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M

y first big error as a journalist was rather innocent in the grand scheme of
things, but it was very instructive to me when it was revealed.
I was called out by a school principal who questioned why I had quoted
him in a news story as saying something about the “kids” in his school.
Apparently throughout his career, he had made a point of never referring to
a human child as a “kid.” That was what goats are called. Children are not goats.
That’s when I learned that some people take terminology very seriously indeed, and if
I wanted to quote them, I had to take as much care with their words as they do.
This may explain why there is so much debate about the terminology we use in the
automotive aftermarket.
For example, some people would like to replace the word “advisor” with “counselor”
because the latter implies a stronger relationship with the customer.
“Training” has been questioned as being inadequate to describe the level of “professional
development” required in our industry. But I honestly don’t see a problem with it.
Nor do I see any reason to drop the word “trainer” in favour of “instructor.” Are they
really so different?
I’ve also heard some concern about “shop owner” and how it should be changed to
“business owner.” I believe this is a distinction without a difference.
As you can see, these terms and many others like it are not overly concerning to me.
But this is not to say that everything is great on the semantic front. Some industry terms
are hopelessly out-of-date, simplistic, and demeaning. They need to be changed.
The word “installer” jumps to mind. It is frequently used by parts distributors and
manufacturers who do not grasp how objectionable repair professionals find the term.
Service professionals overwhelmingly prefer the term “technician,” although some of the
older ones are quite happy with “mechanic.”
Management consultant Bob Greenwood has long advocated we
change our terminology, and thereby our mindset. Probably his
biggest campaign is about the term “customers.” He prefers the
more aspirational term “clients” which implies a more integrated
relationship. Customers just show up at the door. Clients are more
intentional about their vehicle maintenance.
I don’t know if consumers will ever choose their automotive
service providers the way they choose their lawyers and
accountants. In a way, it doesn’t really matter if we call them
customers or clients. What matters is how we treat them.
If we think of them as “clients” and adopt the
mentality of “professionals” that is how we will come
across. Similarly, if we think of ourselves as “chief
executive officers” and “leaders,” we will provide
excellent direction to our employees.
I love the idea of changing our mindset in order to
change our behaviour.
Changing the speech patterns of the people around
us may be impossible. But changing our thinking can be
immediate, lasting, and enormously valuable. It will pay
Let me know what you think.
rich dividends by making us the kind of professionals we
You can reach me at
aspire to be.
allan@newcom.ca
w w w. a u t o s e r v i c e w o r l d . c o m
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What’s on your mind?

LETTERS

We want to hear from you about anything you read in
CARS magazine. Send your email to allan@newcom.ca

SHOP CERTIFICATION WOULD KEEP
FLY-BY-NIGHT OPERATORS AWAY

PODCASTS SOUND INTERESTING
BUT THEY CAN’T BE PRINTED OUT!

RE: AIA promotes mandatory shop certification,
August 2020

I’ve been interested in several of the feature articles on
your website lately but have been frustrated to find that I
can’t read the article. Apparently I need to subscribe to a
podcast. If I’m working on the front counter, I can read
an article between tasks, but I don’t want to play a podcast
in a waiting room full of customers. Also, I like to print
out some articles for staff members to look at during their
lunch hour or read at home. Please give us an option to
print out an article!

I feel it could be very worthwhile to force auto
repair shops to be certified. The public deserves to
have confidence that the shops they go to can repair
vehicles properly. Certification could ensure that shops
are keeping up with vehicle technology, use proper
equipment, have access to repair information, and use
quality parts. We, as repair professionals, need to get
behind AIA and support this initiative. It is a step in
the right direction and long overdue. But once repair
shops are certified, a critical factor will be monitoring.
Current enforcement is inadequate, and that’s why
there are so many bad operations around.

Daryll McLean
Canadian Automotive Repair Specialists (CARS Inc.), Also
operating as Crowfoot Brake and Muffler, Calgary, Alta.

Thanks for writing, Darryl. Our podcasts are intended for
the growing number of people who like to listen to things
on their way to work or during down-time. Many of these
stories make it into the pages of the magazine and onto the
website as written articles. You’ll just have to keep your
eyes peeled for them. And if you can’t wait for the written
versions, you don’t have to subscribe to the podcast, you
can listen to individual episodes at our website. They’re
usually only 10 or 12 minutes long. Thanks for being a
faithful reader!

Bob Ward
The Auto Guys, St. Thomas, Ont.

Allan Janssen
Editor, CARS magazine

Got a memory you’d like to share?
Send a high-res scan to allan@newcom.ca

SOFTWARE WILL NEVER SURPASS
THE POWER OF THE HUMAN MIND
RE: Self-driving vehicles may not eliminate most crashes,
August 2020
There’s no computation device as capable as the human
mind. The notion of autonomous vehicles is a pipe dream.
Even if components could be produced with a high degree
of reliability (and that’s a big if), the software will never
be good enough. On top of the complexities of driving,
there are innumerable variables, such as pedestrians, fallen
trees, or wildlife on the roads. Add in the ethical decisions
that will have to be made and you can see autonomous
vehicles will never succeed.

Dan Harper of Harper’s Tire in Calgary, Alta.,
has put a bunch of pictures from his family’s long
history in the automotive business on display in
the showroom. His grandfather, John (also known
as “Jack”) started the business in 1931, and they’ve
been going strong ever since!
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Jay Douglas
Rice Lake Auto Repair, Campbellcroft, Ont.



®

boltontechnology.com

le
n ever. Our digital vehic
g is more important tha
vin
mo
les
d
hic
an
ve
ir
tes
the
no
d
s,
video
Keeping customers an
ow you to share photos,
all
ls
too
n
tio
ica
un
.
mm
me
co
r
ir phones—all in real-ti
inspections and custome
rs by texting it right to the
me
sto
cu
h
service
wit
s
ce
rvi
se
loop throughout the entire
recommended
the
in
rs
me
sto
cu
d
an
ns working
d a boost in repair
This keeps your technicia
eamlined operations an
str
,
ies
nc
cie
effi
d
se
rea
n easily text to pay
process—resulting in inc
le is ready, customers ca
hic
ve
ir
the
en
wh
en
Th
39%.
g checkout a breeze.
orders by an average of
from their phones makin
ht
rig
nt
me
int
po
ap
xt
and set up their ne
, no matter
available for every shop
are
ns
tio
op
on
cti
pe
ins
hicle
the same
Best of all, our digital ve
tem? No worries. Get
sys
nt
me
ge
na
ma
No
e.
tem you us
which management sys
artphone or tablet.
gy—all from your sm
olo
hn
tec
ing
nn
wi
dawar

Call +1 610-890-5009 or visit
BoltOnTechnology.com to learn
more and start increasing your
average repair orders today.

NEWS

AUDI TOPS J.D. POWER ANNUAL
CONSUMER SATISFACTION STUDY
THE LATEST SURVEY by J.D.
Power & Associates finds customer
satisfaction is up at Canadian
dealership service departments,
with Audi coming out on top
with a score of 833 points out of a
possible 1000.
But a close look at the data
reveals that independents on
average scored higher than
dealerships in overall satisfaction.
Independent repair shops and
non-dealers achieved an average
score of 795 points out of 1000,
compared to 788 for dealerships.
J.D. Ney, automotive practice
lead for J.D. Power in Canada, said
independents tended to score well
in factors like service initiation and
positive consumer interactions
with service advisors.
“If all the independent shops on
which we gathered consumer data
were treated as a brand, the overall
score would be 820, good for third
place overall,” he said. “Given that
this group represents a decent
percentage of overall market share,
it moves the overall non-dealer score quite a bit.”
He said Audi scored particularly well for its facility appeal and service quality.
NAPA Autopro, in second place overall with 827 points, was the highest ranking
aftermarket service provider on the list.
Other dealerships above the average industry ranking of 791 points included Lexus,
BMW, Volkswagen, Acura, and Kia.
The study focused on the maintenance and repair of vehicles four to 12 years old.
J.D. Power reports that dealers not only capture 49% of all service visits for
vehicles four years and older but are experiencing an increase in spend-per-visit
($375 in 2020 vs. $323 in 2019) compared with non-dealer facilities ($241 in 2020
vs. $222 in 2019).
The high cost-per-visit means dealerships capture 60% of service revenue in
Canada (approximately $5.5 billion). Furthermore, the dealership segment also sees a
slight increase in the average number of customer visits (1.4 in 2020 vs. 1.3 in 2019),
while non-dealer facilities have declined to 1.5 visits from 1.6 visits in 2019.
“Despite the challenges facing dealers and aftermarket service providers due to
the pandemic, we’re seeing markedly improved levels of customer satisfaction this
year,” said Virginia Connell, automotive research and consulting manager at J.D.
Power Canada.
According to the study, dealerships and non-dealers combined to achieve an
overall satisfaction score of 791 (on a 1,000-point scale), up from 779 in 2019.

NEWS

REPAIR AND SERVICE SURGES
IN JULY, AUGUST: DESROSIERS
AUTOMOTIVE REPAIR SHOPS in Ontario report business started to return to
normal this summer, with pent-up demand starting to be released in July. A new
survey by DesRosiers Automotive Consulting found sales increased as the year
progressed, with July especially showing particular strength. The survey was conducted
in partnership with the Automotive Aftermarket Retailers of Ontario.

FOUNTAIN TIRE
OPENS DC IN
NORTHERN ALBERTA

FOUNTAIN TIRE

opened the doors of a
new distribution centre in the Acheson
Industrial Area west of Edmonton, Alta,
this summer.
The company said the facility adds
significant storage, workspace, and
staging capacity to its operations in
Western Canada, positioning it for
continued growth. The Northern
Alberta distribution centre is one of
five operated by Fountain Tire across
Western Canada. It serves areas of
Alberta, B.C., Northwest Territories,
and as far east as Thunder Bay, Ont.

NORTH AMERICAN
LEGISLATORS
LAGGING ON VEHICLE
DATA: AIA PRESIDENT
THE PRESIDENT

of the Automotive
Industries Association of Canada
says some international governments
are moving faster toward securing
aftermarket access to vehicle data and
OE service information.
Speaking to a webinar audience in
September, Jean-Francois Champagne
said the industry in North America
must keep pressuring legislators to
address obstacles to fair competition
when it comes to vehicle service.
“I would say the European Union
is a little ahead of us in that regard.
There has been more research by the
EU Commission with regard to lack of
competitiveness as a result of action by
automakers to control that data,” he said.
“Australia is also moving in that direction.”
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CAF-FCA LAUNCHES
NATIONAL STRATEGY
FOR SUPPORTING
WOMEN IN THE
TRADES
THE CANADIAN APPRENTICESHIP
FORUM

has published a first-of-itskind National Strategy for Supporting
Women in Trades.
Built on action items identified by a 2019
task force, it establishes a national target
to increase participation and retention of
women in skilled trades careers to 15%
by 2030. A 2018 study pegged women’s
representation at just 4.5%.
The strategy aims to generate awareness
about the opportunities for women,
trigger policy changes at the governmental
level, recognize best practices in the
field, and create skilled trade workplace
environments where women’s
representation increases.

ANALYSTS REVISE LIGHT VEHICLE
SALES FORECAST FOR 2020
INDUSTRY WATCHERS at ScotiaBank, Cox, and IHS Markit have adjusted their

forecast for light vehicle sales in Canada. They’re now predicting full year sales in
the neighborhood of 1.6 million units, up from earlier estimates for 2020 but still
down substantially from 2019’s 1,914,357 units. The forecast for U.S. auto sales is
approximately 14 million units. In 2019, the U.S. saw sales of 16,952,900 units.

WAKEFIELD OFFERS
PAILS TO AID SHOP
INVENTORY
WAKEFIELD
CANADA

has
developed a new rack
to hold multiple grades
and specifications of
its Castrol oil, with a
unique and efficient
way to measure out
specific amounts from
refillable pails.
Shops can now stock pails of
seven different motor oils and one
transmission fluid, sufficient to service
over 80% of Canadian vehicles.
The innovative pail solution includes
reusable dispensing spigots for
smooth extraction of fluid for a clean,
fast, consistent flow. Once used and
emptied, pails can be put directly into
recycling for easy disposal or can always
be reused for other shop purposes like
holding floor-dry or antifreeze.
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BROUGHT TO YOU BY

BytheNumbers
Stats that put the North American
automotive aftermarket into perspective.

THE ORIGINAL EQUIPMENT CONNECTION

31

%

Year-on-year rise in average
leads per used car listing on
kijiji.com – a statistic that the
company says indicates that car
shoppers are enthusiastically
resuming their car shopping after
a slow start to 2020.
Kijiji Auto

75

%

Percentage of owners of vehicles newer than two years
who get all the recommended maintenance. When the
vehicle is between 2 and 5 years old, that falls to 64%.

Double

When the car is older than 5 years, only about 43% of
owners do all recommended maintenance.
2018 Cox Automotive Service Industry Study

Shops that test the batteries of every
vehicle that comes into their bay sell double
the number of batteries compared to shops
that only replace batteries when customers
complain of power problems.

Seventy-three per cent

East Penn Manufacturing

Interstate Battery

Percentage of consumers that will replace a battery when they’re prompted to.

31%

14 million

The number of vehicles on U.S. roads that are at
least 25 years old. There are about 44 million
vehicles that are 16 to 24 years old.

Fewer than a third of Canadians
say they have a clear understanding
of the type or amount of data their
vehicles produce.

OE Parts Demand Report, 2019, Motor Information Systems

60,000,000
The number of vehicles in the U.S. that are
equipped with ADAS technologies. Within the next
5-10 years, 80% of all vehicles in operation in the
U.S. (about 230 million) are expected to have
some level of ADAS technology on board.
Customize with Confidence: ADAS White Paper, SEMA
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80
per cent

Percentage of winter tire owners who believe
driving a vehicle equipped with winter tires has
saved them from loss of control or a collision.
Leger survey commissioned by the Tire and Rubber Association of Canada (TRAC)

48%

Nearly half of Canadian consumers say
they would like to better understand
the data their vehicles produce and how
it is used.

members of the U.S. Congress, the
number of electronic control modules on a vehicle
that in 2001 had just nine.
Auto Care Association

AIA: Data Dilemma: Canadian Consumer
Attitudes Toward In-Car Data, 2020

w w w. a u t o s e r v i c e w o r l d . c o m
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the ultimate
home entertainment
package
Our Service Lane for Shops Program provides your customers with a
FREE 3-Month All Access trial – no cost to your shop or customers.
Join now for your chance to win a Home Entertainment Package,
which includes:
•
•
•
•

Samsung 7 Series TV – 55"
Sonos Beam Sound Bar
Sonos One Smart Speaker
1-Year FREE SiriusXM Premier Streaming

Sign-up today at siriusxm.ca/forshops

DETAILS: NO PURCHASE NECESSARY TO ENTER TO WIN. Entry Deadline: November 30, 2020 at 11:59 pm ET. See Official Rules and complete details at siriusxm.ca/forshops. A
purchase will not increase your chances of winning. Void where prohibited. One (1) Prize to be awarded. Approximate Retail Value of Prize: $5,000. Prize package is compliments of
SiriusXM Canada Inc. Must be a legal resident of Canada and of age of majority in your Province or Territory of residence at time of entry. Odds of winning depend on the number of
eligible entries received. © 2020 Sirius XM Canada Inc. “SiriusXM”, the SiriusXM logo, channel names and logos are trademarks of Sirius XM Radio Inc. and are used under license.
All rights reserved.

Got an opinion?

IT’S YOUR TURN

We’ll happily give you a page to get it off your chest!
Send your rant to allan@newcom.ca

TOUGH NUTS
TO CRACK
There are so many ways wheel locks
can frustrate techs and customers alike!
By Bruce Eccles

F

ew things can frustrate my
technicians more than a missing
wheel key. And nothing spoils
the mood in the office like an
unreasonable customer. Funny how these
two situations often go hand-in-hand!
Dealerships can get quite inventive
selling locking wheel nuts, referring to
them as “Wheel Protection Packages” or
“Theft Prevention Kits.” I’m sure some
customers have no idea what they’re
buying, and dealerships make little effort
to explain how they work, or why it’s so
important to keep the wheel key safe.
Fast forward to the day the customer
shows up at our shop in need of a set of
brakes, or a chassis part, or new tires.
My tech gets straight to work, sees the


wheel locks, looks around for the key,
checks with the service advisor, and
then has to start rooting through every
part of the vehicle.
If they come up empty handed and
have to call the customer, there’s a good
chance the client will say, “Key? What
key?” They are dumbfounded that such
a thing exists.
One woman came in with a nail
in one of her tires. It was a brand new
Mazda and not only had she not been
told about the locking nuts, but they
hadn’t provided her with the key. She
tore the vehicle apart looking for it.
We ended up putting air in the tire
and sending her down the road to the
dealership. She was furious!

But let’s say the errant key is found.
Well, that’s when the real fun starts!
We’ve had some very bad results in
the past using an air gun on these nuts,
so the technician has to remove these
little beauties by hand.
Working as gently as they can, the
tech removes one, then two, then three
of the dreaded locking wheel nuts.
Almost like it was scripted, number
four is seized or over-torqued. Suddenly,
snap! The inner guts of the key shear
off. There is some profanity in the bay,
some calming exercises, and then the
customer gets a call.
“Yeah? So? What are you going to do
now?” they might say. In other words,
“Hey, this is on you!”
There’s a tool you can hammer onto
the nuts with teeth that bite into them.
It’s successful about 50% of the time.
When it fails, we have to drill or cut the
nuts off. Unfortunately, protecting alloy
wheels from damage makes it a tedious
and time-consuming process.
It was at this point, recently, that a
customer took great offense to the idea
of “downgrading” to regular wheel
nuts. “This is not my problem!” he kept
saying. But we explained that if he’d
had a flat and was stuck on the side of
the road, it would most certainly be his
problem. But he would have none of it.
Over the years, we’ve learned not
to argue with customers It’s a no-win
scenario. When they get upset, we
simply deduct the cost of the wheel nuts
from the invoice.
Is this right or wrong? Well, in a
perfect world, the customer would
accept the relatively low cost of
replacement nuts as a penalty for losing
the key. But we don’t live in a perfect
world, do we. You know how I know?
Because there would be no such thing as
locking wheel nuts in a perfect world.

w w w. a u t o s e r v i c e w o r l d . c o m

Bruce Eccles

Founder of Eccles Auto Service in Dundas,
Ont. He retired earlier this year.
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GREENWOOD’S GARAGE

CALCULATING SITE
EFFICIENCY
When you measure the productivity of your
entire team, you get a more accurate picture
of how to improve shop profitability.
By Bob Greenwood, AMAM

M

easuring the productivity
of individual employees is
important in any business.
It’s a valuable statistic to
track, and is an excellent starting point
for a staff review, encouragement, and
sometimes counselling.
But what about team productivity?
Can that also be tracked? And does it
have the same value? Yes, and yes. In
fact, assessing the performance of the
entire team is arguably more important.
It can help management learn where
attention needs to be focused. It will
also identify processes that are failing,
16
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and practices that are costing the
business net income.
Measuring site efficiency involves
a number of steps. As we look at
them, plug in your own numbers to
gain an overview of how your team
is performing. Remember, the longer
your period of measurement, the
more accurate your report will be.
Ideally, you’ll have a year’s worth of
team statistics to provide you with a
benchmark of performance. Once you
have your benchmark, you can update
your team’s progress on a weekly and
monthly basis.

w w w. a u t o s e r v i c e w o r l d . c o m



The basic information you need is:
• The number of days per year
the shop is actually open (for
the purposes of the following
calculations, I’ll assumer 243 days
per year);
• The number of days per week the
average technician works (5);
• The average number of hours per
week your technicians work (44);
• Your door rate ($85 an hour);
• The total labour sales for the year
($381,977.04); and
• The number of licensed technicians
on staff (3). [Note that for the
purposes of this measurement,
an apprentice counts as half a
technician. If you have two licensed
technicians and an apprentice,
you’ve got 2.5 technicians.]
Here’s how you measure site efficiency:
Step 1: Divide the total hours per
week an individual technician works by
the number of days worked each week.
This equals the total average technician
hours per day.
44 hours ÷ 5 = 8.8 hours
Step 2: Multiply the average
technician hours per day by the number
of days per year. This equals the number
of paid technician hours per year.
8.8 hours x 243 days = 2,138.4 hours
Step 3: Multiply the number of
technician hours per year by the
number of technicians. This equals the
number of hours available per year to
produce labour.
2,138.4 hours x 3 technicians =
6,415.2 hours
Step 4: Divide the total technician
hours available per year by 12. This equals
the average available hours per month for
all technicians to produce labour.
6415.2 hours ÷ 12 months = 534.6
hours per month
Step 5: Multiply the available
technician hours per month by the
hourly labour rate. This equals the
potential value of the labour produced
in a month.
534.6 hours x $85/hr = $45,441
Step 6: Divide your actual average
monthly labour by the potential. This
equals the site efficiency of the shop.
$381,977.04 ÷ 12 = $31,831.42.

$31,831.42 ÷ $45,441.00 = 70% site efficiency.
Step 7: Divide the average labour your team produces
per month by the average total hours per month for all
technicians. This equals the average labour rate achieved.
$31,831.42 ÷ 534.6 hours = $59.54 per hour
So… what does all this tell us?
The shop owner in this example may think he is getting
$85 per hour for labour, but in fact he’s getting less than
$60 per hour to pay his technicians. This is known as the
“effective labour rate.”
This shop is operating at 70% efficiency. A healthy shop
operates at a minimum of 75% efficiency. A shop that
achieves 80% efficiency is doing great.
The only way you increase your site efficiency is by
improving billed hours. The only way to improve billed
hours is by slowing down the customer-intake process and
the vehicle inspections. Proper, professional, and accurate
vehicle inspections, fully documented, coupled with effective
communication between the technicians, the front counter,
and the client is absolutely critical these days.
Furthermore, this entire process should be fully
electronic with each technician utilizing laptop technology
complete with cloud computing for live, secure, and
accountable transactions.

Many shops are in financial stress because management
refuses to learn how business needs to be conducted in
the modern world. The automotive repair and service
industry is a serious profession these days. It is no longer
simply a trade.
Years ago, management learned to watch sales like a hawk,
and keep their eyes on their bank balance. This told the
owner if the business was solvent. However, it did nothing to
help them understand where to focus their attention, or how
to improve bottom-line profitability.
The above exercise is just the tip of the iceberg. There is so
much more that math and statistics and effective tracking can
tell you about what’s going on in your business.
Want to manage like a professional? Do the math, and
then follow the numbers.
Once you have the self-discipline to let the math tell you
where to focus your attention, the bottom line will grow as
you’ve never experienced before.
Bob Greenwood, AMAM

An Accredited Master Automotive Manager (AMAM) who offers
personal business coaching and ongoing management training for
aftermarket shops, focusing on building net income. He can be
reached at 1-800-267-5497 or greenwood@aaec.ca.

Demand and supply
know-how
Car professionals are rigorous people. They demand the best price possible.
They demand access to the best brands and they demand good service and
expert advice. NAPA Auto Parts supplies all that, and a lot more.
NAPA Auto Parts. Ready to deliver. napacanada.com
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WARRANTY RETURNS

Return to
sender
Warranty claims are not
going down. What’s going on?
By Allan Janssen

A

technician pops the hood on a late-model Mitsubishi.
The vehicle is back with the same complaint the customer had five months
ago: chronic low battery and intermittent electrical issues. The tech tests the
alternator that he put in five months ago – well within the warranty period.
Sure enough, it is non-functioning.
The underlying problem is not a faulty alternator. In fact, that alternator was
working perfectly well until it was subjected to a constant spray of oil from a leaking
cam seal directly above it. That cam seal is the underlying problem, and it may or may
not get corrected this time around.
But what is certain is that the alternator will be blamed, and some jobber will get it
back and will probably issue a credit note for it. The alternator itself will be sent to the
warehouse it came from, or directly to the manufacturer.
Welcome to the aftermarket’s wacky warranty system.
Throughout North America, perfectly good parts are routinely returned as faulty – a
problem that costs the industry hundreds of millions of dollars every year, if not more.
And industry watchers say the problem is getting worse, not better. Even as vehicle
and component quality improves – verified in study after study – warranty rates are
not going down.
As one manufacturing executive said, “If you don’t have a commodity-type of
product, you have a problem with runaway warranties.”
Of course, there are legitimate returns, but they are a small percentage of what is
received at manufacturer shipping doors. The act of sending parts back has become so
easy, and generates so little scrutiny from suppliers that shops and technicians have
become indiscriminate about returns.
Meanwhile, jobbers, warehouses, and manufacturers are nervous about causing a fuss
for fear of offending good customers. In the vast majority of cases, they just accept the
return with a shrug, marking it down in their books as ‘alleged warranty.’


Few manufacturers are prepared to
speak on the record about the situation,
but in private they describe it as a very
serious problem in the industry, and
some are working in back-channels to
develop a standard policy that is both
fair and reasonable.
Solving this problem is slow going. It
is so ingrained in the tempo of the repair
and service industry. For reasons of
confusion or expediency, perfectly good
parts continue to be bundled up and sent
back for easy credit.

Full diagnosis

Among the most common warranty
abuses involves parts that have not
been properly or correctly diagnosed.
Indeed, they may have been deliberately
misdiagnosed.
In the cast of the Mitsubishi, for
example, one look at the oil drenched
alternator should have confirmed that
the alternator was not to blame. The
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The act of sending parts back has become
so easy, and generates so little scrutiny from
suppliers that shops and technicians have
become indiscriminate about returns.
faulty cam seal was the clear issue, but the tech didn’t have – or
perhaps couldn’t get – the customer’s authorization to fix that
problem. The only way to keep the customer happy, then, was
to replace the alternator problem and hope for the best.
Motorcar Parts of America (MPA) has taken steps to protect
its alternators, spending money to design a splash-guard that
would reduce failures. The splash guard does nothing to solve
the underlying problem. The real solution would be for the
technician to complete a full diagnosis and report the findings
to the customer. If the customer does not approve the proper
repair, there should be no warranty on the alternator.
But in a highly competitive market, where the shop across
the street may not play by the same rules, this is a hard stand
for most shops to take.
A sketchier practice is to return a part that wasn’t purchased
for the repair. It is all too common for manufacturers to receive
parts that they did not make, or were not in the box they sold to
the shop.
“Sometimes you get a part that has a year’s worth of rust on
it,” said another executive. “Really? This is what you’re saying
you bought three days ago? That’s not possible.”

Outright fraud

The worst returns are nothing short of theft. It is not unusual
for manufacturers to receive back a hunk of metal or a brick.
The shop knows that there is a good chance the box will not
be opened at the jobber store or the warehouse. If the weight
is close, someone will just issue the credit memo, and send
the box on. The fraud will ultimately be discovered at the
manufacturing plant, when it is too late or too impolitic to
track who it came from.
Furthermore, the practice throws the entire supply chain off.
If the repair shop holds on to the product for more than a day,
the jobber has almost certainly replaced it on the shelf. When
the return arrives, there’s no room for it on the shelf. The days
of stocking excess inventory are over.
Returns of all kind are a serious problem, even if the
product was never installed. These “new/not-mounted” parts go
through the entire supply chain again, incurring tremendous
cost along the way. And when it gets back to the manufacturing
plant, the returned product cannot be simply packed into a new
box and shipped out. No matter how good it looks, it has to be
torn down, inspected, and completely rebuilt. These returns are
treated like cores, built a second time for no additional revenue.
Worst of all, spurious returns damage reputations. The
20
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manufacturer can become unfairly associated with poor
quality, and aftermarket parts in general are undeservedly
tainted with failure.

Possible solutions

So, what can be done? Many executives believe our casual
approach to returns is the core of the problem.
Manufacturers of consumer goods do not face the same
challenges because return policies are clearly spelled out and
strictly adhered to. If consumers have a quality concern, they
must go through the manufacturer’s prescribed procedure.
The aftermarket, on the other hand, does not have cut-anddried protocols for warranties.
In their effort to “save” big accounts, a lot of jobbers will
not confront warranty abuse. The same goes for warehouses
that notice extraordinarily high warranty claims from stores,
and manufacturers who have unreasonable return rates from
their warehouse-distributor clients.
Some manufacturers say they would like to see more
evidence-based returns. Essentially, repair shops need to
prove the part in question was of dubious quality before a
warranty kicks in. At the very least, it needs to be clear what
went wrong and how they know it is the part that failed.
In an effort to eliminate other problems, some
manufacturers have taken to including technical bulletins
and advisories with the part. These point out proper
installation procedures and common errors like failing to
flush a system, or check periphery connections. According
to some, attention to a few cautions can prevent the vast
majority of returns.
Proactive manufacturers and warehouse-distributors take
the lead in training, to get information to the service bay.
Helplines have been established to help techs on the floor,
and clinics are available to offer an overview of almost any
category of service work.
There is also a keen understanding even at the highest
levels that things can go sideways. Screw ups happen and
honest mistakes are made. There’s room for grace if the
technician has completed all the basics but finds himself in an
unusual situation.
Finally, there should be consumer education as well. The
motorist needs to know that a partial repair may not include
warranty on parts. The full repair, including underlying
conditions, needs to be completed in order to validate guarantees.
The entire industry needs to work together for a solution.
Manufacturers say they have done their part by improving
first-time quality. It is up to jobbers to stand behind a unified
policy and ensure that it is followed.
Shops that are doing proper repairs send back fewer parts.
The ones that are making frequent claims need to take a
close look at their processes and see if they can help solve a
significant industry issue.


TECH FEATURE

Taming the wild,
wild west

A standardization of terminology and procedures will
demystify advanced driver assist systems.

By Allan Haberman

I

f you think advanced driver assistance systems (ADAS) are brand new on the automotive
scene, you might be surprised to find out they’ve actually been around for a long time.
In fact, the earliest systems are now decades old and every auto repair shop in the
country has become adept at repairing them.
Think about the anti-lock braking system. ABS is so common now that we don’t think
of it as being advanced. But it fits the description as a “driver assistance” system, and when
it was introduced, it was nothing less than cutting-edge technology.
Power steering is another, even older, technology that fits the ADAS description, and
represented the most advanced technology of its time.
We have become so familiar with these early ADAS examples that we now take them
for granted. Those who are intimidated by the new crop of driver assists need only think
about the underlying technology to start to feel a little more comfortable
Adaptive cruise control, for example, is really just the latest generation of an early
ADAS development: cruise control. That early system was primitive compared to what we
have now, but it was “advanced” technology when it was introduced.
You can be forgiven for not making the connection between the old system and the
new. The new ones go by dozens of different names. Each manufacturer seems to want
to put its own stamp on these speed control systems. And therein lies a big problem
for the aftermarket.
There is little shared terminology in the introduction of ADAS technology. There are
literally hundreds of different names for the various systems in use on today’s vehicles.
When it comes to new vehicle technology, it’s the wild, wild west out there!
Hopefully that will change soon.
ADAS is to safety systems what OBD I was to engine and emissions control systems.
Prior to the standardization brought in by OBD II regulations, each manufacturer had its
own diagnostic connector and a different name for every sensor and related component.
The diagnostic information that was available from each manufacturer varied. Some
offered bi-directional controls, while others did not. Some offered live scan data. There
was no standard for naming sensors or components. And the kind and amount of data
available varied from vehicle to vehicle.
The jumble of competing strategies was resolved only when the Society of Automotive
Engineers (SAE), drafted the J1979 standard with recommendations for mandatory OBD II
PIDs (parameter IDs) for on-road vehicles sold in North America.
J1979 became a defining part of OBD II and manufacturers were required to
22
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support the J1979 PIDs (commonly
referred to as Global OBD II data). This
made it possible to access critical data
with many generic scan tools.
This was a major change from OBD I.
Every OBD II vehicle, regardless of make
or model, domestic or Asian or European,
displayed critical data in a standard format
on scan tools. The names of data PIDs were
all the same. And over time these terms
became familiar to all service providers,
eliminating a lot of confusion.
We are approaching the same point
for advanced driver assist systems.
SAE has drafted a standard, J3063, that
dictates common names for ADAS
components in an effort to eliminate
service provider confusion.
Although manufacturers may
continue to use different names for ADAS
technology in their marketing, service
information will have to use generic
terms. This will be extremely helpful to
technicians searching for calibration and
repair information.
Having a common name for systems
across manufacturers would also benefit
consumers when comparing safety systems
from one manufacturer to another. A
generic name could better describe the
function of the system when some of the
names currently used have more to do with
marketing than system function.
Resolving this confusion will be

fantastic. A quick look online found
there are at least 40 different names for
automatic emergency braking systems, and
20 for adaptive cruise control. Finding the
correct calibration information or service
instruction depends on knowing the exact
terminology for the system in question.
And sometimes the name alone
will not be enough. You may need to
do some research to determine what
the system does exactly. For example, most
systems containing the word “warning” are
designed only to notify the driver with visual
or audible queues. They are not designed to
make any driving adjustments.
Lane departure warnings notify the
driver if the vehicle starts to deviate from its
lane. It is the lane keeping assist system that
makes minor driving adjustments to keep
the vehicle in its own lane.
Without terminology standards,
it will be difficult to know if a
system is supposed to simply warn the driver
or actively control vehicle operation. And to
add to the confusion, there are also differing
levels of operational intervention.
Some adaptive cruise control systems
can control vehicle speed all the way to a
complete stop if necessary and then resume
to a set speed when the way is clear. Others
will not resume the set speed after being
activated. So how do we know what “normal
operation” is for a particular system?
It’s important to consult the
correct service information for the specific
vehicle we’re working on. This is true when
working on any system, not just ADAS.
Also, when we calibrate a system, we
need to know if the procedure is static or
dynamic. What, if any, specific drive cycle
is required for the calibration? Do we need
a scan tool? Do we need special equipment?
Do we need to drive the vehicle, or can the
calibration be performed in the bay? How
long will the procedure take and what should
we charge the customer?
Perhaps most important is knowing
when a calibration is required. Many of
the routine operations we perform may
require a subsequent ADAS calibration, or
other procedure.
Forward facing radar systems, for
example, need to be calibrated whenever
an alignment is performed. That’s right, an
alignment isn’t just an alignment anymore.


Replacing an air conditioning
condenser may require a calibration.
Replacing the radiator may
require a calibration.
It’s important to advise customers
that if their vehicle has an ADAS
component it may require a
calibration even if the service you’re
performing seems completely
unrelated. Consumers rely on us to be

the experts on keeping their vehicles safe.
We need to keep up with changes
in technology so we continue to offer
the highest level of professionalism
and service.
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Allan Haberman

an automotive trainer based in
Winnipeg, Man., and the owner
of ACA Training Systems.
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Addressing illumination issues could soon
require network diagnostics and advanced
computer programming.

PRODUCT FEATURE

Lighting in the ADAS age
By Allan Janssen

I

t’s difficult to overstate the transformative impact of advanced driverassist systems (ADAS) technology on virtually every aspect of the modern
automobile. And lighting – both interior and exterior – has certainly not been
exempt from the revolution.
It started years ago with the introduction of light-emitting diodes (LEDs), but
that was a baby step compared to what is happening now, as carmakers apply
ADAS principles in an effort to raise lighting capabilities to a whole new level.
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Exterior lighting trends reflect the
general direction of all automotive
technology: enhancing communication
between road users and transportation
infrastructure.
The key, of course, is that LEDs can
be grouped together to form a matrix

or cluster. Controlled by a sophisticated
computer program, they can create
complex patterns and perform elaborate
functions that are a playground for
designers, and a benefit to drivers.
Think of all the lighting challenges
that drivers have become used to:
reduced projection when approaching an
incline or decline, blinding glare when
encountering an approaching vehicle,
darkened peripheries when turning,
confusing shadows on rough roadways,
and complex light patterns in urban
settings. These issues and many others
like them can be resolved with the
latest advances.
The newest innovations include
dimming and adaptive front lighting
(AFL). Dimming, used to prevent
blinding oncoming vehicles, is
accomplished with pulse-width
modulation (PWM). AFL consists of
additional lights used in pre-defined
situations, such as turning tight corners
and approaching altered driving
conditions (hills, construction zones,
crosswalks, oncoming traffic, and
crossing pedestrians).
Digital lighting, centrally
programmed and controlled by artificial
intelligence, represents the future of
automotive lighting, employing dense
computer algorithms to control lenses,
individual LEDs, and micromirrors in
the creation of countless problem-solving
illumination patterns.
Digitization works hand-in-glove
with ADAS and autonomous driving
technology… and it’s on a tremendous
growth curve fueled by demand for
energy efficiency and road safety.
With new applications and functions
accelerating, diagnosing lighting systems,
replacing lenses, aiming and calibrating
will soon require entirely new processes
in the service bay.
Stepper motors – commonly used to
adjust beam patterns – will become an
entirely new diagnostic opportunity.
Understanding electronics will be a
critical tool in any technician’s toolkit.
Traditional lighting systems employed a


body control module (BCM) in-built
with a microcontroller (MCU) base,
to manipulate LED drivers. Modern
versions consist of the BCM and
a separate electronic control unit
(ECU), each of which contain MCUs.
The ECU contains the LED drivers.
The MCU in the BCM operates the
drivers via the MCU in the ECU. A
controller-area-network (CAN) bus
provides a communications link
between the BCM and ECU.
This kind of interconnectivity
enables a new feature: built-in
diagnostics and failure protections.
The system can detect open or
shorted LEDs, heat build-up, and
over-voltages.
Diagnosing illumination issues
will increasingly require a knowledge
of camera technology, sensors,
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engine control units (ECUs) and
image processing software. Replacing
a bulb will no longer be a quick and
mindless procedure.
The digital lighting revolution
will necessitate more complex
control systems, new components,
and additional subassemblies – all
of them opportunities for diagnosis,
replacement, and calibration.
ADAS technology and the
steady movement toward fully
autonomous driving vehicles has
completely revolutionized the
lighting industry. To stay in the
game, aftermarket technicians will
require a working knowledge of the
latest developments.
Anything less will force them to
cede even more diagnostic work to
dealership service departments.
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BAYWATCH
Work light
Hella says its new ValueFit work lamp
series offers powerful light output in
a compact and attractive design. The
housing and the bracket are in black,
and lend the work lamp its modern
and elegant design. Equipped with a
thermal sensor that adapts to the ambient
temperature, the TS3000 / TR3000 models
achieve 3,000 lumens at an ambient
temperature of 25°C, and up to 4,800 lumens in cold environments.
Similarly, the TS1700 / TR1700 models reach 1,700 lumens at 25°C,
and up to 2,000 in cold environments.

Brake pads
NRS Brakes has released brake pads for
the Lexus IS300 and IS350, whose OE
brakes are known to be loud. The NRS
line of premium brake pads feature noisecanceling brake pad piston cushions and
shims. The new line is also said to be
durable, affordable, and sustainable. They
feature galvanized steel that prevents rust
and corrosion, and pads made without
copper or lead.
www.nrsbrakes.com

www.hella.com

PRODUCT SPOTLIGHT
High-torque impact wrench
designed for diesel techs
Milwaukee Tool says its new M18 Fuel 1”
D-Handle Extended Anvil HighTorque Impact Wrench has been
designed to elevate the productivity
of diesel technicians who do tire
work on commercial vehicles
and heavy
equipment.
Described as
the world’s first cordless power
tool delivering up to 2,000 ft-lb. of “nut-busting
torque and 1,900 ft-lb. of fastening torque,” it
features Milwaukee’s One-Key technology. In
addition to power, it delivers the run-time to accomplish
a full day of work whether on the road or in the shop.
Through One-Key, users can take advantage of Lug Nut
Mode – a unique feature which prevents the risk of overtorquing commercial lug nuts.
Like all of Milwaukee’s M18 Fuel solutions, the
new D-Handle Extended Anvil High-Torque Impact
Wrench combines three exclusive innovations: the
PowerState brushless motor for high torque, RedLink
Plus intelligence to protect the tool from overload, and
RedLithium battery pack for longer service life.
A four-mode Drive Control feature provides users the
versatility to switch between modes to match the power
and speed for the application.

Hose management solution
Continental has partnered with CoxReels to
provide premium air and water hose to its
customers with a first-class industrial hose
management solution in one package. CoxReels
developed a custom-built hose reel assembly,
called the P Series, specifically for Continental’s
premium rubber and hybrid air and water hose,
as well as professional grade rubber air hose.
The reels will accommodate both a 3/8-inch x 50-feet hybrid and
rubber hose with 300 psi.

www.continental.com

Compressed air filter
The new 5 Micron Compressed Air Filter from
Walmec North America provides point-of-use
filtration of liquids, oils, and other contaminants.
The two-stage filter is available in sizes with flow
ranges of 15 SCFM to 250 SCFM, and pressure
ratings of up to 250 psi. Walmec says the 5 Micron
Compressed Air Filter is ideal for a large variety of
applications, including surface preparation, paint
spraying, powder coating, air powered tools, and
pneumatically operated equipment.
www.walmecna.com

Brake lathe
Hunter has launched a new AutoComp
Elite family of on-car brake lathes. The new
Digi-Cal, Standard, and Base lathes are
built from the same lathe body, but deliver
different feature sets and price points. All
of them feature patented Anti-Chatter
Technology, which eliminates the build-up
of vibration that can occur when machining
rotors at a fixed speed. The top-of-the-line
is Digi-Cal, which instantly measures rotor
thickness and depth cut, and compares it to
the vehicle specs.

www.milwaukeetool.ca

www.hunter.com
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Battery tester
Midtronics says the new “conductance profiling”
technology in its new CPX920PLTV Battery
Diagnostic Service System provides more
information about a battery’s condition and charge.
It delivers significantly fewer charge-and-retest
decisions, in addition to battery reserve capacity
warnings. The CPX920PLTV can also detect and
flag reserve capacity issues, a key to avoiding loss of
vehicle function or no start conditions.
www.midtronics.com/transportation

Scan tool
Bosch describes its new ADS
525X as the next generation
in scan tools, designed to
help technicians resolve
issues across a broad range
of vehicle makes and models
faster and easier than ever. The ADS 525X offers technicians online
repair information at their fingertips, with OE-level vehicle coverage,
and weeks of battery life. Bosch says its technician-approved, user
interface and standardized navigation with consistent information
flow for every make and model provide a customized and
exceptionally easy-to-use experience.

Jeep lift kits
Mopar and Jeep Performance Parts
have introduced new specifically tuned
2-inch lift kits for EcoDiesel-powered
Jeep models. Designed for enthusiasts
looking to enhance the off-road
capability of their Jeep Wrangler or
Gladiator, the kits are validated to
OEM specs in order to manage the increased vehicle curb weight, and
deliver heightened ground clearance and higher approach/departure
angles needed for larger tires.
www.mopar.com

Subaru brake pads
NRS Brakes has expanded its line
of premium galvanized brake pads
for the Subaru Forester. The line
features advanced noise-canceling
piston cushions and shims, best-inclass friction, and fully galvanized
steel backing plates. NRS Brakes describes its pads as the most
affordable option based on the total cost of ownership over the life of
the vehicle.
www.nrsbrakes.com

www.BoschDiagnostics.com

Preassembled
driveshafts
Dana Incorporated has
introduced new Spicer ReadyPack
preassembled kits for the most popular
commercial vehicle driveshafts, coupling shafts, and
interaxle shafts. The company says these time-saving kits offer
convenience, streamlined ordering, and savings on inventory and
labour costs. The Spicer ReadyPack preassembled kits come with pregreased U-joints that are professionally installed and sealed.

Battery cooling fans
Continental now offers a
wide range of OE-quality
Hybrid Battery Cooling
Fans for popular hybrids
from model years 20032017. Formerly only
available from the dealer, Continental has 16 part numbers available
for exact replacement on hybrid models from Ford, GM, Honda,
Hyundai, KIA, and Toyota. Continental Hybrid Battery Cooling Fans
are designed to restore the original battery cooling performance to
the vehicle.

Ford engine parts
Elgin Industries has expanded
its popular Elgin Pro-Stock line
of performance engine parts,
with a full portfolio of parts for
Ford 5.0L “Coyote” engines.
These naturally aspirated, DOHC
engines are found in Mustang
GT, Mustang Boss 302, and F150
models. The Elgin Pro Stock lineup includes camshafts, hydraulic
lash adjustment lifters, crankshaft sprockets, tensioners and guides,
timing chains, and valves.

Brake vacuum pumps
CRP Automotive has introduced a new
line of Rein Automotive Brake Vacuum
Pumps designed for applications on
popular European makes. Developed
to replace failed units, these OEmanufactured pumps help improve
braking performance and increase
driver safety. CRP Automotive offers
11 SKUs for Audi, Alpina, BMW, Mercedes-Benz, Rolls-Royce,
Volkswagen, and Volvo models. Overall VIO across the United States
and Canada is over 3.9 million vehicles.

www.DanaAftermarket.com

www.elginind.com


www.usa.vdo.com

www.reinautomotive.com
w w w. a u t o s e r v i c e w o r l d . c o m

SEPTEMBER / OCTOBER 2020

27

BAYWATCH
Coil springs
Elgin Industries has dramatically expanded its offering of original
equipment-style replacement coil springs for passenger and commercial
vehicle applications. The Elgin coil springs range now includes all-makes
coverage of vehicles originally equipped with constant- or variable-rate
springs. The company also offers an extensive range of springs engineered
specifically for classic muscle car applications. Available designs range in
free height from 9” to 21” and load height from 6” to 16”.

Rain sensor
Hella’s product portfolio has
been expanded to include a
wide range of complex body
electronics, such as central
control units and access systems,
as well as various electronics
components including sensors and vacuum
pumps. The company’s new rain/light sensor
(shown) relieves the driver of responsibility
for controlling wipers and lighting. Hella’s
compact sensor design also creates new
possibilities for integration, such as in the
side of the vehicle, enabling a 360° view of
environment recognition.

www.elginind.com

www.partcat.com/hella

Mid-torque wrench

Milwaukee Tool says the newest generation of
its M18 FUEL Mid-Torque Impact Wrench is
the most versatile impact wrench in the industry.
Packing up to 650 ft-lb of torque, it weighs in at
only 5.1 lb, with the ability to tackle more than
90% of the daily applications in modern auto
repair shops. It is equipped with a PowerState
Brushless motor, and features RedLink Plus
Intelligence, which protects the tool against
overloads, overheating, and over-discharge.
www.milwaukeetool.ca

Mass air flow
sensors
WAI says a
patented flexible
microprocessor
design in its line of
mass air flow (MAF)
sensors features
microcontroller base
circuitry with high
accuracy and response. Digitally calibrated, the
circuit design can correct the measurements at
all operating temperatures. WAI offers both a
complete assembly and a probe-only program.
The probe-only solution allows for quicker
fixes and lower inventory requirements.
www.waiglobal.com
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Digital inflator
Dill has introduced a revamped digital inflator featuring
increased durability, replaceable AAA batteries that
are easy to access, and customizable hose and chuck
configurations. It has a large back-lit LCD display, and a bleed
feature built right into the handle. The company has also launched a
Build Your Own Inflator webpage that allows technicians to select their
preferred inflator type and then choose additional components.

Loaded struts
Gabriel has expanded its line of lightvehicle ride control products. Most
notably, it has added what it describes as
first-to-market ReadyMount Loaded Strut
Assemblies for Ram ProMaster 1500, 2500, and 3500.
The pre-assembled ride control solution is designed to get fleet vehicles
back on the road faster. The one-piece assembly ensures fast and safe
installation, requiring no special equipment or additional parts to install.

www.DillValves.com

www.Gabriel.com

ADVERTISER INDEX
Wheel balancer
Hunter has introduced the HD Elite: a
heavy-duty wheel balancer that combines
features of the company’s Road Force Elite
and ForceMatch HD balancers to help
eliminate wheel-related vibration, and
increase truck tire life. The HD Elite features
fast cycle times, with a new laser vision
system for touchless wheel measurement,
automatic dimension and runout measurement, and eCal AutoCalibration. It can handle 52” diameter and 500 lb assemblies.
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COLOURS: 4C

Yellow

FOLDED:

None

DIELINE:

NA

CAR
91898

DATE

Leslie Miller

INITIAL

Mitchell1 CREATIVE:
None
ACCOUNT EXEC:
www.mitchell1.com
. . . . . . . .STUDIO
. . . . . . . . . . . . . . . . . . . . . . . ... 11
Magenta
Cyan

Black

None

PROJECT MANAGER:

NA
NAPA
STUDIO:
www.napacanada.com
.. . . . . . . . . . . . . . . . . . . . . . . 17, 30
Lane, Jennifer
PREV. USER:
Lalousis, John

PRODUCTION

CREATIVE

NGK Spark Plugs
WRITER
ngksparkplugs.ca. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .... 9
PROOFREADER

NRS Brakes
www.nrsbrakes.com.. . . . .ACCOUNT
. . . . . . . . . . . . . . . . . . . . . . . .... 2
OEC
www.oeconnection.com.. . . . . . . . . . . . . . . . . . . . . . . ... 12

ectronic mechanical are owned (“Y&R Proprietary Fonts”) and/or licensed (“Y&R Licensed Fonts”) by The Young & Rubicam Group of Companies ULC.
es, and are to be used only for the execution and the completion of this job order. You are authorized to use the Y&R Proprietary Fonts in the execution
prietary Fonts shall be deleted from your systems and destroyed upon completion of this job order. You warrant and represent that you have secured
er to execute our job order and will abide by the terms thereof.

Pass It On Undercoating Inc.

. . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. 23

Sirius XM
www.siriusxm.ca.. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . ... 13
Spidertech
www.spidertech.com.. . . . . . . . . . . . . . . . . . . . . . . . . . . ... 18
Uline
www.uline.ca.. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. 29
VL Communications
www.vlcom.com.. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .... 3
Worldpac
www.worldpac.ca/quality.. . . . . . . . . . . . . . . . . . . . . . .. 32
Wurth
shop.wurth.ca.. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . ... 10
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THIS PAGE IS SPONSORED BY

EyeSpy
Got an EyeSpy to share? Send a high-res picture to
allan@newcom.ca and make sure to give us lots of detail!

Do you think
it’s time to reTIRE?
The owner of this 2008 Ford Focus came into Mister
Tire Sales in Cranbrook, B.C., for four new winter tires.
Hopefully he opted for new TPMS sensors too, because the
technician discovered that one of them had been zip-tied
in place, had broken free, and was found rolling around the
inside of the tire.

True stories of wheel neglect on Canadian roads.

If the owner of this
Nissan was at all
optimistic that his wheel
could be repaired, his
hopes were dashed
when technician Chris
Kham popped the trunk
and got a good look
at the damage. Chris
says automotive repair
professionals may be
very talented, but even
the best of them can’t
work miracles!

The owner of this vehicle
said he got a really good
deal on two tires at the
scrap yard. The only
problem was that they were
slightly too big. But he
installed them anyway, and
drove them until the part
of the tire that was coming
into contact with the
vehicle suspension burned
away, leaving a deep groove
on the inner edge. By
the time he got to Steve's
Service in Smith's Falls,
Ont., he’d been driving it
this way for months.

Amazingly, the tire on this vehicle survived close contact with
someone else’s license plate, but the wheel well was badly
damaged. This picture was sent in by Eric at Coast Tire in
Dieppe who said the situation was something of a fluke. “The
car would have had to clip the other person's bumper just
enough and at the exact angle to accomplish this!” he wrote.
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BENEFIT
FROM OUR
BENEFITS.
To Ford, every part counts. That’s why members of the Ford Professional Service Network
enjoy benefits through the purchase of Ford, Motorcraft®, and OmnicraftTM parts.
MEMBERS RECEIVE EXCLUSIVE ACCESS TO:
• QUARTERLY REWARDS AND REBATES ON ELIGIBLE PURCHASES*
• VITAL NO CHARGE TECHNICAL SERVICE INFORMATION,
INCLUDING WORKSHOP MANUALS AND SERVICE BULLETINS
• NO CHARGE MEMBERSHIP FOR QUALIFYING REPAIR FACILITIES

FIND YOUR CLOSEST CERTIFIED PARTS WHOLESALING DEALER
AT FORD.CA/WHOLESALE

*
Eligible purchases are based upon the net price paid for the purchase of Ford, Motorcraft and Omnicraft parts (including accessories) at a Ford or Lincoln Dealer (other than Ford collision parts, tires and core changes) exclusive of any credits/
rebates or other deductions and applicable taxes and/or fees. Additional limitations may apply. Membership and rewards are subject to the IRF Terms and Conditions as may be amended from time to time. OmnicraftTM is a trademark of Ford
Motor Company. Motorcraft® is a registered trademark of Ford Motor Company. ©2020 Ford Motor Company of Canada, Limited. All rights reserved.

