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When I install software on my computer
and I’m asked if I’d like to share diagnostic data with the manufacturer of
the computer and the developer of the
software, I usually say yes. I’m a go-along
kind of guy. If they can work out a bug
with my data, I’m happy to help.
But what I really like is that they ask
me. The data – even crash data because
I overworked my CPU and caused a
glitch with conflicting or rapid demands
– belongs to me. I own the computer. I
downloaded the software. I get to
choose where that data goes.
It would be pretty hard for the
computer company to say that even
though I bought the computer, and I
am its primary user, the diagnostic data
belongs to them. I could make a pretty
strong case that ownership is a zero
sum game. They used to own it, but they
sold it to me, and now I own it.
I feel the same way about my car. It
runs through millions of lines of code,
much of it reacting to my driving
choices and my experiences on the
road. When something goes wrong on
my watch, doesn’t that data belong first
and primarily to me?
Sure it does.
Most people think this way about
almost everything they buy except for
their vehicle. Can you imagine if the
builders of your home insisted that
whenever home improvements were
necessary, they should get first right to
do that work? Moreover, whenever the
sensors that they built into your walls
detect a problem, they get an email
from the computer they put in your
basement? Wouldn’t you want that

computer to alert you first? You know…
because you live there and your
personal safety is linked to the building’s integrity? And wouldn’t you want
the right to call anyone you choose to
effect repairs?
In this scenario, the correct position
seems obvious. But people aren’t used
to thinking this way about their cars.
They just want reliable transportation,
and if they get a phone call from their
dealership because the vehicle threw a
digital distress code of sorts, they’re
just happy that someone caught it. It
doesn’t occur to them that the vehicle
belongs to them and they should have
been informed first. They should have
a say in where the data goes.
There will be plenty of people who
figure the name on their car and the
name on the building where they take
it for service should be the same. But
others might not want to deal with the
dealership. Some consumers might
believe they’ll get a more impartial view
of what’s wrong with their vehicle if
they don’t take it back to the company
that built it in the first place. Or they
might fear the dealership will shift
blame for the problem it finds in order
to preserve their reputation. Or there
could be personal preferences and
conflicts at play.
Either way, motorists should own the
data, and whatever they choose to do
with it is up to them. The automotive
aftermarket is not wrong to urge
government to recognize that.
Agree or disagree? You can reach me at
allan@newcom.ca
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LETTERS
We can’t pull plates but if
something goes wrong,
all the liability is on us!

Some customers
just won’t do the
right thing

Shops could be part of the
solution to dangerous roads

Tom Brown’s column hits home with
every shop owner and technician. For
some reason, it seems people think
they have a God-given right to own a
vehicle with no regard to the actual
cost of ownership. I’ve seen too many
unsafe vehicles drive off the lot. The
most frightening part is how the
courts see it if that vehicle is involved
in a collision. How is it possible that
we cannot pull plates, yet somehow
we are potentially liable? Let’s
support Tom on this in every way
possible!
The most logical solution is annual
safety inspections. Then we can work
on the problem of over-the-counter
sales of safety-related parts to unlicensed people.

I remember a Jeep Cherokee that had
a track bar bungeed in place. Anything
faster than 10 km-h and the whole front
end would shake terribly. I made the
owner of the shop and the owner of the
vehicle aware of the danger this posed,
and after a heated discussion, the Jeep
was fixed properly. But it doesn’t always
go that way.
A vehicle came in our shop with
outer tie rods held in place with electrical tape. The owner did not want to
have the vehicle fixed properly. There
was nothing we could say or do to
convince her. We notified the police
after she left because in driving it she
was endangering her own life, as well
as the lives of her children and everyone
else on the road.

I agree very strongly with Tom Brown
that we should be able to pull plates.
Here in New Brunswick we have a
flawed system for motor vehicle inspections. It’s long overdue for an overhaul.
I recently sent an email to the government, in which I argued that a technician
should be given authority to “ground” a
vehicle that he or she deems unfit for the
road. A reject sticker is not sufficient for
some motorists to understand the gravity
of the condition of their vehicle.
Backyard installers who buy substandard parts on the Internet and perform
their own repairs are putting themselves and other motorists in danger.
Automotive repair shops could be
part of the solution as we all try to make
the roads safer… but we need the
authority to do it.

Bruce Eccles
Eccles Auto Service
Dundas, Ont.

Darrell Catt
Carline Muffler
Drayton Valley, Alta.

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

Auto repair technicians are
undervalued by society

Some thin to do
The owner of this 2000 Ford
Focus said the vehicle wasn’t
braking right. Yeah… no kidding!
Apprentice Keyleigh Penner, who
inspected the vehicle at Bob’s
Transmissions in Winnipeg, Man.
said it had the thinnest rotor
anyone in the shop had ever seen.
It measured 2.6mm. It also needed
new calipers and pads, and there
was no brake fluid. Yup… that’ll
cause a braking issue!
Have an interesting picture to share?
Send a high-resolution image to
allan@newcom.ca

I recently read the letter from Darryl
Saundry (December 2017) and I couldn’t
agree more. We are one of the lowest paid
trades, yet we have the most overhead.
Technicians have to buy over $10,000 in
tools just to get started. And then there’s
the cost of keeping up to date.
As professional service technicians,
we are undervalued by society. People
have no idea how much knowledge it
takes to be a good repair tech.
This trade really does need an
overhaul soon or else it simply won’t be
worth it to become a technician or own
a private repair shop. When we’re gone,
everyone will be at the mercy of the big,
corporate, upselling dealerships.
Jordan Larson
Wheelz Auto Service
Parry Sound, Ont.

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 waste stream. And the outer carton is
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®

That’s a lot of plastic and waste savings –
not to mention all the operational beneﬁts
and cost savings versus dealing with litres.
Now that’s doing something good for the
environment and in your community.

For more information visit
www.Havoline.com/pitpack.
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NEWS

Vast Auto annual trade show
breaks records in Montreal
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Vast-Auto held its annual convention
earlier this year to educate customers,
review the accomplishments of the past
year, and thank suppliers. The three-day
event drew a record turn-out. For the
third year, the company ran a ‘Poker
Run’ promotion, with more than
$25,000 in prizes. Vast-Auto also
announced a significant donation to a
Montreal automotive trades school.
L’École des Métiers de l’Équipement
Motorisé de Montréal will get $210,000
in tools, parts, and equipment.

GM changes the way
shops access repair data
General Motors has changed the way
it supplies information to repair shops.
A new OEM subscription change took
effect earlier this year. The carmaker
will now charge $40 per vehicle identification number (VIN) – as opposed
to charging a daily access rate. However,
website access for that VIN will be good
for two years. Some industry watchers
believe the subscription change could
end up saving shops money. And
because information is now provided
on a per-VIN basis, shops will be able
to pass the access fee on to their
customers much more easily. Shops
can also access some no-charge GM
information through the CASIS portal
at OEMrepairinfo.ca.

Kelley Blue Book gives
Hyundai Accent top marks
for low maintenance costs
The Hyundai Accent came out on top
for lowest maintenance and repair
costs, according to the seventh annual
Five-Year Cost to Own study by Kelley
Blue Book. Accent owners pay about
US$3,002 in maintenance and repair
costs over five years, or about $600 per
year. Hyundai was named this year’s
top brand for lowest total ownership
www.autoserviceworld.com

costs. The company’s Sonata model
won in the mid-size car category.

ERI Group opens new
distribution centre
The E.R.I. Group has opened its third
Canadian distribution centre. The facility
at 105-7950 Huston Road in Delta, B.C.
was opened in March. It is managed by
Vik Bhalla. ERI executive vice president
Matt Bauer said the facility will service
ERI members throughout Western
Canada. The new B.C. facility joins the
group’s other branches in Edmonton,
Alta., and Stouffville, Ont.

ING
L
L
WEZING
S
NO SEI
NO

Alldata ramps up Master
Tech diagnostic hotline
Alldata has expanded its diagnostic
and repair hotline service, Alldata
Tech-Assist. The company hired additional technicians at its Elk Grove
headquarters and at new hotline call
centers in Georgia and Texas. The
Tech-Assist team is made up of diagnostic veterans, many of whom have
been instructors and shop owners.
Alldata also increased Tech-Assist
hours of operation, making the service
found at 1-888-252-8661) available
seven days a week to take shop calls.
It is available as a monthly subscription or on a case-by-case basis.

#24122 - 236ml Bottle
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NATA takes tougher line on CASIS
Conflicting views reveal a
need to assess the progress
and setbacks in the ongoing
‘right to repair’ battle.
By Allan Janssen
Convinced that carmakers are dragging
their feet on service information,
telematics, and security protocols, the
National Automotive Trades Association
says it’s planning to take a much more
aggressive stance to moving the existing
voluntary agreement forward.
The dramatic shift in posture became
evident at NATA’s annual general
meeting in January when new leadership was voted in, with a very clear
agenda to widen the scope of the
Canadian Automotive Service
Information Standard (CASIS).
Incoming president John Cochrane

says securing full access to security
technologies and telematics data is
critical to the survival of the independent aftermarket.
“It’s time to get things changed up,”
Cochrane told CARS magazine. “The
agreement that was struck nearly nine
years ago does not reflect what is
happening in the field today.”
CASIS was designed to ensure aftermarket access to OE service

information, tools, and training.
Cochrane, owner of Cochrane
Automotive in Toronto’s west end, says
he’d like to see security protocols added
to the list. Most carmakers provide that
but some – notably Honda and Toyota
– have still not made security information available to the Canadian
aftermarket.
As president of NATA, an umbrella
organization comprised of automotive

Thinking about
retirement?
We’ll buy your shop!
We’re interested in:
• Purchasing independently owned and operated shops.
• Franchisee/banner shops with their own head lease agreements.

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
Great opportunuties
don’t just come along...
We create them
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service associations across Canada,
Cochrane will coordinate the aftermarket’s position on the issue.
John Norris, president of the Hamilton
District Autobody Repair Association
(HARA) in Ontario, will continue to
serve as NATA’s collision chairman. Ron
Tremblay, chairman of the Automotive
Retailers Association of British
Columbia (ARA), joins the executive as
mechanical chairman, and Diane
Freeman, president of the Automotive
Aftermarket Retailers of Ontario
(AARO), is secretary-treasurer.
Tremblay said a new stance on the
CASIS issue is critical. He believes the
aftermarket is at risk of being sidelined
if changes are not made.
“Things have been stale for nine
years,” he said. “The car has not been
stale for the last nine years. It has
advanced incredibly far in that time
but the collaboration between the
industries, and the CASIS agreement
has not advanced at all.”

www.autoserviceworld.com

He thinks a big part of the problem
is that too few techs turn to the CASIS
website at www.oemrepairinfo.ca
when they need service information.
Most of the NATA executive is
on-board with Cochrane’s tough
approach.
“We would all like to see this agreement
succeed,” said AARO executive director
Diane Freeman. “Currently, not all of the
OEs are giving access to security information, and we’re simply saying that they
must abide by the agreement that they
signed.”
But Norris, who is the current
chairman of the CASIS task force, does
not share their contention that CASIS
is broken. He points out that there have
been few complaints regarding the
availability of service information, and
that vehicle security is supported by 14
of the 18 carmakers active in Canada.
“I don’t understand why some people
want us to take an adversarial position
against the OEMs. I just don’t get that.

They’ve always been cooperative.
They’ve done everything we’ve ever
asked,” he said.
“CASIS works well,” he added. “I will
admit it needs an awful lot more
publicity, and we’re doing that.”
Rob Lang, who was replaced as NATA
president by Cochrane, said he’s worried
about how OEMs are going to react to
a more aggressive stance from NATA.
“If you hold the OEMs’ feet to the fire,
they may well pull their feet out of the
fire and walk away. This is a voluntary
agreement after all,” he said.
Tremblay is encouraging shop
owners and technicians to tell their
local associations what they think of
the future of independent auto repair
and the CASIS agreement.
“Give your feedback, whether it’s pro
or con, because only with improved
communication will we be able to secure
the agreement that we need,” he said.
See more detailed coverage on this
story at www.autoserviceworld.com.
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By the NUMBERS
Stats that put the North American automotive aftermarket into perspective.

Oil change

The most common vehicle maintenance procedure
(with accompanying oil filter replacement),
according to a survey of U.S. repair shops. The
other leading service procedures were, in order,
wiper blades, air filters, scheduled maintenance,
new tires, batteries, brakes, antifreeze, tune engine,
and wheel alignment/balancing.
IMR Inc., Car Care Council

$1 BILLION

Estimated value of the
aftermarket for safety
features known as Advanced Driver Assistance
Systems (ADAS). It is expected to grow to
more than $1.5 billion by 2021.

10
Number of
consecutive
years that
skilled trades
topped the list of difficult jobs to fill
in Canada. Engineers are in second
place, followed by sales reps and
management executive.
Manpower Group Talent Shortage Survey 2016-2017

SEMA Advanced Vehicle Technology Opportunities report,
Ducker Worldwide and the Center for Automotive Research.

142

Average number of quality problems per 100 vehicles
(PP100) in 2017, down from 156 last year. That 9% rise in
the quality index marks the first year-overyear improvement since 2013. Lexus again
topped the list, with 98 PP100, and Porsche
came in second with 100 PP100.
J.D. Power Vehicle Dependability Study

28.9 million

Department of Finance Canada report Feb. 27, 2018,
Haver Analytics

Number of light vehicles expected to
be in operation in Canada by 2020,
up from the current 28.25 million, a
5.1% growth since 2016.
IHS Markit

$10,452

Average annual
cost of owning a car
in Canada. Maintenance and repair costs
averaged $1,180, or $0.07 per kilometer,
less than fuel costs ($1,821), insurance
($2,667), and depreciation (3,634).
Based on Canadian Automobile Association 2012 Driving
Costs report
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90%

Sylvania Automotive Lighting Survey

90%

3.2%
Average real
GDP growth
in Canada between the second
quarter of 2016 and third quarter
2017. By comparison: Germany and
the U.S. grew by 2.4%, France grew
2.0%, and U.K grew 1.9%.

Nearly 90% of
drivers agree
that properly
aimed headlights can make a big
difference in road visibility. Yet, only
4 in 10 drivers have ever had their
headlights aimed.

Share of North
American new
cars with embedded telematics by
2020. That’s up from 45% in 2017.
Auto Care Association, Emerging Technology report

17.8%
Growth of
high end
luxury vehicles sales in Canada in
2017 – the second fastest growing
segment. Luxury sales now account
for 11.6% of the Canadian market.
Back in 1990, the segment was only
around 3.1% of the total market.
DesRosiers Observations, Feb. 14, 2018
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• EXPERT CANADIAN-BASED CUSTOMER CARE
• DEDICATED FIELD SALES FORCE
• OUR OWN FLEET
Call 1-888-CASTROL | WakefieldCanada.caa | Castrol.ca

To see if you qualify, contact your
Wakefield Territory Sales Manager
or call 1-800-268-5339

GREENWOOD’S GARAGE

Getting
the right
Are you still a breakdownand-repair shop? Or a
service-on-need shop?
Tracking your service mix
will indicate if you’re getting
it right!

MIX

By Bob Greenwood, AMAM
As the industry is starting to learn, it
has become critical to understand the
type of revenue coming through your
door. To properly track your business
and know where the gaps are, you have
to measure the right things, and you
have to know how to break those
numbers down.
Unfortunately, too many shop owners
just measure parts and labour. Maybe
once in a while they’ll look at their bank
balance and compare that against what
they owe. That’s not enough. That’s not
effective business management.
In today’s hyper-competitive and
challenging climate, you have to understand what business you’re really in.
The way I see it, a shop’s professional
responsibility is to ensure that their
clients’ vehicles are safe and reliable,
based on how the clients use their
vehicles, and what the clients expect
from them.
To truly earn that level of trust, the
shop must move to a service-on-need
(SoN) business model. This means the
shop is fully managing all the service
intervals for the client, based on how
the vehicle is used (highway, city, or
off-road) and on the mileage being
racked up.
The days of using a preventive maintenance business model – selling canned
seasonal services in predictable intervals

14 CARS

– are over. All services must now be
tailored directly to the individual client.
That’s an exceptional value offering, and
when you look at all the things it entails,
it really becomes very powerful.
Want to impress your clientele? Let
them know what you bring to the table.
“Mr. and Ms. Client, I want you to
know that we take our professional
responsibility very seriously. We will
manage your vehicle, according to the
service intervals recommended by the
manufacturer of that vehicle, for safety
and reliability. We’re going to give it
what it needs, based on how you use
that vehicle, and what your expectations are for it. We will not let you
down.”
So, given that mandate, why do I
think it’s so important to track what
“type” of work is coming into the shop?
Because the mix of work you do can

tell you a tremendous amount about
your business.
The revenue categories that you
should measure daily, weekly, and
monthly include fluids, tires, aftermarket parts, dealer domestic parts,
dealer foreign parts, maintenance
labour, diagnostic labour, and reflash
labour. That’s the bare minimum.
(By the way, due to the importance
of fluid servicing, some shops now
include “fluid labour” in their list of
labour measurements.)
Once these categories are established and some internal processes are
changed to better manage how repair
orders (ROs) are handled, you can see
the revenue trends. Now you’re ready
to study the “type” of services that make
up your business.
About 30% of your gross revenue
should be coming from work that is
www.autoserviceworld.com

The days of using a
preventive maintenance
business model –
selling canned seasonal
services – are over. All
services must now be
tailored directly to the
individual client.
Examine each RO and see why the
vehicle was in the shop. Perhaps start
coding the RO with a “SoN” designation
in the top corner if it came back for the
service recommended by the shop
based on manufacturer intervals. Even
if you performed additional services
on that RO (based on your inspection
process and sold at the front counter)
it still counts as a service-on-need visit.
This is an intriguing measurement
because it tells whether the shop is
actually “managing” the vehicle on
behalf of the client or really only
performing services that are requested
by the client.
To achieve the higher SoN level of
service, your service advisor must
clearly understand his or her responsibilities to the client. In addition, your
back office has to be properly staffed
www.autoserviceworld.com

because it demands proper and
complete follow-up and prompt scheduling of the vehicle based on the anticipated mileage your client is driving.
You’ll know you’re doing this right
when your calendar is filling up with
appointments, booked based on the
mileage of the vehicle, and with an eye
to the next manufacturer-recommended service interval. This is initially
completed by the service advisor and
should be fully documented.
Proper follow-up with the client,
based on how they want to be contacted
(email, text, or phone call) two weeks
out, and then again two days out, is
critical. You have to be sure they’re
going to show up for their established
appointment. Take nothing for granted.
Your shop must follow up with each
client and document each point of
contact with notes or memos.
That target number of 30% for serviceon-need is difficult to achieve.

Most shops I’ve seen are in the 5% to
7% range at best. But you’ve got to keep
working at it. Low numbers here must
become unacceptable to management.
As a professional business, you’re being
hired to look after your clients’ vehicles
properly, so that your clients end up
driving safe and reliable vehicles and
get the kind of positive financial return
they are looking for.
Is your shop doing it right or are you
discovering there’s work to be done to
maximize your client relationship of
trust and shop profitability? Study your
service mix!

B Greenwood is
Bob
aan Accredited Master
Automotive Manager,
A
sspecializing in the automotive repair and service
m
iindustry. You can reach him
at greenwood@aaec.ca.
d
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VDO and REDI-Sensor –
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service-on-need. That means the
vehicle is in the shop because a service
interval has come due. If you were the
one that pointed this out to the client,
and scheduled the vehicle in, you’re
doing your job. Extra points if you
educated the client about all the service
intervals that will come due this year,
based on their mileage and how they
use the vehicle. So... are you getting 30%
of your gross revenue from this type
of work? From what I’m seeing out
there, most shops are at 5 to 7% SoN.
Another 50% of your revenue should
come from preventive maintenance.
And the balance should come from
breakdown-and-repair or walk-in
requests.

Get the job done faster with the sensor that needs
no programming, no cloning, and no dedicated
programming tools.
REDI-Sensor is ready
to go, right out of the box.
www.redi-sensor.com
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Good things come in
Chevron’s PitPack
®

P

rofessional installers in Canada looking to
improve operational efficiency, better manage
SKU complexity, reduce the amount of waste
they send to the landfill, and enhance shop appearance
can now look to Chevron for assistance. PitPack, first
introduced by Chevron Products Company in the U.S. in
2014, is now available in Canada.
This fast, easy-dispense motor oil system offers
operators the option of moving away from plastic intensive
quart bottles in favour of a 22.7L plastic bag in a 100%
recyclable outer corrugate box. It consumes 89% less
plastic than traditional quart bottles – which equates to
diverting 24 x 946ml bottles from going into the waste
stream! This socially responsible package and racking
system enables more efficiently stored and delivered oil to
customer vehicles. Using PitPack can help reduce vehicle
service time because it dispenses oil more quickly (versus
bottles) via a high-flow, no drip tap, directly into a six-liter
transfer dispenser.
“There are tremendous operational efficiencies,” said
Dave Schletewitz, Chevron Lubricants consumer sector
manager for North America in San Ramon, CA. “Service
technicians love PitPack because it’s a faster transaction
than cracking bottles all day, which means they get
vehicles in and out more quickly, and they don’t have to
deal with all the individual bottle waste.”
PitPack is a cost efficient, effective and attractive
package and storage and delivery system. Installers have
to stock a diverse range of oil types and viscosity grades
to meet the requirements of all the different vehicle
makes and models. “PitPack comes in 19 SKUs today,

Service technicians
“
love PitPack because

it’s a faster transaction
than cracking quarts
all day, which means
they get vehicles in
and out more
quickly, and
they don’t have
to deal with all
the quart bottle
waste.

”

spanning viscosity grades in full synthetics, synthetic
blend, and high mileage motor oils, multi-vehicle ATFs
and heavy duty diesel motor oils. That requires a lot of
storage space – which can be reduced with PitPack. The
system allows installers to carry more oils in less space,”
noted Schletewitz.
No different than grocery retailers, installers need to
carry the right products to maximize their sales and in the
right inventory amount. Many operators are tying up too
much cash in drum inventories that are not turning fast
enough. PitPack’s 22.7L size enable operators to stock

www.Canada.Havoline.com/pitpack

the variety of products needed without tying up more
working capital than needed. “It enables businesses
to better manage the complexity of growing premium
products,” Schletewitz said.
The system helps spiff up the workplace and maintains
product integrity. The attractive, well-engineered rack
system requires less space, making the shop look less
cluttered and more professional. A plastic drip tray –
unique to the PitPack rack system – allows for easy clean
up and keeps any fluid spills from reaching the floor in
fast-paced shop environment. An attached swing lid on

the 6L transfer dispenser, prevents dust or bugs from
flying into the container which helps maintains product
integrity from the box to the customer’s engine.
To hold the PitPack boxes there are two rack options.
An eight-box rack system holds the equivalent of 192
946ml plastic bottles. There is also a four-box rack that
is used mainly for expansion purposes. “Depending on
space available and car count or volume, most operators
have two racks, side-by-side. The holding power is
absolutely needed considering all the premium products
that they need to carry these days,” says Schletewitz
PitPack leaves less residual oil compared to 24 946ml
bottles bottles. Getting all the oil out of the bag is
important to operators who want to get the maximum
value for their dollar spent. The best practice is to pull
empty bags out, mark the product/viscosity with a black
marker, and hang them in a low traffic area to recover the
remaining oil, before discarding the bags.
“Shops were initially reticent about introducing a new
package system into their workflow. But like any change
management, it turned out to be easy and no one has
looked back. Premium product volume has increased
the last four consecutive years which means operators
are stocking and selling the right products demanded
in the marketplace. It has paid off. PitPack is a win-win
for businesses looking to improve operational efficiency,
their environmental stewardship, and revenues – and a
win for consumers who want to spend their dollars with
businesses that are committed to reducing waste in their
community,” said Schletewitz.

© 2017 Chevron Canada Limited. All rights reserved. All trademarks are the property of Chevron Intellectual Property LLC.
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hen he opened Guelph
Import Service 30 years ago,
Peter Hettinga says it wasn’t
overly complicated to do repairs on the
mostly European cars that came into
his shop.
“We did more Volkswagen back then
and since the models didn’t change
much, it quickly got to the point where
I knew it all in my head,” recalls Hettinga,
who now works with another tech and
an apprentice in his 3,000-square-foot
facility in downtown Guelph, Ont.
Since then, however, advances in
automotive and mechanical technology, together with multiple part and
feature changes every model year, have
greatly increased the complexity and
difficulty of removing parts and doing
repair work on imported cars.
“Changing a timing belt used to take
two hours and all you needed was a
test light and a multimeter,” says
Hettinga. “Now it takes four hours and
you need scanners and software that
needs constant updating. It’s a whole
different game today.”
As increasingly sophisticated
imports continue to gobble up shares
of the North American passenger car
market – a trend that shows no signs
of slowing down – the need for qualified
shops and skilled technicians capable
of keeping them on the road has also
increased.
While that has led to more work,
bigger average repair orders, and
increased opportunities for import
service shops of all kinds across
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Increasingly complex
vehicles, parts proliferation,
and more demanding
customers... Welcome to the
world of import service!
By Mark Cardwell

Canada, it has also created unique chalgrumble about repair costs. I battle
lenges that are driving many small- and
against that all the time.”
medium-size shop owners to distracAnother challenge many import
tion. In fact, some are being forced out
garages face is getting timely diagnostic
of business.
information from the vehicle manufacA major challenge that emerged
turers. Although the information is
during phone interviews with garage
supposed to be readily available
owners in several provinces is being
through the fee-based Canadian
able to find, fix, and explain mechanical
Automotive Service Information
problems related to the high-tech
Standard (CASIS), Ellis says it can be
features increasingly found on
frustrating to sift through mountains
European and Japanese vehicles.
of complex information that is
“A lot of people buy these cars for all
presented in a myriad of ways by
the fancy features and they love them
different car companies.
until something goes wrong,” says Steve
“You have to learn how each system
Ellis, founder, owner, and
works,” says Ellis.
operator of Ellis Import
And sometimes, if the issue
Service in Truro, Nova Scotia.
you’re working on is security
Unlike the relative simplicity
related, you can’t get access
of carbureted engines that
at all. “The dealerships won’t
were common when he
help you. You have to send in
opened his shop 31 years ago,
all the ownership and regisEllis says the automotive
tration information to the
complexity of modern
manufacturer. It can be a
imports requires more invesnightmare,” he says.
tigation in the shop and
On top of all that, the cost
more explaining at the front Steve Ellis and his son of accessing OE data can be
counter. He had a few years Josh, who own and
prohibitive. He pays “pretty
at the beginning of his career operate Ellis Imports
heavily for that data,” preferwhen most problems boiled in Truro, N.S.
ring daily subscriptions of
down to a carburetor or
$100 (“though you need to
distributor issue. No longer!
be able to do all the work on
that day”) over monthly fees of up to
“Nowadays it can take me five hours
$500.
to find a problem and only an hour to
fix it,” says Ellis, who has three techniBruno Gagné agrees. As the owner
cians, including his son Josh and an
and operator of Auto Importées NS, a
apprentice, working in his nine-bay
two-bay garage in Drummondville,
business. “I have to devote a lot of time
Que., that works on mostly VWs and
now to educating people. But many still
Audis, he says his most vexing business
www.autoserviceworld.com

Licensed technician Greg Campbell starts
diagnostic work on an Audi at Guelph
Auto Imports, in Guelph, Ont.

problem is the cost and quality of diagnostic charts.
“They are very expensive and they
are never precise, always vague,” says
Gagné. “And they’re only in English. We
use Google translate, but it’s far from
perfect. Thankfully my two technicians
are pretty good in English.”
According to Gagné, access to that
information is crucial to his business
because 80 per cent of the problems he
sees today are related to wonky sensors,
driveability issues, and malfunction
www.autoserviceworld.com

indicator lights.
“When the lights come on, customers
panic, and they come to see me,” says
Gagné. “But to find and fix the problem
you need scanners and scopes that cost
thousands of dollars, plus data manuals
that cost thousands more every year.”
Gagné says those start-up and maintenance costs are dissuading younger
technicians from getting into the
industry, and are forcing shop owners
who don’t stay up to date on technology
out of business.

“There are a lot less guys like me
around today than when I bought this
business in 2001,” says Gagné, who
worked as a technician in a dealership
for a decade prior to that. He also worked
for an imported parts distributor. “It’s
hard to keep up. And when you get older,
it’s harder to justify spending thousands
on a machine that you might only use
once or twice a week.”
Gagné says the only winners in the
current import service field appear to
be dealerships – many of which have
quadrupled the number of bays in
operation, and raised their labour rates
to as high as $155 in Quebec City and
Montreal. (For his part, Gagné charges
$90 an hour for his services.)
Gagné says much of the dealerships’
success comes from easier access to
repair information and critical data
like wiring diagrams.
“But it will come back to haunt
them,” he believes. “The market needs
experienced technicians like us who
can fix older models that are no longer
under warranty (and) even dealerships
often turn to us to help them out.”
That challenge is increasing, adds
Ellis, because more people are leasing
luxury imports – and they’re doing the
minimal maintenance required to keep
the warranty alive.
“Maintenance is key in a place like
Canada – and especially here in the
Maritimes – where you have high
humidity, salt, and huge temperature
differentials,” he says. “That’s affecting
the market and the retail value of those
vehicles.”
He says import shops tend to be
more
repair -based
than
CONTINUED 
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Peter Hettinga started his shop in Guelph, Ont. in 1988. He says the world of import
service has changed a lot since then.

maintenance-oriented, particularly in
small urban areas like Truro. “Here
you don’t have an option (about what
you work on). You have to do the hard
jobs and the easy ones,” he says. “But
we’re helping people out and I sleep
well at night.”
One positive change for import shops
in recent years has been the increased
availability and access to parts –
though the quality of those parts can
sometimes be lacking. All garage
owners who were interviewed for this
story say they can now get most parts
– both aftermarket and dealer parts
– within hours. That has resulted in the
need to carry less inventory and to
avoid the always-onerous task of either
pushing a car outside or leaving it on
a lift until a part arrives.
Hettinga, for example, says he used
to keep about $30,000 worth of
inventory in stock, including VW rotors
that could be used on three different
models over a five-year period. But it
would cost him 10 times that amount
today to ensure the same coverage.
“Now there can be five types of
rotors in one model year,” he says. “And
you might fix a problem and never see
that kind of car again. There are a lot
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more one-off repairs now than there
used to be.”
He says import part specialists like
Worldpac, Altrom, and Auto Camping
can deliver what he needs multiple
times a day.
“That’s made a big difference,” says
Hettinga. “The big thing now is oil. I
used to only need 10W30. Now I have
$10,000 worth of 10 different oils,
including three synthetics.”
Import shop owners, he adds, “have
to be careful because margins on parts
and repairs are a lot tighter now. There
are a lot more variables that can fail on
you.”
For Adrian Vander Graaf, owner of
EK Import Auto Service and EK
Collision Repair Center in Winnipeg,
keeping costs low and using the latest
technologies are the keys to success in
the service of import cars. His four
techs work exclusively on imports in
the shop’s eight bays.
According to Vander Graaf, the
degree of change in cars, the difficulty
in finding new employees, and an
unfortunate decline in parts quality are
the most frustrating aspects and the
biggest challenges facing the import
car service business.

“The overall quality of parts is going
down because the manufacturers are
big conglomerates that have bought up
all the little guys,” he says. “We’re seeing
a lot more warranty on parts now.”
Though the price point for parts can
be higher, he says availability and quick
delivery is no longer a problem from
WDs and jobbers that specialize in
import parts.
In terms of average ROs, Vander Graaf
says import work is double to triple what
he saw on domestic vehicles at his old
shop. “The cost to maintain and service
these vehicles is usually more. But they
don’t get serviced as often because the
reliability and overall quality of these
cars is better,” he explains.
Though he too finds the costs related
to repair data and information onerous,
Vander Graaf says the trick is to use
modern communication tools and
online resources like iATN and Identifix
to help solve difficult repairs and
one-offs.
“When we have a symptom we
research it out,” says Vander Graaf. “The
more information we get from the
outside the better. You can’t do everything and you need to be electronically
savvy.”
His shop, he notes, is paper-free and
his technicians use their tablets for
everything from their in-and-out clocks
to communicating with other
employees and customers and to doing
online repair research while sitting in
or standing next to the vehicle.
The tools, with their built-in
reporting features, allow them to create
a level of trust with customers, says
Vander Graaf. “And they allow technicians to do diagnostic research right
there on the spot. That process and
procedure is crucial in today’s world.
Nowadays it’s all about convenience.”
In the world of import service, quick
access to quality parts, reliable information, and effective tools is absolutely
critical. They’re the cost of doing
business when you’re dealing with
rapidly advancing vehicle technology
and a more demanding – and potentially more loyal – customer.
www.autoserviceworld.com
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TALKING TECH
When performing a brake
service it’s imperative to
not only use excellent
quality parts, but all the
worn-out components need
close inspection and often
replacement.

Stopping brake comebacks…

BEFORE
they happen
By Jeff Taylor

W

hen it comes to brake jobs,
there are many potential
causes for comebacks.
Cheap parts, bad driving habits, unrealistic customer expectations, and poor
vehicle designs.
Unfortunately, however, a significant
percentage of comebacks can be traced
back to improper techniques by the
technician.
Early in my career, I found that
brakes were my number one comeback.
Now I take a few extra steps in my
inspection and repair procedures to
ensure that this number is low.
As technicians, we have to understand
the potential sources of comebacks, and
look for ways to prevent them.

The initial inspection
Any time a customer has a brake concern,
our first step should be a comprehensive
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visual and hands-on inspection to
determine the condition of the base brake
system and all of its components. That
includes rotors, backing plates, dust
shields, brake drums, shoes, hardware,
and parking brake cables. If simple things
are missed at this stage, you could be
gearing up for a comeback.
Much can be learned from the wear
pattern on the brake materials themselves. It can be an indication of a sticky
caliper or pad, a binding or bent caliper
pin, or a restricted brake hose.
For hands-on inspections, I carefully
push back the caliper piston to ensure
that the caliper and its mounting
hardware are able to move freely.
Parking brake cables and their application mechanisms should also apply
and release smoothly.
Corrosion can greatly affect the splash
or backing plates that prevent road
grime from contacting the rotor. But
that’s not all these backing plates do; in
many cases, they hold parking brake
shoes, connect the relevant hardware,
support ABS parts, and provide directional air flow for brake cooling. The
visual inspection should reveal problems
www.autoserviceworld.com

It’s obvious why these brakes were making noises!

such as rubbing, grinding, noise issues
or excessive heating.
I’ve seen many backing plates that
looked all right on the surface, but had
hidden corrosion issues under the
attachment point, forcing it outward
and onto the rotor surface. Over the
life of the brake system, the moving
parts slowly clear away the rust and
excess metal. But once a new rotor is
installed, clearances have changed and
rubbing noises can often result.
I pay particular attention to backing
plates on certain vehicles (like Honda
CRVs, GMC and Chev pickups, and VW
Beetles) and I often end up recommending replacement. If the customer
doesn’t want them replaced, I warn that
there could be unavoidable noise issues.

may result in a restriction causing a
pull or a dragging caliper or, worse, a
brake fluid leak.
Both the OE and aftermarket brake
parts manufacturers will tell you that
many of the parts and pieces of the brake
system should be replaced when
preforming a brake job, not just the pads
or shoes. Many companies even show
illustrations on their packaging to
indicate what parts should be changed.
This normally includes the abutment
pads, pad retainers, brake pad shims,

Covering the basics
It’s important to pay attention to the
simple things, from the calipers to parts
inside the drums that can cause noise
and vibration trouble.
Simple procedures can often be overlooked, and it can start when the
caliper is removed and allowed to hang
by the brake hose. The flex hose was
never designed to hold the weight of
the caliper and a simple wire hook or
bungee strap should be used to support
it. The internal parts of the hose can
be damaged if the weight of the caliper
is applied to it and this injury many not
show up right away, but the damage
www.autoserviceworld.com

This is a close-up of uneven ceramic
pad transfer and, yes, it caused a pedal
pulsation. The arrow highlights the
ceramic deposits on the rotor, which had
less than 5000 km on it.

anti-rattle clips, the caliper bushings
(these bushings typically last for two
sets of pads), and in the drum system
all the springs and hold-down hardware.
The reason is simple, the wear may
not be visible but these parts have a
finite life. This is why many superior
quality brake pads now include new
abutment pads. Remember, these parts
all started out new together and they
wore out together. They should be
replaced together.
All the rust, scale, corrosion, and
road grime should be removed, and a
proper brake lubricant (not lithium
grease) should be applied to the parts
that need it. A brake pad will cause
noise if it binds, is seized due to
corrosion, or flops around because of
worn out abutments.
It’s vitally important to make sure that
the caliper hardware and their brackets
are restored to like-new condition to
prevent future issues and comebacks.
Using high-quality brake shims and
installing them properly is also critical
to attaining a noise-free brake job. The
shims that contact the back of the
brake pads are specialized highly engineered components of multi layered
steel, elastomeric rubbers, and other
compounds that are bonded together
and then bent into the proper shape.
The engineers will fine-tune the layers
and shape them to give the best vibrational damping characteristics for that
particular vehicle and braking system.
If the shim doesn’t properly contact the
back of the brake pad, it won’t be able
to do its job correctly, and may actual
create more noise than it absorbs.
If the shims aren’t already attached
to the brake pad, you can test their
effectiveness by dropping them on a
firm surface. They should just make a
solid ‘thunk’ and not bounce around,
if they bounce and make a tinny
clinking noise, they likely won’t be able
to adequately reduce any noise-creating vibrations.
Before installing the brake pads, a
small amount of the proper brake
lubricant should be used to add an
CONTINUED 
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extra layer of vibration isolation
between the pad and the caliper or
bracket. If the pads come with
two-piece shims, a small amount can
be used in between them, but the
lubricant must be used sparingly, not
in huge blobs that could contaminate
the brake material. Excessive lubricant
will melt off and could attract debris.
Proper lubing of drum brakes again
calls for a dab on the shoe’s contact
area on the backing plates and the
self-adjusting mechanism.

torque can easily cause rotor distortion
and these uneven deposits can result.

Stopping performance

Rotor finish
If you’re machining a rotor or drum,
know that a poor finish can easily
create a noise vibration, or pedal
pulsation.
The rotor’s machined surface finish
should be non-directional and of the
proper smoothness to allow the pad
material transfer (which creates the
correct coefficient of friction).
Improper machining can result in a
‘record player’ effect on both drums
and rotors that result in a banging noise
as the shoes or pads are pulled away
and released. Attention must be paid
to the condition of the bit, the
machining speed, and the final
machined finish.
Following machining, both rotors
and drums should be washed with
soapy water (not brake clean, it dries
too fast). You want to remove any metal
fragments left over from the machining
process. These small particles can
impede the pads and shoes from
bedding properly.
Before the rotor is installed onto the
hub flange, it should be cleaned to
ensure there’s no rust or corrosion
present. And before the caliper is reinstalled, the rotor and hub assembly’s
runout should be checked.
To measure rotor runout: attach the
rotor to the flange with at least three
torqued wheel nuts. Then, using a dial
indicator, measure the runout half an
inch from the rotor’s edge, by slowly
turning the rotor. When performing this
test, mark the high and low spots on the
rotor and index the rotor location on
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Supporting the caliper with a device and
not the flex hose is a critical step.

the flange with a sharpie. Most cars will
show less than 0.002”. If the reading is
more than that, remove the rotor and
rotate it 180 degrees on the flange and
re-measure. If it’s now in spec, you’re all
set. But if it’s still out of spec, the root
cause has to be found or a comeback is
almost certain. Excessive runout
(greater than 0.006”) is an indication
that either the hub flange, rotor flange,
or wheel bearing assemble may need
replacement.
Why is this measurement so
important? Excessive runout could
lead to uneven brake pad material
transfer to the rotor. Unevenly
deposited materials affect the coefficient of friction and can create a pedal
pulsation. As little as 0.003” of runout
can result in a vibration or pulsating
pedal comeback.
If a vehicle comes back more than
once for a brake vibration complaint,
you should be checking the rotor
thickness variation (RTV). It needs to
be checked in six separate locations on
the rotor. The spec for RTV is typically
less than 0.001” and in many cases, is
0. This procedure is time consuming,
but excessive RTV or a combination of
runout and RTV together can cause
pedal pulsation.
Improper or uneven wheel bearing

A proper road test is the final step to
ensure a proper brake job with the
proper pedal feel and no noise or
vibration. The pads and shoes need to
be properly broken in (or burnished)
to allow the resins in the brake material
to set properly. Hard or panic stops
should be avoided during this period
to avoid glazing the pads by overheating the resins and forcing them to
the surface.
Make 30 successive smooth stops,
from 50 km-h down to 0, and allowing
30 seconds for the parts to cool. That
will bed the new pads and shoes to the
rotors and drums and transfer the
needed friction material to provide
optimal brake performance.
It’s easy to blame the pads or the
rotors when you have a noise or
vibration comeback. Parts can be
defective, but most times the comeback
is a result of something that we as techs
did or did not do.
We’re all under the gun to repair
vehicle as safely and quickly as possible.
Sometimes that leads to unintentional
shortcuts. For example, torquing
caliper brackets properly is essential
but it’s something a lot of us don’t
bother to do.
When a job comes back, we have to
drop everything to fix it, usually for
free. This can be eliminated – or at least
better controlled – if we follow
thorough inspection procedures and
good repair and replace practices.
With careful attention to detail from
the visual inspection to the final road
test most comeback issues can be
averted before they have a chance to
start.
Jeff Taylor is lead tech
at Eccles Auto Service
in Dundas, Ont. You can
reach him at
jeff@ecclesautoservice.ca.
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BP report sees oil drop off looming
By Danielle Oswald
A new report suggests the anticipated
boom in electric vehicles could prove
to be a cause for concern for oil
companies.
BP’s annual Energy Outlook report
predicts stagnating demand for oil by
2040, as demand for EVs goes from the
one million units on today’s roads to
over 320 million units by 2040.
Travel demand is increasing and
economies are growing – factors that
should bode well for oil demand.
But BP’s Evolving Transition scenario
shows that government policies, technology, and social preferences are all
conspiring to favour new-technology
vehicles, including plug-in electrics. The
report suggests that electric vehicles
will be designed with greater creature
comforts and more reliable technology,
make them even more efficient and
desirable. The net result will effectively
lower the demand for internal combustion engine vehicles, a trend that we
could start to see in the very near future.
Electric vehicles are expected to
represent about 15 per cent of all vehicles
on the road in 2040, and about 30 percent
of all kilometers driven. In a related trend,
shared transportation will reduce the
total number of vehicles on the road.
These factors alone could cancel out
any potential higher demands for oil,
according to BP. Further, electric vehicles
will cost less to maintain compared to
internal combustion engine (ICE)
vehicles, and as such are expected to be
driven two-and-a-half times more.
Another issue for oil companies are
autonomous vehicles. Their initial high
costs mean that the majority of cars
will be bought by companies offering
shared mobility services. These
corporate fleets would likely be made
up of electric vehicles.
“What we expect to see in the 2030s
is a huge growth in shared mobility
autonomous cars,” said Spencer Dale,
group chief economist at BP. “Once you
don’t have to pay for a driver, the cost
www.autoserviceworld.com

of taking one of those share mobility
fleets services will fall by about 40 or
50 percent.”
The report predicts that as more EVs
are sold, technicians will have less of a
reason to invest in the training of traditional vehicles. Since their focus will
be on being able to fix EVs, customers
will likely invest in the technology,
pushing down demand for liquid fuel.

Boost
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Your complete
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re
estimates and invoices
• Full accounting module with tax remittance
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• Free updates • Unlimited technical support
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“New cars in 2040 are likely to be
around 70 per cent more efficient than
in 2000. A typical new ICE passenger
car in the EU by 2040 consumes around
three liters of gas per 100 km, compared
with five liters today and around 7 liters
in 2000,” as stated in the report.
The report also suggests that natural
gas, electricity and a mix of ‘other’ types
of fuels are each projected to only
account for around 5 per cent of
transport fuel by 2040.
Some better news for oil companies
is that even though energy used in
transport is estimated to increase by
only 25 per cent over the next 20-plus
years, compared to the 80 per cent in
the previous 25 years, transport energy
consumption is still predicted to
continue to be dominated by oil.
Overall, however, transport energy
consumption will not be able to stop
the oil companies from taking a hit. As
technology becomes smarter and more
effective, it lessens the need for oil in
the future.
For more on this story, go to www.
autoserviceworld.com.
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BAYWATCH
BA
LED lighting
Lumileds has introduced a new,
advanced generation of automotive LED lighting for a wide range
of interior and exterior vehicle applications. Philips says its
new line of Ultinon LEDs includes 57 SKUs with lights available
in cool blue, intense red, intense amber, and 6000K bright
white. Philips Ultinon LEDs are designed as direct replacements
for conventional bulbs in stop lights, turn signal lights, backup
lights, taillights, position lights, hazard lights, trunk lights,
glove compartment lights, and interior floor lights.
www.philips.com/automotive

Fan assemblies
Continental Commercial Vehicles & Aftermarket
now offers over 1,000 SKUs with broad applications
for domestic, Asian, and European makes, including
coverage for popular late model vehicles in its VDO fan assemblies program. VDO cooling fan assemblies are constructed with
100% pure plastic resin compounds for durability and thermal
stability. The fans also feature the exclusive VDO “dual bearing”
design for quieter and more efficient motor operation. They are
assembled and balanced for vibration-free operation.
www.vdo.com/usa

Power steering hose
CRP Automotive has expanded its Rein
Automotive Power Steering Hose line to
include a wide range of Asian vehicles. The
new Asian hose program complements
the ever-expanding CRP European power
steering hose program of over 20 SKUs. The hoses feature form,
fit, and function identical to the OE unit. The new Rein
Automotive program includes high-pressure, suction, return,
and oil cooler hoses. Many of the hoses in the line are first-tomarket. Rein Automotive also offers Power Steering Hose Kits
that include a complete assembly with an OE-designed sensor.
www.reinautomotive.com

Lower rad hose
URO Parts’ lower radiator hose for BMW
3-Series cars is manufactured to the same
dimensions as OE and utilizes actual OEM quick-connectors
from ContiTech and NORMA Group. The hose material is
reinforced with strong yet lightweight aramid fibers. URO
says it’s the exclusive aftermarket hose with OEM connectors
for easy installation and reliable sealing. Applications include
1999-2006 BMW 3-Series models.
www.UROParts.com

It’s true you’d look
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Join the 650 independent service centers,
all proud to wear the NAPA AUTOPRO colours
from coast to coast.

For more information, visit napaautopro.com
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Air suspension
line
An all new line of
active suspension
components from
Dorman delivers coverage, innovation, and value across a
number of product categories: air suspension compressors,
air shocks, air struts, and air springs. It also has full-coverage
delete kits. All Dorman Active Suspension products are manufactured with 100% new parts. Dorman’s Air Suspension
Compressors include all accessories for an easy, hassle-free
installation.
www.dormanproducts.com

Performance piston rings
Mahle Aftermarket has launched
Mahle Performance rings, a new
brand and a further step in the
strategy of Mahle Aftermarket to
offer all performance products in a
specialized product category. The new performance package
makes it easier for Mahle customers to stock and sell the line.
Coverage continues to grow.
www.mahle-aftermarket.com

www.autoserviceworld.com

Hex bit driver
Reaching those hex bolts on a brake caliper
can be a tough job. Mueller-Kueps has introduced a Brake Hex Bit Kit to deal with the
awkward angles and tight spaces that
increase the time on what should be a simple procedure. The
kit includes a wrench with a rotating ratchet head that offers
more turning space. Hex bits range from 6mm through 11mm.
www.mueller-kueps.com

Software update
OTC has announced the latest
diagnostic software update
for the Encore and Evolve
professional diagnostic tools.
The update, Bravo 3.0,
available now, features an
improved design layout for easier navigation. A new feature
includes the ability to scan multiple selected controllers at
once for increased productivity as well as the option to access
saved diagnostic data, organized by date and vehicle. It also
features a simplified home screen for fast, easy access to the
most used functions
www.OTCTools.com
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BAYWATCH
BA
Brake pads
Bosch has added new
brakes coverage for a
wide assortment of
vehicles. Five new SKUs have been
added to the Bosch QuietCast Brake
Pad product line – all of which include
synthetic lubricant and a hardware kit

on select applications. Eight new SKUs
have been added to the Bosch Blue Disc
Brake Pad product line, featuring
OE-style multi-layer shims that provide
superior noise dampening. And there
is a new SKU in the Bosch Severe Duty
Disc Brake Pad product line.
www.boschautoparts.com

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

Emissions control
Tenneco has announced
a dramatic expansion of
its Walker Emissions
Control product line for the North
American aftermarket, resulting in
coverage of more than 100 million additional, potential vehicle service opportunities. Walker now offers expanded
aftermarket catalytic converter
coverage, 27 new Walker direct-fit
replacement converters, 37 additional
Walker CalCat converters, 34 new
Walker Quiet-Flow SS and Quiet-Flow
mufflers and assemblies, and 58 new
Walker resonator, pipe and hardware
part numbers.
www.walkerexhaust.com

Suspension conversion kits
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Sponsored by

Tenneco has introduced four additional
Monroe suspension
conversion kit part numbers covering
SUVs equipped with factory-installed
air spring suspensions. Each Monroe
kit is engineered to restore factory ride
height and provide stable, comfortable
ride and handling performance. Kits
include the detailed installation
instructions, parts, and all hardware
for a superior fit and trouble-free installation. Kits can be installed without
the need to make any structural
changes to the vehicles.
www.monroe.com

Data transfer program

Sponsored by

Sponsored by

VL Communications has announced
that shops using InfoCat shop management software now have access to a
free data transfer program to AB Magic
software. They can now transfer repair
history, vehicles, and invoices directly
into the 64-bit AB Magic software and
take advantage of the unique Multiple
Document Interface (MDI) and the
ultra-modern e-commerce links
connecting them to virtually all major
part and tire distributors in Canada,
as well as the SMS module and brand
new profitable CRM. A free trial version
is available.
www.vlcom.com
www.autoserviceworld.com
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install a new air filter. After that he cleared the codes and
messages and took the car for a drive. Half an hour later he
was back. “Runs great,” he beamed. “This customer lives on
a large orchard, so I’m going to install some wire mesh in the
air box to keep this problem from returning.”
“Glad you figured it out,” I said. “Mixed messages; they can
sure mess a guy up.”
Beanie nodded in agreement.
“And mixed messages can also confuse staff.”
Beanie stopped nodding and looked at me. “Meaning…?”
I shrugged. “Well, you know I’d like you to start thinking
about taking more of a management role around here. Proper
communication is a big part of that.” I related what Sam had
said about the Ford parts.
Beanie groaned and smacked his forehead. “I guess I was
all wrapped up in this VW problem. I was probably a little
gruff.” I understood where he was coming from. In a shop
situation, we are sometimes concentrating so hard on fixing
an issue without wasting a lot of expensive diagnostic time
that verbal communication is reduced to a minimum. It’s
okay if you’re used to it, but not everybody is. Beanie looked
at me. “Think I should go apologize?”
I slapped him on the back. “That’s probably what a good
manager would do. Besides, you don’t want to be sleeping
on the couch tonight.”
I was in the coffee room with Basil a few minutes later
when Tooner came stumbling through the door. “If you need
anything from the parts room be ready to avert your eyes!”
Basil raised an eyebrow. “Oh?”
Tooner took a shop rag and mopped his brow. “Beanie and
Sam are making out like desperados!”
I chuckled. “The best part of having a fight with your wife
is making up afterwards. You’re a married man; you should
know that.”
Tooner scratched his head. “Mabel and me ain’t been that
rambunctious in a coon’s age.” He thought for a moment. “Mebbe
I should go home tonight and get into an argument just for fun!”
Basil just smiled. “You know, Slim, some shops actually
bring in a consultant and conduct sensitivity training with
their staff. Since we’re starting to see some new faces around
the shop, maybe we should consider it.”
I contemplated for a moment what that might look like,
as I pictured everyone sitting in a circle and practicing their
politeness responses. But the image of Tooner turning to
Beanie and apologizing for his rude behavior was just too
farfetched to even imagine. It would be the ultimate in mixed
messages – it’s just not the Tooner way!
Rick Cogbill is a former shop owner in
Penticton, B.C. Special thanks to John Poos,
service manager at Guelph VW, for this month’s
diagnostic fix.
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Mixed messages
Sometimes engine management and staff management aren’t very different.
They both boil down to sending the right signals.
By Rick Cogbill
“Good morning, Sam. How’s things today?”
“Fine!” snapped my newly-hired service writer as her fingers
raced over the keyboard. She mashed the ENTER key so hard
that her mug of tea jumped on the counter beside her.
If 35 years of marriage has taught me anything, it’s to know
when a woman is upset. My mind raced as I poured myself a
cup of coffee. I had just arrived at work, so it was unlikely that
I was the source of her bad temper. Unlikely, but not necessarily
impossible. Domestic life had taught me that as well.
I cleared my throat. “Uh, is there anything— ”
“Men!” she seethed, cutting cut me off. “What’s wrong with
them? One minute they’re polite, then they brush you off like
a piece of dirt!”
There was only one man in the shop that could affect
Samantha so strongly. “So this is about Beanie?”
She rolled her eyes. “Who else!” Beanie and Samantha had
been married less than a year and were still getting used to
co-habitation. I must confess that when I’d hired her, I’d had
misgivings about having two members of the same family on
staff. But all had been good… until now.
“Why can’t men be consistent?” Sam continued. “First he
says he’s glad I’m working here, and the next minute he acts
like he doesn’t want me around.”
“Really? What did he do?”
“I had a couple questions for him about those Ford parts
he needs, and he couldn’t give me a spare second. He just
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comes in and grunts a bit and then he’s back in the bay. He
certainly doesn’t respect what I do around here!”
I went out to the shop to find the offender bent over the
fender of a 2012 Touareg. “Whatcha working on, Bean?”
He sighed and straightened up. “This Volkswagen is
confusing. The multi-function indicator on the dash says
transmission malfunction, but the code I get is for the mass
air flow sensor.” The Touareg had performed well on a test
drive, yet something was setting off these conflicting messages.
“I see your point,” I replied. “With the transmission error
message, you’d be expected the DTC to be related to something
like a shift solenoid, not an engine component.”
“Exactly,” said Beanie. He rummaged through his tool cab
for a screwdriver. “Guess I’ll start by looking at the mass air
flow sensor.”
He removed the air duct system, starting at the air box.
“Wow, this is a real rat’s nest!”
And he meant it literally. Some rodents had made a nest
in the air box, chewing away half the air filter in the process.
I chuckled. “That’s a serious restriction of air flow through
the MAF sensor; probably not what the computer wants to
see in relation to the throttle position sensor. Maybe that
messed up the shift points as well, which could explain your
transmission code.”
Beanie agreed and proceeded to clean out the mess and
CONTINUED ON PAGE 29
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