s shop, 

prepared work orders, ran shuttles, 

picked up parts, directed the techni-

cians, and manned the phones.

“For Mark this could have been a real 

financial crisis,” says Glenn. “The 

doomsday scenario is that there would 

be no one to greet customers when they 

came through the door. Or if one of his 

technicians worked the counter, it 

would have left them shorthanded out 

back. We weren’t going to let that 

happen to him.”

“It could have been a nightmare,” says 

Todd. “Quite frankly the business might 

not have been able to survive. If the techs 

don’t have enough work to keep them 

busy, and they start to jump ship. That’s 

as bad as it gets for a shop these days.”

The four shops have long worked 

together through management circles. 

Originally part of a performance group 

known as “G4,” they’re now part of the 

ShopPros network, working with like-

minded shop owners throughout 

Canada and the United States, sharing 

their numbers and striving for greater 

performance.

“I treated Mark’s business like my 

own,” says Todd. “Whether I was busy 

or not, someone that is close to us, who 

was in our group, needed help, and I 

wasn’t going to let him down.”

Meanwhile, Mark had his own battle 

to contend with. Quadruple bypass 

surgery is not a simple procedure. They 

cut your sternum open with a saw, pull 

your ribs apart, create a new pathway 

to the heart, and then tie your ribs back 

together again with stainless steel 

wires. After that, recovery starts with 

six weeks of bone recovery. You can’t 

just go back to work.

The prospect was more than 

daunting, says Mark.

“I didn’t have an action-plan in place 

at the shop. I couldn’t just disappear 

for three or four months,” he says. 

“When I came out of surgery, I said, 

‘Sandy, what are we going to do!’ She 

said, ‘Don’t worry about it. It’s all taken 

care of.’”

Precarious position
Knowing that his shop was in good 

hands left him free to concentrate on 

getting better.

The precarious position he found 

himself in started in October 2016 when 

he lost his service advisor. Mark was 

thrust back to the front desk to keep his 

two technicians and two apprentices 

busy in the seven bays out back.
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Mark and Sandy Bergasse have 
operated Mark’s Auto Service, in 
Oakville, Ont., since 1995.

“The ShopPros group is what got me 
to where I am right now,” says Carlo 
Sabucco of Sil’s Auto Centre in Oakville, 
Ont. “Without it, I would still be a small 
little shop doing what I’ve always done.”

 CONTINUED  
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“I can multitask very well. I was very 

efficient. But in retrospect, I’m sure it 

took a toll on my body,” he says. “It’s 

not like I was reluctant to get an 

advisor, but I wasn’t being very 

proactive about it. I was ready to hire 

one if one came through the door, but 

I wasn’t really going around knocking 

on doors, because I was just too busy.”

He said working the busy seasons was 

like doing triage. Every second counted. 

You just try to get through the day.

“When we reflect back now, that was 

a lifestyle that causes stress,” says 

Sandy. “But when we were living it, we 

didn’t really see it that way. Mark was 

just doing what he had to do to keep 

the business going.”

Now consigned to recuperate, the 

business was out of his hands. Sandy 

took his phone away because she didn’t 

want him to worry about the shop.

“I think part of the reason Mark recu-

perated so well is because he knew his 

friends were there,” says Sandy.

Carlo took the point position, orga-

nizing schedules, managing the 

workflow, and enforcing the kind of 

systems they’d developed in their G4 

Group.

“We’ve been working together for 14 

years. We’ve built our companies 

exactly the same way,” he says. “That’s 

why we were able to help Mark.”

Even so, Mark’s long stint on the front 

desk had eroded some of his policies 

and procedures.

“Mark spent a lot of time working in 

his business rather than on his business. 

He was the sole advisor for his company 

for well over a year. Mark built the 

business around Mark. He made it run, 

and it couldn’t quite run without him,” 

says Carlo. “When I came in, I had to 

change a bunch of stuff, and Mark 

didn’t really have a choice about that. 

I took it upon myself to change things.”

Sandy remembers getting some early 

texts from Carlo asking “Is it OK if I do 

this?”

“I would tell him to do whatever he 

needed to do to make things work,” she 

says. “I gave him permission. I knew Mark 

would be happy with whatever he did.”

So Carlo, Glenn, and Todd revamped 

the shop’s rack system, ripped apart 

his systems and procedures, changed 

inventory levels, and tweaked service 

packages.

Hardware issues
From the hospital, Mark hired Judith, 

the wife of his lead tech, Steve Handojo, 

to work the counter with Glenn, Todd, 

and Carlo.

“I didn’t have time to teach her how 

to work the desk while also trying to 

figure out how to run the shop,” says 

Carlo. “So, with Mark’s permission, I 

downloaded all my own onboarding 

materials – how to answer the phones, 

how to talk to customers, all the training 

materials and manuals – and she read 

through them in her downtime. She got 

the hang of it in a couple of weeks.”

Meanwhile, Glenn had identified a 

few hardware issues that had to be 

addressed.

“The computer monitor situation 

was not great,” he says. Mark had three 

workstations, but only one with dual 

monitors. For efficiency’s sake the other 

workstations had to be upgraded.

“You have to leave your management 

program open all the time and also refer 

to the digital inspection program, the 

marketing program, and the parts 

ordering program,” he explains. “A single 

screen really limits what you can do.”

The 24-year-old phone system also 

gave up the ghost during Mark’s 

absence. The guys had to source a new 

system and have it installed.

“That’s something I’d been meaning 

to get to for the last couple of years,” 

Mark says sheepishly. “I just never got 

around to doing it. It kept getting 

pushed down the list.”

The technology and systems were 

necessary to keep Mark’s staff produc-

tive, says Todd.

“Personally, I was excited about 

helping out, meeting his guys, seeing 

how they perform, figuring out who’s 

good at what, and who gets what type 

of work,” he says. “Those are key ingre-

dients at any shop.”

As for the customers, Todd says 

standard operating procedures kicked 

in.

“I don’t know Mr. Jones from Mrs. 

Randall, but it really doesn’t matter,” 

he says. “Facts are facts. You follow a 

process. I build them a service once I 

qualify how long they want to keep the 

vehicle and how they use it.”

“Once we got going, everything 

worked fine,” says Carlo.

By the time Mark returned to work, at 

the beginning of the new year, the shop 

had been retooled and was humming 

like never before. The first item on his 

agenda was to hire a senior advisor, Paul 

Decker to share the workload.

“We told Mark to stand beside Paul 

for six months and teach him how the 
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“I’ve found more and more shops are open to helping one another and learning from 
one another,” says Glenn Colling of Eastside Auto Service in Oakville, Ont. “Helping each 
other out just makes sense.”
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business runs,” says Carlo. “Then he 

needs to get back to running the 

business, rather than working the desk.”

Now that the dust has settled, all four 

of them have had a chance to reflect 

on the experience. They all agree there’s 

a lesson to be learned here about the 

importance of being prepared for any 

eventuality.

“As we all get older, you have to have 

some kind of plan in place for an 

emergency,” says Mark. “It’s in the 

works now. It’s a good training exercise 

for all of us.”

When he got back to his office, Todd 

spent time making sure that everyone 

in his operation understood their role 

and responsibilities.

“I sat down and did a full employee 

review and made sure everyone knew 

the plan for 2018 and was fully engaged,” 

he says. “I have to be prepared for any 

eventuality. My business needs to be 

able to run without me.”

Glenn was pleased to see that the 

processes in place at his two locations 

in Oakville are robust enough to 

withstand an emergency like this. His 

operation continued without a hiccup, 

and he personally enjoyed working side-

by-side with the other shop owners.

“It’s good to discuss what it is that we 

do, and how we run a shop,” he says. “We 

try to mirror our businesses to be as 

efficient as possible. We learn from each 

other.”

Nevertheless, he’s glad to be back in 

his own chair again.

“My place is here,” he says. “My job is 

to look at the bigger picture, creating a 

vision for the futures, handling H.R. 

issues and developing marketing plans.”

Stress test
For Carlo, the experience served as an 

excellent stress-test for his own business.

“I spent much of 2017 working on 

systems and procedures and tightening 

things up so I could leave my desk in 

November and December, work side 

by side with my advisors, and make 

some real money. That was the plan,” 

he says. “And I had to abandon that 

plan. I told my lead service advisor, the 

ship’s yours. You’re going to run it.”

He became an absentee owner 

overnight, not showing up at all during 

the busy season.

“With technology, I could watch 

what was going on, and I could see they 

were overwhelmed,” he says. “But it was 

good to know that the protocols and 

procedures we built allowed me to 

disappear for two months. The business 

ran without me.”

He says a policy of purposely deferring 

work for a couple of months when the 

shop is at capacity allowed them to have 

a stronger than normal January.

“Everything that we lost in December, 

we made it back in January,” he says.

“Maybe this cost us something, but 

did it really” says Todd. “You can pay for 

training, or you can throw yourself into 

the trenches and figure things out the 

hard way. You might suffer some sales 

loss, but look at all you’ve learned! Could 

you get as much information through 

normal training? I don’t think so.”

For their part, Mark and Sandy are 

very thankful for the sacrifice their 

friends made.

“They could have been at their own 

businesses during the busiest month of 

the year. Instead they were helping us,” 

says Sandy. “How can you repay someone 

for that? How do you say thank you so 

they understand what it meant to us?”

Mark says the bailout not only saved 

his shop, it saved him.

“Without them, I probably would have 

come back as soon as I possibly could, 

and it would have been way too soon. I 

probably would have been doing 

long-term damage to myself,” he says. 

“I’ve told all the guys how thankful I am. 

Favours are something we do for each 

other, but this was something special.” 
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“We should all go to other shops 
once in a while and spend some time 
with other advisors and see how they 
do things there. How else do you 
learn?” says Todd Sarson, of Stop N Go 
Automotive in Burlington, Ont.

Titanium string was used to hold Mark’s 
rib cage together while it healed from 
the surgery. Mark’s father and uncles 
all died of heart attacks at a young age. 
Hereditary, lifestyle, and the hustle and 
bustle of a busy automotive shop led to 
Mark’s coronary artery disease.
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A sk most techs if they trust an 

oil-life monitor (OLM) to accu-

rately predict when oil needs 

to be changed and they’ll say, “No way!”

But do they work? Well, yes… but 

that’s not the full answer. There are 

many variables that should be taken 

into consideration when calculating 

the timing of an oil change. Like it or 

not, the vehicle owner and the service 

technician must still be actively 

involved.

The first thing to keep in mind is that 

the proper engine oil must always be 

used and proper levels must be main-

tained. In other words, we still have to 

follow the operator’s manual.

For the most part, the constant 

improvement in engine technology, 

manufacturing processes, engine 

management systems, engine lubri-

cants, and vehicle computerization 

have lengthened oil-change intervals. 

The 5,000-km oil change is pretty much 

obsolete now. And consumers are not 

complaining. Few, if any, make vehicle 

maintenance their top priority. 

They’re quite happy to stretch 

the oil change service interval 

as much as possible.

The OLM is meant to prevent 

them from stretching it too far. 

Even the best engine oil has a 

limited useful life. It needs to be 

replaced at some point in order 

to provide the protection that 

engines need. Well-timed oil 

changes reduce vehicle down-

time, decrease operating costs, 

and prevent the unnecessary 

draining and disposal of oil that 

has not reached the end of its 

service life.

Today ’s recommended 

service schedules are fairly 

conservative. Generally speaking, they 

suggest changing the oil long before 

there are any signs of engine wear. But 

consumers still have to read the manual 

closely. When it says 12,000 km between 

oil changes is OK under ‘normal’ or 

‘ideal’ operating conditions, you really 

have to understand what ‘ideal’ 

operating conditions are.

Many drivers who think they drive 

their vehicles under ideal conditions 

(and who stretch their oil services 

accordingly), might be surprised to 

learn they’re actually operating under 

‘severe’ conditions. Things like stop-

and-go driving, frequent short trips, 

and operation in extreme temperatures 

dictate more frequent oil changes.
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Just about every vehicle sold today has some form of Oil-Life Monitor, alerting the 
driver when to change their oil.

the oil-life monitor?

They’re pretty clever… but they 
don’t always tell the whole story!

By Jeff Taylor

Do you

TRUST
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The confusion ramps up when vehicles 

operate in a mix of conditions – some of 

them fairly benign, and some of them 

extremely severe. This is the confusion 

that OLMs were designed to eliminate.

Among other things, the OLM tracks 

driving habits, ambient temperatures, 

average trip length, total distance 

traveled, air-quality conditions, engine 

efficiency, engine load, and the use of 

turbochargers and flex fuels. All of 

these can contribute to oil contamina-

tion from water, fuel, dirt, excessive 

blow-by gases, corrosive acid forming 

agents, oil oxidation, sludge, volatility 

issues, viscosity shearing problems, 

premature failure of the oil’s additive 

package, and a host of other issues.

As the OLM calculates negative 

factors, it also calculates the factors 

that extend oil life. Namely:

•  The use of advanced engine control 

technology designed to keep fuel 

control as close to stoichiometric as 

possible, even under acceleration. In 

addition to extending fuel economy, 

this limits fuel contamination.

•  The use of synthetic or semi-synthetic 

blends of engine oil, which provides 

exceptional oxidation stability, thermal 

constancy, and shear stability.

•  The use of premium oil filters that 

limit the amount of wear and foreign 

materials in the engine oil.

•  Frequent highway driving, which 

allows the engine to reach operating 

temperature at a reduced RPM, vapor-

izing any water and fuel in the oil. It 

also lowers the operating hours per 

kilometer traveled.

The use of an OLM can take all of 

these scenarios and more into consid-

eration and adjust the oil change 

service interval accordingly.

There are currently four different 

versions of OLM being used… and each 

has its own operational characteristics. 

Some OLMs are more sophisticated 

than others, but the best ones take both 

the positive and negative factors into 

consideration as they assess an engine 

oil’s condition.

METHOD #1 Measuring 
distance traveled
The most basic form of OLM merely 

tracks how far the vehicle has gone since 

the last oil change. When a predeter-

mined distance is reached, a warning 

light is illuminated, telling the driver 

that an oil change is due. A number of 

manufacturers, including Honda, 

Toyota, and Hyundai, use this system.

Hyundai’s system counts down the 

distance and will display a “Service in 

____ kilometres” message each time 

the ignition is switched on. If you ignore 

it, some will start tracking negative 

kilometers. In the case of the Hyundai 

system, it will display a perpetual 

“Service required” message.

This system does not take driving 

factors into consideration. This makes 

it less effective at predicting the actual 

condition of the oil. Lightly driven 

vehicles may get their oil changed far 

too often, while hard-driven vehicles 

towing heavy loads may not get new 

oil soon enough.

This lack of sophistication means 

the vehicle operator needs to be more 

proactive about ensuring proper oil 

levels at all times and assessing how 

their driving conditions might be 

affecting the engine.

METHOD #2  Tracking 
operating conditions
This software-based system uses complex 

algorithms to better predict when the oil 

needs to be changed. It continually tracks 

how the vehicle is being operated and 

under what conditions.

The General Motors Oil-Life System 

(GMOLS) was introduced in 1998, 
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Moisture in the crankcase is the enemy of any engine, and a leading factor in oil degra-
dation. The oil filler cap is often the highest, coldest spot in the engine, allowing for 
rapid condensation.

Vehicle manufacturers are increasingly 
insistent that the correct oil be used, 
often indicating right on the oil cap what 
to install.
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basing its calculations on operating 

temperature and the total number of 

engine revolutions. It uses four driving 

classifications: 1) normal flowing 

highway, 2) high-temperature/high-load 

situations, 3) city driving/short trips/

cold starts, and 4) extremely short trips.

GM research showed that oil 

temperature has a huge impact on oil 

degradation. In particular, extremely 

short trips generated enough water 

and oil contaminants to cause rapid 

oil degradation. Using data from many 

sensors on the vehicle, the software will 

routinely adjust the oil change interval.

Ford’s Intelligent Oil Life Monitor 

(IOLM) is another software-based 

system incorporating a timer that will 

turn on the “Oil-change required” light 

after a year.

Fiat-Chrysler’s software-based 

system takes into consideration the 

amount of ethanol in the fuel.

As always the correct oil must be 

installed, the proper oil levels main-

tained, and the system reset after every 

oil change for these OLMs to function 

accurately.

METHOD #3 Measuring 
oil temperature and levels
Most manufacturers agree with GM’s 

findings that engine oil degradation is 

largely affected by temperature.

VW/Audi uses an OLM that calculates 

the engine oil’s thermal load, using an 

oil level/temperature sensor in combi-

nation with a fuel consumption and 

mileage/time algorithm. This differs 

from the software-based systems used 

by GM, Ford, and Fiat-Chrysler. Instead, 

it continuously measures the amount 

of oil in the crankcase and its tempera-

ture while the engine is running. By 

directly measuring the oil level, this style 

of OLM can predict accelerated wear in 

real time.

When VW/Audi introduced this 

system, it also moved to a more robust 

synthetic engine oil to enable extended 

service intervals.

METHOD #4 Measuring 
oil condition
Measuring distance traveled, oil 

temperature, and oil levels are valid 

exercises but they all have a common 

shortfall. They can’t directly measure 

the condition of the engine oil or detect 

contaminants in it.

The development of a sensor that 

could monitor the actual condition was 

a remarkable achievement. It notes the 

change in the dielectric properties of 

engine oil as it wears and as contami-

nation builds up. It can even detect the 

depletion of the oil’s additive package 

as the oil’s acidity increases. And it’s 

sophisticated enough to identify engine 

coolant or fuel in the oil.

Mercedes Benz uses this technology 

in its Flexible Service System (FSS) and 

Active Service System (ASSYST), 

designed to extend the oil change 

intervals in its vehicles.

BMW uses a similar sensor to 

evaluate the actual condition of the 

engine oil in real time and extend oil 

services on its models. The oil condition 

sensor allows extended service of 

upwards of two years or 24,000 km if 

the proper oil is installed.

Should we trust the OLM?
Oil condition and level sensors have 

eliminated the need for a dipstick on 

many vehicles. The lack of a dipstick is 

yet another reason why few people ever 

open their own hoods anymore.

Yes, today’s OLM can be trusted. The 

manufacturers and their engineers 

have spent loads of money and years 

researching and developing these 

systems. The benefits to the environ-

ment and the consumer’s wallet and 

schedule are clear. OLMs result in less 

frequent services, less downtime, 

reduced operating costs, and less clean 

oil being unnecessarily recycled.

But all OLM systems – from the 

simplest distance counter to the most 

complex condition sensor – are 

dependent on the use of the manufac-

turer-specified oil being installed and 

the correct levels being maintained 

during operation. If these requirements 

aren’t met, no OLM system can function 

as planned.

The extended oil service interval is 

here to stay, and I suspect we’ll see the 

intervals grow even longer. Engine oil 

is continually improving and so is 

engine technology, filtration, and all 

the other individual improvements in 

engine design.

It’s up to us to use the technology 

properly and teach consumers the 

value of their onboard oil monitoring 

systems. 
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Jeff Taylor is lead tech 
at Eccles Auto Service 
in Dundas, Ont. You can 
reach him at  
jeff@ecclesautoservice.ca.

The engine’s oil needs to be maintained but many times the oil has not exhausted its 
useful life before being drained. The OLM is designed to extend oil change intervals 
without over-extending them.
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With the rise of electric cars, 
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and receive information.
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to be serviced and a free and 
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could be threatened.
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Despite improved manufacturing 

processes and more durable materials, 

some automotive components still 

wear, and they always will.

The replacement intervals may 

change, but they still need to be 

inspected on a regular basis.

That is certainly the case with belts 

and hoses which, due to the harsh 

conditions they operate in and the 

physical limitations of rubber, will 

eventually lose integrity.

Typical serpentine belt replacement 

is about 120,000 km. Typical V-belt 

replacement is about 80,000 km. 

Replace the timing belt per interval 

specified in the owner’s manual.

Given the important role they play 

in keeping an engine running, it’s up 

to technicians to assess their remaining 

useful life so that a sudden failure 

doesn’t leave the vehicle stranded at 

the side of the road.

Successful inspections start with 

knowing what you’re looking for… or 

in the case of automotive belts, what 

to listen for.

Squealing is the often the first sign 

of a failing belt. The sound is the result 

of slipping or loss of efficient movement 

on the pulleys that power essential 

vehicle systems. The source of the noise 

can stem from misaligned pulleys, 

which also cause accelerated belt wear. 

Misalignment can be difficult to see 

without the use of a straight edge or a 

laser alignment tool. But correcting it 

is critical to engine efficiency and belt 
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PRODUCT FEATURE: BELTS & HOSES

It’s true you’d look
good in blue.

Join the 650 independent service centers,
all proud to wear the NAPA AUTOPRO colours

from coast to coast. 

For more information, visit napaautopro.com

Driven to inspection
Automotive belts and hoses are unavoidably prone to abrasion 
and wear. Stay on top of your clients’ maintenance requirements 
by checking these critical components on a regular basis.
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longevity. Noise can also be caused by 

worn shaft bearings or loose harmonic 

balancers.

Belt flutter, especially during revving, 

could indicate a poor tensioner. When 

the spring that maintains the tension 

weakens, belt performance is compro-

mised. Rust in and around the tensioner 

can also cause binding, which will lead 

to issues.

Severe cracking on the belt is an indi-

cation of excessive age. As the proper-

ties of the rubber change with time, 

cracks will develop.

Eventually, as the cracking becomes 

more severe, chunking can result. When 

rubber chunks separate from the belt, 

belt function is compromised and 

engine efficiency will be affected. At 

this point, replacement is necessary.

Fraying along the edges of the belt is 

a sign that the fundamental structure 

has begun to break down. The belt is 

no longer reliable, and failure is 

imminent.

Belt performance begins to decline 

when wear reduces the belt-to-pulley 

contact. This can lead to engine and 

component inefficiencies. A belt wear 

gauge tool should be used to determine 

when it’s time for a new belt. This 

simple device allows you to see if the 

grooves in the belt have become too 

deep to run efficiently.

As little as 5% rib material loss in a 

serpentine belt can cause loss of tension 

or belt slippage. As more material is lost, 

the pulleys ride deeper into the belt 

valleys, resulting in noise and even 

hydroplaning. A slipping belt (shiny or 

glazed looking belt) can be caused by a 

worn tensioner, or worn or contami-

nated pulleys, which further affect 

component performance and lead to 

vehicle failure.

One of the latest tools in diagnosing 

and selling replacement belts is mobile 

apps, which turn a technician’s phone 

into an instant belt-life analyzer and 

product category resource.

Belt condition reports are available 

online from various belt manufacturers, 

providing images and details of the four 

most common wear signs and 

symptoms of belt failure. A technician’s 

assessment, along with an estimate of 

a belt’s remaining useful life is a useful 

tool to explain the situation to the 

vehicle owner, and secure the sale.

As for hoses, new construction 

materials, like EPDM which replaced 

traditional rubber, has added signifi-

cant lifespan, but they still need regular 

inspection.

A few years ago, most hose failures 

were wrongly attributed to heat 

cracking, yarn failures and cold cracks. 

Often the cause is actually an electro-

chemical attack on the tube compound 

inside the hose. Any visible damage 

(such as soft and spongy, ballooning, 

cracked or shiny) indicates that the 

hose is already beginning to fail.

Regular visual (and audio) inspec-

tions are the key to monitoring belt and 

hose performance.

Excessive wear will eventually lead 

to catastrophic failure, inconveniencing 

your customer, and leaving you open 

to the perception that you weren’t on 

top of the maintenance schedule. 
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CAN ENDURE MORE

Total CanadaFollow us on

TOTAL Canada produces and  

commercialize high performance 

lubricants for the entire automotive 

sector. TOTAL offers innovative  

products that meet the requirements 

of the largest car manufacturers. 

For more information, consult our 

website at www.total-canada.ca. 

Keep your engine 
younger for longer

Groove-depth gauges are readily 
available from most manufacturers, 
providing an easy way to check for 
excessive wear.

Follow the arrows. Direction matters 
when installing some belts.
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PowerDrawer
Snap-on Tools says its 

Masters Series Roll Cab 

becomes a powerful 

workhorse with the 

addition of an integrated PowerDrawer 

for rechargeable tools and devices. For 

the first time, Masters Series Roll Cabs 

will offer a five-outlet, two-USB port 

power strip in a dedicated PowerDrawer 

for charging power tool batteries, cell 

phones, tablets and more. The KMP1163 

Masters Series Roll Cabs are the latest 

addition to Snap-on storage options to 

offer charging capabilities, and come in 

a variety of configurations and colours.

www.snapon.com

Gasket maker
Permatex now 

offers its Right Stuff 

Gasket Maker in a 

variety of sizes, 

including 3 oz., 4 oz., and 7 oz. power 

cans, 7.5 oz. PowerBead pressurized 

can, 5 oz. cartridge, and 10.1 fl. oz. 

cartridge. Permatex says The Right 

Stuff creates a quick, reliable seal that 

requires no curing time. It is sensor-

safe and resistant to ATF, coolant, oil, 

and other shop fluids. Suggested appli-

cations include transmission pans, 

water pump housings, differential 

covers, oil pans and seals, valve covers, 

gearboxes, and thermostats.

www.permatex.com

Brake parts
Continental Commercial Vehicles & 

Aftermarket is once again offering the 

ATE Brake Parts line in the North 

American market. The ATE brand 

encompasses brake pads and rotors, 

boosters, master cylinders, wheel speed 

sensors, brake wear indicators, calipers, 

brake fluid, hoses, reservoirs, as well 

as wheel cylinders. The ATE line offers 

many genuine OE parts.

www.ate-na.com

Motorcycle headlights
Lumileds has introduced Philips 

MotoVision, a line of advanced 

headlight bulbs for motorcycle and 

scooter applications. Described as a 

breakthrough in lighting safety for 

riders of two-wheeled motor vehicles, 

providing up to 40% more vision than 

conventional halogen bulbs, Philips 

MotoVision delivers greater nighttime 

visibility and safety. The bulbs are 

available for 9003/H4 and H7 applica-

tions. They feature a distinctive orange 

reflection, created in the headlight, 

which helps motorcycles and scooters 

stand out from other road traffic.

www.philips.com/automotive

Power window actuators
Continental Commercial Vehicles & 

Aftermarket has expanded its VDO 

Door Systems Program. It now features 

over 1,500 part numbers, including a 

complete line of VDO power window 

regulators, regulator/motor assem-

blies, and door lock actuators. Offered 

with OE-style electrical connections, 

which are designed to reduce install 

time and increase service life, they’re 

built to restore original window perfor-

mance. Many of these parts were 

formerly exclusive dealer items and are 

now available at competitive pricing.

www.vdo.com/usa
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Gives them more colors. 
Gets you more sales.
Philips Ultinon LEDs deliver brilliant lighting performance in 
a choice of four colors: blue, intense red, intense amber, or 
6000K bright white. Easy to install and available for a wide 
range of interior and exterior applications, Ultinon LEDs are 
direct replacements for conventional bulbs.

Automotive lighting

Philips Ultinon LED  
interior and exterior lighting 

www.philips.com/turnon



Electronic torque wrench
The new Snap-on ATECH1FS240 

and ATECH2CS240 Flex-Head TechAngle 

Micro Torque Wrenches offer the same electronic features 

as larger ATECH series tools, but in a slim, compact steel body. 

The 1/4” and 3/8” Micro Torque Wrenches weigh less than a 

pound each and are 11.6” in length and 0.90” in diameter with 

a 72-tooth ratchet gear. A knurled handle makes the grip more 

secure, and four alert modules indicate by LCD, LED, vibration 

and sound when the desired torque is reached.

www.snapon.com.

Steering and suspension parts
Delphi has announced plans to 

increase the SKU count of its North 

American portfolio of new steering and 

suspension offerings by more than 50 

percent by the end of 2018. The rapidly 

growing line will include parts for import and domestic vehicles 

– control arms, sway bar links, tie rods, ball joints, and bushings, 

along with steering kits with all the accessories to do the 

complete job. A newly launched app from Delphi features 

control arm position name decoder, bad suspension system 

checklists, how-to videos, diagrams, diagnosis and repair tips 

as well as 360-degree views of Delphi parts.

www.delphiautoparts.com

Head gaskets catalogue
Federal-Mogul Motorparts has released the 2018 

Fel-Pro Performance Gaskets Catalogue, which 

features 97 additional performance gaskets, 

sets and related sealing products. The 2018 

catalogue highlights the brand’s expanded offerings of track- 

and street-proven multi-layered-steel (MLS) head gaskets, 

intake manifold sets, high-temperature alloy (HTA) turbo-

charger gaskets and other products. Among the new products 

featured in the catalogue are 11 intake manifold gasket sets 

as well as several exhaust header gaskets, valve cover gaskets 

and one-piece oil pan gaskets.

www.FelPro.com

Vehicle selector
Mitchell 1 has enhanced its 

ProDemand auto repair informa-

tion software with the addition of 

a new Plate-to-VIN vehicle selector feature that provides 

precise vehicle descriptions and saves time for technicians 

and service writers. With the new feature, a technician simply 

enters the license plate number of the vehicle requiring service 

and ProDemand automatically converts that to the VIN 

registered to that plate. The Plate-to-VIN feature speeds up 

the vehicle selection process and also helps to make the 

vehicle identification more accurate.

www.mitchell1.com
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Training solution
To help professional technicians 

navigate the features and functionality 

of its new ZEUS platform (EEMS342), 

Snap-on has added 14 Training 

Solutions videos to its website at 

www.diagnostics.snapon.com/trainingsolutions. The ZEUS 

Training Solutions videos, which can be viewed for free, cover 

everything from an introduction to the tool and overview of 

Intelligent Diagnostics, right through to scope functions. 

ZEUS is described as the most sophisticated, intuitive diag-

nostic tool Snap-on has ever created.

www.diagnostics.snapon.com

VIN search functionality
Dorman Products has added a 

heavy duty VIN search to its 

website, allowing counter 

personnel and technicians to 

save time by quickly gaining 

access to a variety of data 

directly related to the class 4-8 

vehicles they are repairing. 

Dorman’s HD site connects users with over 20 VIN-specific 

fields including manufacturer, model year, engine, fuel type, 

cab type, driveline type, brake system, and GVWR class. The 

VIN search not only takes the guesswork out of identifying 

truck specifications, it also connects Repair Shops with a 

wide range of direct replacement heavy duty parts from 

Dorman HD Solutions.

www.DormanHDSolutions.com

Quick-Strut line expansion
Tenneco has added 33 part numbers to its Monroe 

Quick-Strut coverage, and has expanded its line of 

Monroe premium shock absorbers, struts, strut 

mounting kits and other components by nearly two 

dozen numbers. Among the new Quick-Strut part 

numbers are 21 that are first-to-market by a major 

aftermarket manufacturer. Tenneco says each Monroe 

Quick-Strut assembly features all the components 

necessary to complete a high-quality strut replace-

ment, including OE-style upper strut mount and bearing plate.

www.monroe.com

Glow plugs
NGK Spark Plugs Canada Limited has added 96 new part 

numbers to the NGK Spark Plug, Glow Plug, and Wire Set 

programs. This expansion provides additional coverage to 

over 12.3 million vehicles in operation in Canada, including 

many late model vehicle applications. These updates have 

been provided to all E-cataloguing sources and are live on 

the NGK web catalogue.

www.ngksparkplugs.ca
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Window regulators
TrakMotive has 

expanded its 

New Window 

R e g u l a t o r 

program to 

over 2,400 SKUs, which provides 

comprehensive coverage for both 

domestic and import applications. The 

company says it applies extensive engi-

neering research and design, to offer 

more coverage with fewer SKUs. 

TrakMotive's new window regulators 

feature premium cable sheathing, steel-

capped ends that resist pull through, 

self-lubricating technology for quiet 

operation, and anti-pinch motors.

www. TrakMotive.com Fluid exchange systems
Mahle Service Solutions has announced 

a major expansion of its FluidPRO line 

of fluid exchange systems for the 

commercial vehicle aftermarket. The 

FluidPRO CFF-1HD Multi-Fluid 

Filtration System is an all-in-one 

machine that can clean a wide variety 

of industrial fluids. The new VCX-32HD 

Coolant Exchange System allows for 

the extraction, storage, and refilling of 

large capacity engine coolant systems. 

The FluidPRO EFP-150HD Portable 

Fuel Priming System is a diesel fuel 

primer to help get stranded drivers 

safely and quickly back on the road. 

And the FluidPRO VOX-14HD Oil 

Exchange System uses air to purge used 

oil from the vehicle’s filter and oil 

passages while the oil pan is evacuated 

and replaced with clean oil.

www.servicesolutions.mahle.com

Motor oil
Total Canada has 

launched its new 

generation of 

Total Quartz 9000 

Future FGC 0W-20 

and 5W-30 with 

the new dexos1 

Gen2 approvals. 

The Total Quartz 9000 Future FGC 

0W-20 and 5W-30 are particularly well-

suited for engines that use “GDI & 

TGDI1” technology and use the newest 

fluid and synthetic engine oils. Total 

says its new generation of products 

comes with many benefits such as 

maintaining maximum fuel economy, 

reducing sludge and improving engine 

cleanliness, significantly reducing 

low-speed pre-ignition, reducing turbo-

charger deposits, and improving 

oxidation control.

www.total-canada.ca
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Parts, and, well, with Quigley leaving, I thought… you know, 

I’m just saying!” And with that he was gone.

I groaned. My main office guy quits, and my tech wants me 

to hire his wife, who until recently was the key employee of 

one of my best friends in the industry! Was this trouble 

brewing or what?

Herk was grumpier than usual when I walked into his parts 

store. He glared at me. “Traitor!” he growled. “Snagged my 

best employee. Makes me sort of glad I showed Quigley them 

photos of my last trip to the Grand Canyon!”

“What! You mean you put those crazy travel ideas into his 

head?” I was furious. “Do you realize how hard it’s going to 

be to replace him?”

“Yeah, what about me?” he thundered. “Now I gotta show 

The Moron how to do Sam’s job!”

At that moment, The Moron stepped in from the back 

room. “Hey Uncle Herk, ya got any wet wipes? I kinda spilled 

20 litres of antifreeze back in the warehouse!”

Both of us paused to let the tension die down. Herk took 

off his glasses and rubbed his eyes. “Sorry, Slim. I shoulda 

given Samantha that raise and benefits she’d been asking for. 

She deserved it.” He jerked his thumb over his shoulder. “But 

I had to take on my sister’s kid last year, and there just ain’t 

been enough money to go ’round. You know how it is with 

family.”

A couple of weeks later we waved goodbye to Quigley, Peggy, 

and Quigley’s mother. Turns out Mama had the money for 

the motorhome. Tooner grunted. “Betcha Quig gets hitched 

the minute they hit Vegas – Mama will see to that!”

And Sam? She’s doing great. The other morning she was 

looking through our management software system. “Slim, 

did you realize that you have a very comprehensive customer 

follow-up program in here? From what I can see, it’s never 

been used.”

I frowned. “That’s funny. That was Quigley’s department. 

I would have thought…” I came for a closer look. “Is it 

something we could use?”

She looked up to see if I was joking. "Um, that would be a 

yes.” She took a sip of her Lady Grey tea. “For example, I can 

run a search based on your customers’ driving habits and 

bring up a list of who might be due for a service in the next 

month, and then send them a friendly reminder along with 

a coupon. And that’s just the beginning. We can do newslet-

ters, monthly maintenance tips… you name it.”

I left Sam to work her magic and whistled my way back to 

my office. Change can be disruptive, but maybe losing Quigley 

wasn’t the worst thing that could have happened. 
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“Let me freshen that up for ya, Slim!” Quigley grabbed my 

mug and hobbled out to the coffee table. He’d been a lot more 

mobile lately since he’d gotten his walking cast on.

I sat back in my office chair and waited. Quig obviously 

had something important on his mind. He returned shortly 

and plunked the over-full mug on my desk, narrowly missing 

my keyboard with some slop-over. Then he lowered himself 

into the other chair and mopped his forehead.

“What’s up, Quig? I haven’t seen you looking this nervous 

since… since…  Hey, you aren’t getting married again, are 

you?”

Quigley gulped. “Well, not exactly. But there is this nurse 

I met when I was in the hospital after my skiing accident last 

month. And…” He paused. “Awe, there ain’t no easy way to 

say it, Slim. I need to quit my job!”

I stared at him. “Quit your job? Because of a nurse?”

He laughed nervously. “No, no, I mean, yeah. Look, I turned 

60 last year and I ain’t getting any younger.” He waved a hand 

at his broken leg. “I’m taking longer to heal, and it hit me that 

there’s stuff I wanna do while I still can.”

I took a sip of rancid coffee to clear my thoughts. “What 

kind of stuff ?”

Quigley gazed out the window for a few moments, then 

shrugged. “You know, travel, see the world, do something 

different for a change. And Peggy feels the same way. I’m 

eligible for my Canada Pension now, so we’d like to buy a 

small RV and start travelling around the United States. After 

that, who knows… Mexico? Alaska?”

This was unsettling. Quigley was a crucial part of our team 

and I couldn’t picture the shop without him. But I understood. 

Sighing, I set down my coffee and said, “You’re a big boy, Quig. 

You’ve got a right to decide your own life. Can you give me 

some time to find a replacement?”

“Oh sure! I mean, we’re not going too far until my cast is 

off !”

I shared the news with Basil, who was his usual philosoph-

ical self. “Nothing stays the same, Slim. The one constant in 

life is change.” He patted my shoulder. “Don’t worry; lots of 

people are looking for work these days.”

Yes, but looking for work and knowing how to do it are two 

different things. Quigley had been our service writer for years 

and knew our systems inside and out. I’d left almost everything 

up to him when it came to running the office, which I found 

to be a mistake when I took a recent sudden vacation right 

when Quig got injured. It would take a very special person 

to replace Quigley.

Later I noticed Beanie hovering around my office door. 

“Um, got a problem, Bean?”

“N-no, but I heard the shop does.” Beanie nervously twisted 

a shop rag into knots. “Just so you’re aware, Sam is looking 

for a new job. She quit her position down at Herkle’s Auto 
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The Change 
Challenge

They say nothing stays the same… 
but sometimes it would be nice if 

just a few things did!

By Rick Cogbill
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