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ast month, some of you may have seen a press release go out on
AutoServiceWorld.com, announcing my appointment as the new editor of CARS
magazine. It’s an honour to jump into the driver’s seat for one of the mostrespected automotive publications on the market, and I look forward to meeting
you all, even if, for now, that means via email, webinars, and virtual events.
If you have any questions or comments, or simply want to say hello, please feel free to
reach me at christine@turnkey.media—my inbox is always open.
Speaking of virtual events and introductions, this year’s 2020 Virtual AAPEX
Experience was an incredible opportunity for me to dive headfirst into the topics and
issues of interest to Canada’s automotive aftermarket.
Over the course of three days, I sat in on one-on-one technical trainings, leadership
webinars, and awards ceremonies, including Women in Auto Care’s 2020 Automotive
Communications Awards.
Though this was my first virtual conference, I’m no stranger to the tradeshow floor,
having attended numerous conferences and press trips around the world, while working
as an editor for one of Canada’s leading B2B travel trade magazines—ironically, my
last trip, much like AAPEX, was supposed to be in Las Vegas, before the COVID-19
pandemic swept across the world. Let’s hope that by this time next year, we can do this
show, among others, face to face.
As a trained multi-media journalist, my editorial background is a long and colourful
one, and includes experience producing compelling print and web content for B2B and
B2C clients in various industries, including the automotive sector.
Like many industries, the automotive industry has been inundated by the digital age,
and it’s fascinating to see the role that technology has played (and continues to play) in
shaping the future of business. Adapting to these digital transformations will ultimately
be the deciding factor in who excels, and who falls behind as consumer trends and
demands continue to shift and evolve.
Inside this month’s issue, our Shop of the Year winner, Erin Vaughan of Kinetic Auto
Service, talks about using social media and investing in technology to keep her business
going amidst one of the hardest year’s yet.
Speaking of innovation, don’t miss our columnist, Allan
Haberman’s piece on how the role of the auto technician has
transformed into one like never before.
As we close out the year, I want you, too, to think about
change. What do you look forward to the most in a new issue of
CARS magazine? What are you sick of reading about? Are there
any categories that you would hate to see shelved?
As I mentioned, I’m always only an
email away.

Happy reading,

48 Lumsden Crescent, Whitby, ON, L1R 1G5

Christine Hogg
Editor, Jobber News

Let me know what you think.
You can reach me at christine@turnkey.media

ISSN 2368-9129
Online 2368-9137
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Call +1 610-890-5009 or visit
BoltOnTechnology.com to learn
more and start increasing your
average repair orders today.

What’s on your mind?

LETTERS

We want to hear from you about anything you read in
CARS magazine. Send your email to christine@turnkey.media

I’D LIKE TO SEE MANDATORY
RECERTIFICATION TOO!

TECHNICIANS SHOULD HAVE TO
BE CERTIFIED TO PLY THEIR TRADE

Mandatory certification in every province would be
a start, but I’d also like to see continuing education
credits for re-certification. We learn as much as any
other profession does, especially with new technology
coming out all the time. If we want to be respected as
professionals, we should hold ourselves accountable
for being as up-to-date as possible. Most other
certified professions require a minimum number of
continuing education credits to re-certify (among
them accountants, kinesiologists, and human resources
professionals). As for the sale of parts, there is clearly
a problem when the average person is allowed to buy
safety-related components like brakes and steering parts,
with no proof that they can install them properly. But I
need an ODP number to buy refrigerant? Priorities!

I totally agree that automotive repair should require
mandatory certification (“The Case for Mandatory
Certification,” August 2020). Try going into a heating
supply warehouse and buying a natural gas furnace. They
will not sell it to you unless you have a trade license. The
same should apply for the automotive repair industry. I
suspect, though, that auto parts stores wouldn’t like that
because it would cut into their sales.
Al Oversby
Draag Transmission, Dryden, Ont.

ON THE JOB TRAINING
JUST ISN’T GOOD ENOUGH

Emily Chung
AutoNiche, Markham, Ont.

Got a memory you’d like to share?
Send a high-res scan to christine@turnkey.media

I read Allan Haberman’s commentary on the mandatory
certification of automotive technicians and must say I am
in full agreement. From my perspective in the tire world,
I continue to be astounded that passenger and light truck
tire technicians are not required to have any formal training
prior to installing tires and wheels on consumer vehicles.
Passenger tire techs literally receive ‘on the job training’
at their place of employment. Sadly, in some cases the
trainers are teaching new technicians bad habits. In my
capacity, I continue to encourage mandatory certification
for all passenger tire techs. It is a slow process. It seems
the practical solution would be to develop on-site training.
I only hope it does not take an unfortunate incident to
implement new certification guidelines.
Richard G. Bender
President, Tire Dealers Association of Canada

ASE TESTS ARE NOT AN
ALTERNATIVE TO CERTIFICATION

Rob Nurse, owner of Nurse's Emission Testing &
Repair Facility (operated as Bob Nurse Motors)
in Peterborough, Ont., can trace his family’s
involvement in the automotive industry all the
way back to 1890. He’s got lots of old photographs,
some of them mounted on the wall, but most in
old boxes. Pictured here is the shop owned by his
grandfather Smithson Nurse in nearby Omemee.



Suggesting that technicians could use Automotive Service
Excellence certification as an alternative to government
accreditation is not the answer. Although I have achieved
ASE A1-A9 myself, I recognize that the government
needs to be involved in this important issue. In fact, the
provinces have a credentialing system. It’s called the Red
Seal. They just haven’t made it a requirement. Compulsory
certification is the goal, not a new system of credentialing.
Scott Waddle
Precision Auto Service, Langley, B.C.
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NEWS

AIA STUDY SHOWS HOW COVID-19
IMPACTED CANADA’S AFTERMARKET
COVID-19 has disrupted the Canadian
economy, and, inevitably, the automotive
aftermarket, a recent study shows.
Published every two years, the Automotive
Industries Association (AIA) of Canada’s
2020 Outlook Study provides an in-depth
examination of the state of the Canadian
automotive aftermarket, and presents an
analysis focused on forecasts and trends that
will likely impact the industry in the future.
Findings show that although the
aftermarket industry has remained resilient
in even the toughest economical situations,
the supply and demand for aftermarket
products and services has changed.

the safety and convenience of their
own homes.
Although the current COVID-19
pandemic is also affecting vehicle
sales, an analysis of historical data

shows little fluctuations in the number
of vehicles in operation during economic
downturns. The total number of vehicles
in operation are forecasted to reach 29.8
million in 2020.

With more people staying home, for example,
vehicles are being used less, and as such, fewer
kilometres are being driven.

With more people staying home, for
example, vehicles are being used less, and as
such, fewer kilometres are being driven.
The spending habits of many Canadians
have also changed, and because of that, the
purchases of aftermarket products
and services also stand to be reevaluated,
as purchases are weighed against
financial means.
According to the report, it is estimated
that total kilometres driven in 2020 in
North America may slip to approximately
240 billion kilometers, down 30 per cent
relative to the year before. The reduction
is expected to curtail demand for
scheduled maintenance.
As a result of COVID-19 and new
concepts, like physical distancing, many
industries are adapting to the new normal,
and listing their services online. As such,
automotive consumers, too, are becoming
more comfortable shopping online, from
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MILLENNIALS NOW ENTERING
THE BUYING MARKET SOONER: DELOITTE
Social distancing and health and safety
concerns accelerated by COVID-19 have
altered the customer journey, shaping
new trends in consumer behavior, and
accelerating the digitalization of industries.

A recent report by Deloitte
identifies that many younger
Canadians are looking towards vehicle
ownership to supplement their core
transportation requirements.

Millennials in Ontario have now entered
the market sooner than originally planned,
with 31 per cent planning to purchase
a vehicle ahead of their original buying
timeline. Additionally, more than half (56
per cent) expressed interest in acquiring a
vehicle to socialize responsibility abiding to
increased social distancing measures.
Affordability has been a distinguishing
factor in differentiating the demographics,
with Millennials intending to acquire a less
expensive vehicle than originally planned,
now looking towards marketplace and
used car purchasing.

Millennials in Ontario have now entered the
market sooner than originally planned.

THE HOLIDAY GIFT GUIDE IS HERE
WURTH CANADA PROVIDES PRODUCTS FOR ALL YOUR AUTOMOTIVE
& MECHANICAL NEEDS. TAKE ADVANTAGE OF SOME AMAZING
PRICING & PROMOTIONS THIS HOLIDAY SEASON.

TOOLS | ABRASIVES | CUTTING | FASTENERS | PPE | AND MORE

10
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When it comes to the non-negotiables
of the consumer purchasing check list
however, some things never change.
Getting a good deal, transparent pricing
and trust, loyalty and advocacy remain the
necessary components for Ontarians to
complete the perfect purchase. Forty-eight
per cent of Ontarians are also looking
to acquire a less expensive vehicle than
originally budgeted for.
Although the customer journey is
being re-shaped across industries, for the
automotive sector, Deloitte’s latest report
recognizes that many parts are simply
too hard to digitalize with the emotional
reaction and connection felt between a new
car buyer and their vehicle being pivotal.
Sixty-eight per cent of Ontarians still
require authorized dealers to be a part of
the customer buying journey. Another 84
per cent of Ontarians insist they would
have to see the vehicle before completing
the sale, keeping the dealer front and
center in the customer journey.

BROUGHT TO YOU BY

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

THE ORIGINAL EQUIPMENT CONNECTION

82%

three quarters

The percentage of aftermarket
businesses that report that they are
‘very to slightly disrupted’ by COVID-19.

In 2019, replacement parts held more than 75% share in
the e-commerce automotive aftermarket. The e-commerce
automotive aftermarket size from third-party retailers is
projected to grow at more than 14% CAGR through 2026,
bringing it to 135.01 Billion (USD).

Automotive Industries Association of Canada

Global Market Insights, E-Commerce Automotive Aftermarket Report

491,800

The number of Canadians employed by businesses
in the aftermarket sector as of 2019.
Automotive Aftermarket Outlook Study, prepared for AIA

$218 billion

75

%

The number of Canadians who

The forecast size of the peer-to-peer ridesharing
market in 2025, up from $61 billion in 2018.

say they equip their vehicle
with winter tires during the

Chris Chesney, Carquest Technical Institute

winter season, with those in
Quebec and the Atlantic provinces
significantly more likely to do so

The number of Ontarians

compared to the rest of Canada.

who still prefer buying

per cent

Tire and Rubber Association of Canada

a vehicle in person at
a dealership, with just

22% of Ontarians looking towards a fully
virtual buying process.
Deloitte, 2020 Ontario Automotive Consumer Study

$

21,118

44.8 billion
economic impact of COVID-19, the last

(ZEVs) that were registered in Canada during

the sale of gasoline on which road

12
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The NDP Group, Inc., Future of Automotive

for the 2019 year. Despite the
two years have seen little change in

Statistics Canada

The percentage of American consumers taking
a DIY approach to vehicle maintenance, citing
COVID-19 as a key factor.

The gross sales of gasoline in Canada

The number of new zero-emission vehicles

the first and second quarters of 2020.

twenty-eight per cent

4.2 – 5.3

taxes were paid, dipping only slightly
in 2018 by -0.4%.

Statistics Canada
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The number of hours the average
shop in North America bills out per
technician, per an eight-hour day.
Murray Voth, RPM Training

Got an opinion?

IT’S YOUR TURN

We’ll happily give you a page to get it off your chest!
Send your rant to christine@turnkey.media

WHY BUY QUALITY?
Have you calculated the hidden cost
of installing cheap components?
By Bob Ward

C

an your reputation withstand
the damage done by putting
on cheap parts on your
customers’ vehicles?
All business owners are concerned
with making a profit. That’s natural.
Without a profit, there would be no
reward for the risks you take, and no
resources to improve the enterprise.
The important thing to consider,
however, is how to set margins that
maintain a quality product, and figuring
out which services should bring your
greatest margins. A very strong argument
can be made against keeping repair bills
artificially low with the use of cheap
parts, or wringing greater margins by
buying low-quality components.
Installing cheap parts in an effort


to please customers or pad margins is a
fool’s game. Nevertheless, it appears there
will always be shops willing to install
cheap parts to make quick money.
We all have a choice whether to join
these short-sighted businesspeople, or
operate in a more sustainable way.
Here are some reasons to avoid going
down the low road of cheap parts.
Cheap parts won’t do the job
they’re intended to. With increasingly
sophisticated vehicle technology, parts
need to be better designed, with tighter
tolerances and better performance.
Cheap parts won’t last as long. Poor
design and construction will lead to
early failure. And early failure leads
to come-backs, inconvenience, and
unhappy clients.

Cheap parts can damage other
components. Engine parts are
interconnected like never before. An
upstream failure will almost certainly
cause downstream problems. Sometimes
a relatively minor initial problem can
escalate into a catastrophic one.
Cheap parts will void a manufacturer's
warranty. You will be left holding the bag
when your client complains.
Cheap parts attract the wrong kind of
customers. Strong businesses are not built
on a clientele that is loyal only to price.
Cheap parts will have customers
return more often for warranty work. And
warranty work is money-losing work!
Cheap parts may help your parts
margins but not your bottom line. You
will be swamped with sales, with a
drought in profits
Case in point, we recently had three
vehicles come in with oil issues. The one
common denominator was the same
brand of cheap oil filter. Fortunately, no
serious engine damage had occurred
on these vehicles, but all required some
remedial action. Once we educated the
customers on this issue, they understood
why quality trumps cheap price.
The amusing thing is all three vehicles
had their vehicle services at a local quicklube shop. I wonder how many vehicles
on nearby streets are operating with these
inadequate filters. The vehicle owners
have no clue that their lubrication system
is a ticking time bomb.
It seems some people will always
be price conscious, rather than value
conscious. They’re less likely to look at the
value of what they buy rather than the price.
They’ll always choose the cheaper option
The problem is that businesses that
compete on price alone are in a race
to the bottom. And without some
safeguards in place, they will almost
surely go bankrupt.

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

Bob Ward

Owner of The Auto Guys in St. Thomas,
Ont.
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EyeSpy

When a customer came in for lower control arm bushings, Alexis
Dewit, a service advisor at Canadian Tire in Prince George, B.C. got a
sticky surprise. “We found duct tape on the fuel line, but the customer
declined an inspection, and now we can see why,” Dewit shared.

Brendan Hills, a technician at
Jespersons Auto out in Chilliwack,
B.C. had a customer come in with
complaints of his vehicle wandering
into the road. As it turns out, both tie
rod ends were zap strapped on.

Both Arwen Mahlmann, of Inter C
customer were surprised to see a b
was all but rusted through. Appar
approach would suffice!

Doug Gritner, of Doug’s
Repair in Alexis Creek,
B.C., was servicing a
Jeep in need of winter
tires when he made a
surprising discovery.
“The customer installed
a new fuel pump and
discovered that the strap
bolts and mounting
were rotted out,” Gritner
explained. When he
asked if the customer
would like the parts
replaced, Gritner says
the customer declined,
and claimed that it was
booked in for service at
another shop.

Dave Roth, owner of Central Automotive Service in Kitchener Ontario
had a customer bring their vehicle into the shop to inspect a recent
DIY repair job. “We recommended that he replace the fuel lines, but
he rigged it himself to drive,” Roth shared. After realizing that his DIY
was, indeed, a fail, Roth and his team completed a professional repair
with the new lines that were initially recommended.

Clark Chernak and his students over at Holy Trinity Catholic High School in Simcoe, Ont. found a risky surprise in the
shop. “Once raised we noticed that the front driveshaft was missing,” Chernak shared. Then, we discovered the two large
zip ties holding the radiator in place. The radiator support was MIA. Upon further inspection, one of Chernak’s students
noticed that the engine was locked in place with a seized alternator, and that the ignition switch was inoperative in the
start position, with no crank. “I think this one will keep us busy for a long time,” Chernak writes.

THIS PAGE IS SPONSORED BY

City Spring Service & George's Garage Ltd. (Sault Ste. Marie, Ont.) and his
broken leaf was being held together by a few chain links, with a shackle that
rently, the owner’s brother had been using the car, and thought this DIY

Why does it always seem like zip ties are the go-to tool for doit-yourself repair jobs? A team member over at Ding’s Garage in
Brome, Que., sent us this photo of a 2010 GM pick-up truck that had
been patched up by a self-appointed car medic. But when it comes to
suspension, brakes, and steering, a DIY-job is never good enough!

The team at Huron Tirecraft in Clinton, Ont., got a surprise when
they raised this 2006 Cadillac DTS that came in for a tire change. The
vehicle owner had attached some clamps to his rear suspension—not
to keep it from falling off, just to keep it from rattling. Owner Lorne
Koch offered to fix it properly, but the vehicle owner refused, insisting
that he didn’t think it was loose, just rattling. “If something is rattling,
wouldn’t that be the very definition of loose?” Koch writes.

Jeremy Bovaird and Jennifer Hebert
of Jer’s Garage in Kawartha Lakes,
Ont. had a good laugh when one of
their clients requested the windshield
cleared—without a defrost. After
claiming that a blend door repair that
would fix the problem was too pricy, the
customer decided to attach a black pipe
to the dashboard vent instead.

Jack Maciejewski, owner of JP Auto Service in Mississauga, Ont.,
discovered this crazy do-it-yourself project under the hood of a
2004 GMC Envoy that was towed in with a no-start condition.
Someone purchased and installed the wrong battery – one without
side-terminals, so a cable had to be employed to hold it in place. The
customer had been driving around like this for a month before the
improvisation failed. “The only fix for a situation like this is to install
the correct battery,” Jack said.

GREENWOOD’S GARAGE

WHY MEASURING YOUR
CLIENT RELATIONSHIPS
MATTERS
The role of the service advisor is changing.
Are you keeping up with best practices?
By Bob Greenwood, AMAM

T

he most successful shops in our
industry understand that to
successfully grow a profitable
business, they must closely
measure the relationships of those they
choose to do business with.
Notice the phrase “choose to do
business with?”
Not everyone walking through the
door qualifies as a potential client.
Successful shops highlight their
underlying value proposition, so their
clients truly understand the bigger
picture, rather than focusing only on the
cost of doing business.
18
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These shops know who they are
selling to, and because of that, they
understand the importance of earning
the clients’ trust. Capturing trust can
lead to securing a future business
transaction down the road.
These shops slow the process down
dramatically and counsel the client on
the vehicle’s maintenance requirements.
They draw from the manufacturer’s
interval recommendations, and tailor
their advice to the client’s expectations
for safety, reliability and efficiency based
on “how” they use their vehicle. This
value proposition requires in-depth
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conversations with each client to truly
understand their unique situation.
The key to this process is for shops to
recognize their front counter people are
no longer service advisors but, rather,
service consultants.
Understanding this transition is
critical for our industry, as it’s important
to remember that clients are never sold
to; they are educated and counselled by
service consultants to determine the best
course of action for their particular needs.
Acknowledging this new terminology
regarding the role of the service advisor,
transitioning to a strategy that is more
aligned with a consulting role, is a prime
example of how the aftermarket itself is in
a transitional phase.
How to measure your client
relationships
Measuring the progress of your
client relationships is something that
can be tracked each month using a
simple calculation.
Rather than measuring the average
sales per invoice, figure out your
shop’s productivity measurement by
calculating the average labour hours
billed per invoice.

Clients are never sold to. They are educated and
counselled to determine the best course of action
for their particular needs.
To calculate average billed hours per RO, take the total
labour dollars sold for the month and divide it by your current
maintenance labour retail door rate. This will give you the total
labour hours billed for that month.
Next, subtract the opening invoice number on the first day
of the month, from the closing invoice number on the last day
of the month. This gives you the total number of invoices/ROs
written for the month. Take the total labour hours billed, and
divide it by the number of invoices written. This will give you the
average labour hours billed per invoice.
Unfortunately, the average shop in Canada is billing
between 1.4 to 1.7 hours per invoice. The goal of an automotive
maintenance and repair shop should be to average a minimum of
2.5 hours per invoice.
Given the amount of unperformed maintenance in Canada,
it is the rare client vehicle that does not need additional work
done. If you are not finding that work and suggesting it to the
client, that work – justified by the vehicle manufacturer’s own
service recommendations – will not be done. In other words,

you will be releasing the vehicle back to the client in a less-than
optimal condition.
When a shop is consistently averaging 2.5 hours or more per
invoice for basic consumer vehicles, we find that they are getting
all the maintenance and repair business from the client, and they
have earned, and are maintaining, the trust of their client base.
Their clients do not shop around from one shop to another;
the shop gets the full scope of the client’s potential vehicle
business. These shops are not measuring their business on sales
and car count alone.
Instead, they are measuring their shop based on the overall
productivity, value, and quality that they offer every client. They
ensure that they charge for their services at a fair price, not
simply the cheapest price. These are the shops that will remain
profitable as the aftermarket continues to evolve.
At the end of the day, remember to slow your processes down,
measure your relationships, and continue to invest in their
growth, as it is absolutely critical to your success.
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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GIVE THEM SOMETHING
FRESH TO LISTEN TO
Enroll in SiriusXM’s Service Lane for Shops
Program to give every eligible customer a
Free 3-month All Access trial. They’ll be driving with
their windows down, music blasting, and spirits up.
Visit siriusxm.ca/forshops to sign-up today.

© 2020 SiriusXM Canada Inc. “SiriusXM,” the SiriusXM logo, channel names and logos are trademarks of Sirius XM Radio Inc. and are used under license.

SHOP OF THE YEAR

Embracing
changes
100% female-owned Kinetic Auto Service
wins Shop of the Year
By Christine Hogg


en years ago, Erin Vaughan was working for a shop when
suddenly, it went bankrupt. Not wanting to be out of a job,
Vaughan and another employee went out on a limb, and
deciding to open a shop of their own.
The new shop, with the inauspicious start, was Kinetic
Auto Services in Regina, Sask., this year’s winner of the CARS
magazine Shop of the Year award.
More than two dozen shops from across the country were
nominated for the annual Shop of the Year award, which
recognizes a business celebrating a significant milestone or
recent innovation. This year’s unanimous winner was Kinetic,
chosen for Vaughan’s visionary leadership through a series of
business crises.
Recently, it has not all been smooth-sailing for the 100-percent female owned and operated enterprise.
In 2016, after her business partner left, Vaughan became the
sole owner of Kinetic Auto Service Ltd. in Regina, SK, making
it a 100 per cent female-owned and operated enterprise.
Fast-forward to August of last year, Vaughan found herself
in the middle of lease negotiations with her landlord. They
had come to an agreed upon lease price, when she heard a
rumour that the building was sold. As it turns out, the rumor
was true, but the previous landlord didn’t have the courtesy
to share that with Vaughan. “I had 30 days to find a new place
to go,” Vaughan said. “There was a lot of crying, and a lot of
sleepless nights.”
With no shop location immediately secured, Vaughan sat
her team of four down and gave them a choice: either they
continue to push forward as a team, or they could seek out
new employment.
“When I realized that we had to move, I said ‘look, I just
don’t know if I can make this happen,’” Vaughan said. “’If
you guys want to go get new jobs, please, go.’ But they all
refused, and said ‘we’re staying with you, and we’re going to
make this work.’”
With her team standing strong behind her, Vaughan scouted
out a new place that was already equipped with hoists, so she
sold her hoists to generate more cash flow for the move. But just
when things were looking up, that location fell through the day
before Vaughan and her team were set to move in.
Three days after Vaughan was supposed to move, she
managed to find another new shop location. It was completely
empty, and she was forced to buy all new equipment, including
the hoists she sold just days earlier for a fraction of what she
ended up having to pay again. One day later, she was on the
phone calling everybody, from NAPA (her main parts supplier),
NOVEMBER / DECEMBER 2020
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to plumbers and electricians,
and she successfully had the
new shop up and running in
three days.
“I was surprised that
they [her staff] all stayed,
because if that were me, I
probably would have fled,”
Vaughan said. “I’m also very
lucky to know a lot of really
good people in this city, who came to my aid when I needed them. I'm so glad that
it all worked out; being able to continue to provide good jobs for my staff is very
important to me. I’ve worked really hard over the last 10 years to create a business
that serves the community in an honest way and to have won this award makes me
really feel that all of this was worth it.”
With the unexpected move aside, COVID-19 posed its own set of challenges for
Vaughan. Almost immediately, Kinetic Auto Service began promoting pick-up and
drop-off service for free and locked the shop’s front door. To date, the shop remains
closed for the safety and wellbeing of staff and customers alike.

However, harnessing social media as a business tool has further allowed
Vaughan to stay connected to her clients. Leaning on and investing in technology
is something Vaughan has been doing for quite some time. In 2018, she began
offering digital inspections and this summer, she signed up for an online payment
system, which has continued to allow her to seamlessly serve her clients during the
pandemic. “Our clients love that they can just click a button online to pay,” Vaughan
said. By already having used the digital inspections for over a year, Vaughan says
it was easier to get the remainder of her clients onboard with the online payment
system, thus retaining her client base.
This February, Vaughan celebrates 10
years in business, and she is well on her way
to investing in both the future of the shop and
her employees.
A big believer in continuous education,
Vaughan currently has one apprentice,
Alexandra (Allie) Punga, who is currently
in her third year of apprenticeship. After
initially being dissuaded from entering
the aftermarket, Punga took a leap of faith
and started her automotive schooling,
leaving behind an eight-year career in the
hairstyling industry.
“I always knew I wanted to fix cars but

felt discouraged by my lack of experience, and
I was told I wouldn’t like it, or that I wouldn’t
feel welcome in the field,” Punga shared. “The
continuous support and training I’ve received
from the employees and owner at Kinetic have
been more than I could hope for.”
“I don’t think that any of us can know everything
and none of us will, and we have to be open to
continuous learning, because this ensures that we
are the best that we can be,” Vaughan added.
Vaughan also regularly sends her shop
manager for training, with the goal that he can
run the shop without her, which he already does
most of the time. “I feel that my position in the
business is to bring in the work, so that I can
work on the business, instead of working in the
business,” Vaughan said. “I believe in technician
training, but it’s hard to find. We have a huge
hole in our industry; we get a lot of training as
apprentices and on the job, but there is a lack of
advanced training in our industry. Unfortunately,
there’s not much available that isn’t just about
selling a tool, or a product.”
Though that lack of advanced training is
a frustrating challenge, Vaughan is taking a
proactive approach on what she can control,
which is how she educates her clients.
“In the spring, Allie and I are planning on
building a series of courses for women, so that we
can help our clients better understand their vehicles
and the importance of keeping them maintained,”
Vaughan said.
While the current economic landscape makes
it hard to predict exactly what the future holds,
Vaughan says that for now, her biggest goal is to
build a stronger brand reputation for Kinetic Auto
Service and invest in more staff.
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Season's
Greetings

from the Automotive Industries Association of Canada
During these challenging times, the AIA Canada team wishes our members,
sponsors, divisions, and volunteers a holiday season filled with health,
happiness, and prosperity.
AIA Canada would like to recognize the resiliency of our industry during the
pandemic. It was that resiliency that ensured our vehicles on Canada’s roadways
continued to be safe for travel.
As your industry association, AIA Canada continues to be the VOICE and
the RESOURCE to ensure the aftermarket remains as a key player during the
COVID-19 crisis.

Thank
You!
We would also like to take this
opportunity to thank everyone who
has supported AIA Canada and our
ongoing efforts to keep our industry
strong and healthy through these
demanding times.

FEATURE

The evolution
of the

By Allan Haberman

auto technician
Technology has changed the trade, but can the industry keep up?

F

or more than one hundred years, it has been up to automotive service
technicians to keep up with motor technology. Today, in the age of advanced
driver assist systems and automated vehicles, that imperative is more important
than ever before.
It is tempting to think of the early days of motorized transportation as quaint
and simple. But that new-fangled device called the automobile was cutting edge
technology and was more than a little intimidating to most people.
In order to build a career in this fledgling industry, the earliest “mechanics” had to
commit to constant learning. And in that respect, not much has changed since then!
Although there were steam powered automobiles built as early as 1769, most
sources agree Carl Benz built the first production vehicle in 1885. It was gasolinepowered and used a single cylinder four stroke engine.
This was the beginning of motor vehicle transportation on a large scale.
As cars replaced horse-drawn carriages, a growing demand arose for technicians
who could repair this new technology. Some of the first mechanics were blacksmiths
and wheel makers. In fact, it was a blacksmith named Thomas Davenport who
invented the first practical electric motor in North America. These early mechanics
took up the challenge of learning this new technology, eventually branching out from
gasoline powered automobiles to study the operation of steam-powered and electric
vehicles. It wasn’t until Henry Ford built the Model T in 1908 that many people
preferred electric over gasoline.
Back in the day, EVs were quieter and cleaner than gasoline powered vehicles,
but they were also more expensive than the new Model T. For that reason, many still


prioritized the electric vehicle. When the
electric starter motor was invented, the
dangers associated with a crank starter
were eliminated, and gasoline powered
automobiles became more popular than
ever before.
From 1913 to 1927, Ford produced 15
million Model T cars, further increasing
the demand for auto technicians to keep
these vehicles on the road. Over the years,
the shortage of mechanics has been an
ongoing issue. The technician shortage
now is nothing new, given the stereotypes
that often come with the job, including a
professional image.
Nowadays, consumers crave the
advanced technology that’s installed in
their smartphones to be wired to their
vehicles, too. Additionally, manufacturers
continue to add more and more electronic
features to new models, to keep consumer
interests high.
Many of these features are safety-
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related, while others are designed for comfort and convenience. When these
vehicles require maintenance, consumers expect their service technician to be up
to the task. The automotive industry has seen more change in the last four decades
than there was in the first one hundred, and it’s important to continue to educate
vehicle owners.
Whether you prefer the term mechanic or technician, we can all agree that
servicing vehicles on the road today has changed drastically over the years. As
technology continues to evolve, we have adapted and learned whatever we needed
to service vehicles in a professional manner. As the automobile has evolved from
a simple mechanical device into a mobile computer, we have upgraded our skills,

learned about new technology and evolved
to keep pace with the changes.
In today’s world of vehicle service and
repair, is there any mechanical service
that we perform that does not have an
electronic component? Something as
simple as an oil change may require an
oil life monitor reset, which could further
require a scan tool to perform. A tire
rotation may require a TPMS reset, and
the tool to perform the reset. Even work
that typically only involves the removal
and replacement of hard parts requires a
trip to the shop computer to get the torque
specs from service information.
Servicing modern vehicles involves
mechanical skills as well as a good
understanding of the electronic systems
that control the mechanical components.
Auto technicians are so much more
than their job title, and we should start
spending as much time educating vehicle
owners as we do ourselves, so that both
parties appreciate the level of skill
that goes into vehicle maintenance
and repair.
From buying into continuous
educational training, to paying for new
tools and equipment out of pocket, we are
constantly upgrading our skillset in order
to deliver exceptional customer service,
because we are professionals, and we
should be recognized as such. Much like
other industries, the automotive sector
identifies certified professionals who are
Red Seal endorsed (RSE). If you have a Red
Seal, you should display it proudly—after
all, you went above and beyond to achieve
this endorsement.
Displaying certificates is a great way
to put into perspective for customers the
amount of work and training that goes
into keeping up with changing vehicle
technology. At the end of the day, it’s
simple: if you don’t educate your customers
on what it takes to service a vehicle
equipped with today’s technology, they’ll
never truly understand the role you play in
keeping them safe out on the road.
Allan Haberman

A technical trainer and owner of ACA Training
Systems in Winnipeg, MB.
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All Good Pistons Go To Heaven
Unisex T-Shirt

Shop Quality Unisex
Apparel Today!
All of our t-shirts are made from light-weight,
breathable 100% ring-spun cotton.
Available in sizes S-3XL. Order yours today!

www.AutoServiceWorld/shop

BAYWATCH
Circuit tester
The Innova 5420 Power Check powered circuit tester is
the latest addition to Innova’s line of electrical testers.
This digital tester is ideal for quickly and safely checking
power and ground voltage readings on vehicles, including
computerized controlled engines, electrical circuits, wiring,
fuses, batteries, sensors, switches, and motors. Power output
options include 3V, 5V and 12/24V applications, and
includes a digital screen and two-color LEDs to accurately
display the system voltage.
www.innova.com

EZ-Collets mobile app
The new Hofmann EZ-Collets mobile app
will provide a faster setup, help improve
balancing accuracy and ensure rim
protection. Free to download from the App
Store and Google Play, the new app allows
service technicians to find the best collet, flange, or quick plate for a
wheel balancing job. They can also compare balancing tool options and
the benefits of each as well as view information about the tire and rim
of the selected vehicle. Available for all mobile devices via the App Store
and Google Play.

BBB Industries catalogue
BBB Industries has released its updated catalog for
Remy high-performance starters and alternators.
The updated catalog provides customers with
expanded coverage to help them generate more
sales. Key aspects to the updated catalog include
more than 58.6 million in additional vehicles in
operation (VIO) catalog coverage, fewer parts
numbers for equivalent coverage, added part
numbers for expanded application coverage of 7.4 million VIO, and an
expanded new unit program.

Spherical control arm
Mevotech has released a new upgraded spherical
control arm bushing for popular 2019-2011 Ford
and Lincoln vehicles. Durable, greaseable sintered
metal bearings replace OE-style plastic, and the
rear upper control arm on these vehicles features
a “block type” rearward bushing. Additionally, a
spherical stud is used for full range of motion and
the housing is converted from a lightweight aluminum to full steel forging.
These improvements increase durability and create a part build to perform.
Hardware and fastenings are included for complete and easy installation.

www.RemyAutomotive.com

www.mevotech.com

• Fast – DTCs reported in 20-30
seconds on average
• Accurate data in list, graph and
gauge formats
• Based on OEM platform used
in dealerships worldwide
• USA designed, developed,
manufactured and supported

www.AutodiagnosPro.com

Autodiagnos™ Pro Automotive
Diagnostic System
The technician-friendly scan tool
that increases productivity.

Subscription based
model – no large
hardware investment!

Autodiagnos Pro – A Trademark of the Continental Corporation
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Auxiliary water pump
Saleri has added 31 new electric auxiliary
water pumps to its extensive selection of
aftermarket products, ranging from three
to 110 watts. The new collection of pumps are suitable for a wide range
of needs, including A/C heater systems, after-run coolant circulation,
supercharger and turbocharger intercooler pumps, and hybrid drive
inverter coolant pumps.

Diagnostic scan tool
Bosch has released its all new ADS 625X
diagnostics scan tool which features a
flexible, modular software subscription,
OE-level vehicle coverage, weeks of battery
life, and all-system scans with the fastest times, now delivered from a
10" LCD vibrant high definition display. Technicians can complete full
system scans thanks to Quick-Scan, which powers all-systems DTC scans
that clock in at under 60 seconds and complete scans in 30 seconds or
less for many vehicle makes and models.

www.aftermarket.saleri.com

www.boschdiagnostics.com

ADVERTISER INDEX
AIA Canada
www.aiacanada.com/asap.html.. . . . . . . . . . . . . . ... 24

ADAS recalibration system
The DAS 3000-1 ADAS recalibration system
is a complete solution that enables shops to
recalibrate vehicle camera and radar systems
with confidence, speed, efficiency, and precision.
The kit includes the Bosch ADAS Positioning
(BAP) System, an ADS 625 diagnostic scan
tool, simplified set-up, modular, upgrade-able
design for future ADAS technologies, and a set
of guided instructions which walks users through common simplified
recalibration procedures.

Bolt On Technology

®

www.boltontechnology.com
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you can spend less time looking, and more time getting things done.
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LIVE:

7” x 10”

TRIM:

8.125” x 10.75”

BLEED:

8.375” x 11”

COLOURS: 4C

Yellow

FOLDED:

DIELINE:

None

NA

CAR
91898

PRODUCTION:
Leslie Miller

DATE

CREATIVE:
NAPA
None
Cyan
www.napacanada.com
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. . . . . . . . . . . . . . . . . . . . . 19, 30
ACCOUNT EXEC:
Magenta
Black

None

PRODUCTION
NGK Spark
NA Plugs
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ngksparkplugs.ca
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . ... 22
Lane, Jennifer

PROJECT MANAGER:

PREV. USER:

INITIAL
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SHIPPING SUPPLY SPECIALISTS

BINS FOR EVERY JOB

CREATIVE

Lalousis, John
NRS Brakes
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ORDER BY 6 PM FOR
SAME DAY SHIPPING

COMPLETE CATALOG

1-800-295-5510
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THIS PAGE IS SPONSORED BY

EyeSpy
Got an EyeSpy to share? Send a high-res picture to
christine@turnkey.media and make sure to give us lots of detail!

Suspended
until further notice
Scott Paterson, owner of Simcoe Spring Service, spotted
this broken spring on a 2000 F250. “There were actually
four broken leaves in total, including the main, which is
very dangerous,” Paterson said. The customer didn’t seem
to mind, and after attaching a new spring, the customer
went on his way.

Do-it-yourself repairs are never a good idea.

Bob Ward, owner, The
Auto Guys, Woodstock,
Ont. knew better than
to trust a customer who
was confident in his DIY
approach to repairs. “The
shock's outer case was
completely missing!”
Ward said. “This is
on the road, which is
unbelievable! This is
why we need mandatory
inspections.” According
to Ward, the box was
only held on by one bolt,
and the shock has no
outer shell, or oil.
Isaac Custeau of Centre
Mondial de l’Automobile
Inc. was left speechless
when the owner of a
2001 Dodge Caravan
brought the vehicle in
for service. “As you can
see, the rear leaf springs
are broken, and what the
what the guy did to fix it
is unbelievable,” Custeau
said. “A piece of wood
here, another one there,
a little wire and voila!”
Deemed too expensive to
repair, the vehicle is up for
grabs as scrap metal.

While repairing a tire on a 1998 Ford F-150, Doug Gritner,
of Doug’s Repair in Alexis Creek, B.C., discovered some nails
under the plate. Apparently, this was the customer’s quick fix
for a loose U-bolt, because at the time, he did not have the
money to purchase new U-bolts.
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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.

