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SPRING CLEANING 
EXTENDS ONLINE, TOO

SERVICE NOTES

Despite a few lingering cold days, spring is officially here. With winter 
behind us, many vehicle owners are eager to wash away the salt streaks, 
swap out the winter tires, and give their cars a good old fashioned spring 
cleaning. April is Car Care Month, and basic vehicle maintenance will 
not only make your vehicle look its best, but it can also help you avoid 

preventable, expensive repairs down the road.
E-commerce and e-tailing are currently having a moment, as more and more 

consumers continue to buy parts, accessories, and products online. Despite the 
Canadian economy reopening after COVID-19 triggered a series of full and partial 
lockdowns across the country, a large majority of consumers still prefer to shop online, 
whether for convenience, personal comfort, or both. According to AIA Canada, on the 
business-to-business side of aftermarket distribution channels, parts wholesalers are 
already relying on e-commerce systems and online B2B portals to serve their clients. 
But, the business-to-consumer segment of the aftermarket sector is currently lagging 
in e-commerce adoption and capabilities, which raises a significant problem.

This month’s cover story profiles the millennial consumer and examines the impact 
that this demographic of people have on the automotive aftermarket. Representing 
23 per cent of the global population (or 1.8 billion people), millennials make up a 
cohort of individuals who were born between 1981 and 1996, which means that the 
40-year-old employee you have is, that’s right— a millennial! It’s time to get rid of the 
outdated, negative stereotypes that surround millennials and start seeing this group 
as what they are—a highly-educated, hard-working, ambitious group who wield 
extraordinary spending and socioeconomic power. 

Born into decades flanked by a series of digital and technological revolutions, 
by the time e-commerce came around, most millennials were already old pros at 
communicating online, so shopping virtually was a natural next step. Take it from 
this millennial—we love online shopping! Whether it’s ordering takeout, purchasing 
a gift, or booking an appointment, online channels offer a seamless interaction that an 
in-person experience can’t always promise. Millennials also do their homework when 
shopping online—in fact, according to a recent report by UPS, online comparison 
shopping increased 12 per cent since 2014, with 95 per cent of online automotive 
aftermarket consumers now comparing products and prices before they buy.  
Millennials can shop anywhere they want, and price isn’t always a selling feature, 
which is why it’s important to understand their unique needs and 
wants as far as an automotive experience goes.

As you prepare to welcome your customers back into the store, 
ask yourself the following: does the quality of my website accurately 
represent the products I offer? Could I make the online shopping 
experience easier for my customers who might want to support 
me, but aren’t comfortable coming into a retail environment?

Millennials might shop differently than generations prior, but 
at the end of the day, we want the same thing—exemplary 
customer service that keeps us coming back. 

Happy reading,

Christine Hogg
Editor, Jobber News Let me know what you think.  

You can reach me at christine@turnkey.media
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NEWS

The Ontario government is investing 
$47 million in 2021-22 to hire more 
apprentices, improve the quality of 
training and help them complete their 
training and certification through the 
new Achievement Incentive Program 
and the expanded Apprenticeship 
Capital Grant.

These programs are designed to 
support those who train apprentices, 
such as businesses, colleges and other 
training organizations, providing more 
young people with high quality training 
that will lead to successful careers.

"This is critical investment as our 
apprentices will be the ones who will 
help provide essential services and 
build our future hospitals, highways 
and homes," said Monte McNaughton, 
minister of labour, training and skills 
development. "Through these programs 
our government is supporting this 
important training pipeline, creating 

ONTARIO GOVERNMENT INVESTING  
$47 MILLION TO IMPROVE APPRENTICESHIP 
TRAINING AND CERTIFICATION

the next generation of our skilled 
workers and providing more young 
people with opportunity to get good 
jobs in their communities. Our 
economic recovery and future  
growth depends on having a robust 
skilled workforce."

Ontario's $23 million Achievement 
Incentive Program will provide 
more than 11,000 employers in the 
construction, industrial, service and 
other sectors with up to $4,000 in 
funding per apprentice as they reach 
key training milestones. For example, 
a hair salon, restaurant, childcare 
centre or autobody shop could receive 
a $1,000 payment once their apprentice 
reaches a new in-class training level 
or receives the highest level of trade 
certification. Employers, especially 
small businesses, are critical to training 
the next generation of workers in the 
skilled trades, and Ontario wants to 

encourage more of them to participate 
in apprenticeship programs.

Additionally, the government is 
investing $24 million - a $10 million 
increase from last year - through the 
Apprenticeship Capital Grant to help 
colleges, unions and apprentice training 
providers upgrade their equipment 
and facilities to ensure apprentices 
are learning and using state-of-the-art 
infrastructure during their in-class 
training. Examples include new 
virtual reality training equipment and 
simulators, new tools or upgraded 
accessibility supports, all of which help 
apprentices acquire the skills they need 
to be job ready.

These initiatives are part of the 
government's Skilled Trades Strategy, 
which includes reducing the stigma 
related to a career in the skilled trades, 
simplifying the apprenticeship system, 
and encouraging business participation.
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NEWS

The Goodyear Tire & Rubber Company 
and Cooper Tire & Rubber Company 
have entered a definitive transaction 
agreement under which Goodyear will 
acquire Cooper in a transaction with a 
total enterprise value of approximately 
$2.5 billion.

The transaction will expand 
Goodyear’s product offering 
by combining two portfolios of 
complementary brands. It will 
also create a stronger U.S.-based 
manufacturer with increased presence 
in distribution and retail channels, 
while combining both companies’ 
strengths in the highly profitable light 
truck and SUV product segments. 
The combined company will have 
approximately $17.5 billion in pro 
forma 2019 sales.

Under the terms of the transaction, 
which has been approved by the Boards 
of Directors of both companies, Cooper 
shareholders will receive $41.75 per 
share in cash and a fixed exchange 
ratio of 0.907 shares of Goodyear 
common stock per Cooper share for 
a total equity value of approximately 
$2.8 billion. Based on Goodyear’s 
closing stock price on February 19, 

GOODYEAR TO ACQUIRE COOPER TIRE  
IN $2.5 BILLION DEAL

2021, the last trading day prior to the 
announcement, the implied cash and 
stock consideration to be received by 
Cooper shareholders is $54.36 per 
share, representing a premium of 24 per 
cent to Cooper’s closing stock price on 
February 19, 2021, and a premium of 
36 per cent to Cooper’s 30-day volume 
weighted average price as of the close 
on February 19, 2021. Upon closing of 
the transaction, Goodyear shareholders 
will own approximately 84 per cent of 
the combined company, and Cooper 
shareholders will own approximately  
16 per cent.

Founded in 1914, Cooper is the 
fifth-largest tire manufacturer in North 
America by revenue with approximately 
10,000 employees working in 15 
countries worldwide. Cooper products 
are manufactured in 10 facilities around 
the globe, including wholly owned and 
joint venture plants. The company’s 
portfolio of brands includes Cooper, 
Mastercraft, Roadmaster and  
Mickey Thompson.

“The addition of Cooper’s 
complementary tire product portfolio 
and highly capable manufacturing 
assets, coupled with Goodyear’s 

technology and industry leading 
distribution, provides the combined 
company with opportunities for 
improved cost efficiency and a broader 
offering for both companies’ retailer 
networks,” said Richard J. Kramer, 
Goodyear chairman, chief executive 
officer and president. “We are 
confident this combination will enable 
us to provide enhanced service for 
our customers and consumers while 
delivering value for shareholders.”

WESTPIER NAMED CANADIAN DISTRIBUTOR  
OF PETRA OIL COMPANY
WestPier, a provider of  
lubrication products in Ontario,  
Quebec and Atlantic Canada, has 
recently been selected as the  
Canadian distributor of Petra Oil  
Company products.

“The addition of Petra products 
to our portfolio is significant. Their 
products and related services give us 
an industry-leading solution to help 

us meet the extremely diverse needs 
of our installed segment customers,” 
said Fernando Francisco, business 
development manager, WestPier.

Founded in 2010, Petra Oil 
Company aimed to create automotive 
maintenance products and services 
that would facilitate superior vehicle 
performance and world-class customer 
service. Achieving both, Petra 

continued to build its strength and 
value by creating innovative warranty 
programs and unprecedented vehicle 
maintenance training.

Petra Oil manufactures and 
distributes more than 285 products to 
36 countries and also currently provides 
private label programs for leading 
OEM’s, including VW, Audi, Toyota 
and Honda.
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DANA INCORPORATED ACQUIRES PI INNOVO
Dana Incorporated has acquired Pi 
Innovo LLC, a provider of embedded 
software solutions and electronic 
control units to support the light 
vehicle, commercial vehicle, and off-
highway markets.

Dana previously held a non-
controlling interest.

Headquartered near Detroit, 
Michigan, the acquisition of Pi Innovo 
enables Dana to increase its in-house 
electrodynamics capabilities and 
electrification product portfolio by 
adding a strong library of turn-key 
electric vehicle application software, 
vehicle level controllers, and  
auxiliary controllers.

“The extremely talented and 
experienced Pi Innovo team have 

provided exceptional modular software 
and controls solutions for original 
equipment manufacturers for more 
than 25 years,” said James Kamsickas, 

Dana chairman and CEO. “Integrating 
Pi Innovo with Dana’s leading 
e-Propulsion software capabilities 
will further enhance our ability to 
provide value for our customers as they 

continue to accelerate their electric 
vehicle portfolio development.”

The software and controls expertise 
of PI Innovo builds on Dana’s robust 

capabilities in designing, engineering, 
and delivering complete vehicle 
integration for e-propulsion systems, 
further positioning the company as a 
leader in vehicle electrification.

“The extremely talented and experienced Pi Innovo team have 
provided exceptional modular software and controls solutions for 
original equipment manufacturers for more than 25 years”

NOT JUST HEAVY-DUTY
EVERY-DUTY
PREMIUM AUTOMOTIVE FILTRATION 
With our reputation for protecting heavy-duty, 
performance engines, you can count on Baldwin  
for premium automotive protection.
baldwinfilters.com

B_AutoAdPrint_8.375x5.375.indd   1 1/20/21   8:10 AM
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LORDCO OPENS A SECOND STORE IN ALBERTA
Fourteen months after opening its 
first superstore in Southern Alberta, 
Canadian-owned-and-operated Lordco 
Auto Parts has now opened its first 
store in Edmonton, Alberta.

The new bright and spacious 
Edmonton store encompasses 34,000 
square feet of combined retail and 
warehouse space stocked with 
aftermarket auto parts and accessories 
for domestic makes and models, 
imports, and hi-performance.

“We are excited to have a new store 
in Edmonton,” said James Ward, 
general manager at Lordco Auto 
Parts. "Our new location allows us to 
conveniently provide customers in 
Edmonton and surrounding areas with 
the auto parts and accessories they need 

for a project, repair, or custom build."
Much more than an auto parts 

store, the new mega retail space offers 
something for the automotive enthusiast, 
weekday commuter, and weekend 
warrior. Automotive technicians and 
do-it-yourselfers who visit the store will 
find a large selection of power tools and 

hand tools from well-known brands 
such as Milwaukee Tool, GearWrench, 
Performance Tool, and JET Tools. They 
will also find a wide variety of car care 
products, including lighting, filters, oils, 
lubricants, and cleaners. Like its sister store 
in Calgary, the new Edmonton location 
also features a dedicated truck centre.

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

Car professionals are rigorous people. They demand the best price possible. 

Demand and supply 
know-how
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SNAP-ON INC. 
ACQUIRES 
DEALER-FX 
GROUP
Snap-on Incorporated has acquired Dealer-FX Group, 
Inc., based in Markham, Ontario, for approximately 
$200 million in cash.

Dealer-FX is a developer, marketer, and provider of 
service operations software solutions for automotive 
original equipment manufacturer customers and their 
dealers. Dealer-FX specializes in software as a service 
(SaaS) management systems, communications platforms 
and extensive data integrations, and offers a digitized 
solution that increases dealership productivity and 
enhances the vehicle owners’ service experience.

This acquisition complements and expands on Snap-
on’s existing OEM and dealership business in its repair 
systems and information group that provides electronic 
parts catalogs, essential tool and diagnostics programs, 
and custom analytics to OEMs and more than 50,000 
dealerships, globally.

“Dealer-FX extends our strategic visibility into new 
technologies and platforms as they enter the vehicle parc, 
expands the reach of our shop management software, 
and enhances our expertise with respect to dealership 
service and repair operations. We believe Dealer-FX 
will magnify our current capabilities across the repair 
systems and information group,” said Nick Pinchuk, 
Snap-on chairman and CEO. “The service department 
is a key driver of automotive dealership success and 
given the increasing complexity of vehicle repair and 
the importance of the customer experience, we believe 
this acquisition, with its end-to-end dealership software 
solutions, will further Snap-on’s progress along one of 
its decisive and coherent runways for growth, expanding 
with repair shop owners and managers."

NAMES IN THE NEWS

Zanchin Automotive Group has appointed  
Neal Bodack as chief operating officer, where he will 
see the company through its next phase of growth.

Transit has appointed Paul Bradley as its new regional 
manager for Ontario and Western Canada.

Bestbuy Distributors has appointed Richard Bureau  
as its new business development manager for the  
Québec region.

Standard Motor Products, Inc. has named Duane Burns 
as its vice president of distribution.

Dana Incorporated has appointed Chris Clark as senior 
vice president of global operations.

LeddarTech has appointed Yann Delabrière to its board 
of directors.

Standard Motor Products, Inc. has appointed Dave Illes 
as its new director of sales for the heavy-duty aftermarket.

NGK Spark Plug Co. has appointed Michael Schwab as 
president of NGK Spark Plugs Canada Ltd.

Denso Products and Services Americas, Inc., an affiliate 
of global automotive supplier Denso Corp., has named 
Joseph Wright as its new director of Americas 
operations.

"We believe Dealer-FX will magnify our  
current capabilities across the repair systems 
and information group"
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JOBBERVIEW

Minimum advertised pricing (MAP) is, by definition, the lowest price a 
retailer can advertise their product for sale in store. It’s an agreement 
between manufacturers and distributors or retailers and in a MAP policy, 
authorized sellers (the retailers) agree to the policy and in return, the brand 

(the original equipment manufacturer) agrees to enforce their pricing.
Some suppliers have invested in this strategy and have found that they need to 

commit to the efforts of managing a proper policy. The strategic analysis for having 
a competitive price and the administration of updating the information combined 
with the effort required to police the policy have proven challenging. But, these 
companies recognize that the market has changed, and I applaud them for adapting 
in order to protect the integrity of their brand. Other companies, unfortunately, have 
been unable to produce an internal strategy. As a result, both the market and their 
own brand are at risk.

Reasons for this could come down to an unwillingness to adjust the daily 
workload, or a lack of leadership that is crucial to producing a sound policy. There are 
companies in the market who receive a large volume of product from foreign online 
retailers and have been led to believe that the quality is superior to any Canadian 

distribution they currently enjoy. What 
these companies fail to recognize is 
that at the end of the day, they sell the 
same units regardless of the distribution 
channel it travels through. With the 
difference in currency and the program 
changes, external divisions are taking 
away from our Canadian sales. 

Manufacturers that initiate a MAP 
policy can enjoy the volume that large 
e-tailers bring, without destroying the 
market for their stocking distributors. 
The performance parts industry is 
generally stronger in this aspect than 
the traditional aftermarket, but there are 
some success stories out there. 

Dealing with manufacturers that 
don’t see the value in MAP policy 
has been challenging to say the least, 
and it highlights a critical issue in the 
automotive aftermarket. The industry 
has been fighting its share of negative 
stigmas for years, with consumers 
coming in the door for car repair and 
harboring suspicions of being ripped off.  
This is a stereotype that service providers 
have been trying to overcome for years, 
and it’s very disheartening to see that 
perception expanded when a service 
provider charges a nominal mark up on 
a part, only to have the consumer look it 
up online at a drastically reduced price. 

In fact, some manufacturers continue 
to allow their products to one-time end 
users for far below WD cost, which 
further adds fuel to the fire and gives 
the aftermarket a bad reputation. The 
consumer thus draws the conclusion 
that the repair shop is taking advantage 
of them and perceives their markup 
to be unreasonable when compared 
online. In order to avoid controversy and 
discontent, MAP should be enforced by 
both the retailer and the manufacturer, 
and they should work together from the 
start to come to an agreement on a fair 
and reasonable resell price. 

If the customer can find a product online for cheaper, 
they most certainly will

By Zara Wishloff

WITHOUT MINIMUM 
ADVERTISED PRICE 
POLICIES, WE RISK 

LOSING THE CONSUMER

Zara Wishloff 
Vice president of sales and marketing for 
Automotive Parts Distributors (APD) with 
four warehouses in Alberta and 
Saskatchewan. You can reach him at 
zwishloff@apdparts.ca.
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OFF THE SHELF

Understanding how today’s shops operate can open up a world of 
opportunities for jobbers.

With the rise of new technology complemented by an increasingly 
competitive marketplace that’s in the midst of a global, economic recovery 

due to COVID-19, thousands of independent shops are at risk of disappearing in 
the next few years in North America, but I believe the ones that survive will be 
terrific businesses to be a part of.

Jobbers who take the time to prepare for advancing vehicle technology will 
be better equipped to offset the challenges that come with a growing shortage 
of competent technicians, and a new generation of educated and plugged-in 

With a new year upon us, it’s worth looking at how 
state-of-the-art repair facilities are likely to operate.

By Bob Greenwood, AMAM

WHY JOBBERS NEED 
TO UNDERSTAND THE 
MODERN SHOP MODEL

commercial clients. Shop owners  
who do not keep up with the times 
will pay a steep price as the business 
landscape changes.

These thriving shops will typically 
have eight to 20 bays, including two 
or three “diagnostic only” bays in a 
meticulously clean facility. Vehicle 
calibration services will also have an 
impact on bay design. Going forward, I 
predict that we are going to start seeing 
some shops that have bays as wide as 
32 to 35 feet that give adequate room 
for this specialized service. Vehicle 
software platforms will become the 
new training models as many high-end 
technicians’ transition to a role quite 
similar to that of a software engineer. 

Software aside, shops will have 
secure high-quality connections to the 
Internet – both for client use in the 
facility, and for staff use in the office, 
back rooms, and bays. Tablets will 
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replace clipboards and paper. Accessing 
technical information, vehicle service 
histories, and ordering parts will all 
be done online. Shop web sites will 
be managed by outside firms and 
will be used not only for marketing 
purposes but as a reference tool for 
clients seeking information about their 
vehicles. The internet will eventually 
streamline everything, including 
managing appointments, which will be 
easier than ever when shared calendars 
are continuously synced and updated.

And, as life in the shop evolves, so 
too, will the workforce.

The well-paid and highly trained 
staff will be committed and fully 
engaged, with a clear understanding 
of their vision for the business as a 
whole and their role within it. In turn, 
management and staff will establish 
a close, professional relationship 
and as a result, employees will view 

their existing jobs as careers, not 
just a means to pay the bills, as more 
opportunities for personal growth 
and development emerge within the 
company. Challenges will be met  
with enthusiasm and be rewarded  
with handsome compensation and 
financial stability.

I believe professionalism is going to 
be even more necessary in tomorrow’s 
shop environment than it is today. 
The emphasis will be on developing 
highly tuned management skills and 
ethical relationships with coworkers, 
clients, and affiliate companies. Only 
suppliers that are committed to the 
success of the shop will have the 
privilege of interacting with it. This 
includes everyone from the parts 
distributor to the accountant, to the 
equipment salesperson, to the third-
party marketing company. The result 
of this team approach will be greater 

trust and loyalty from clients, as they 
see how professionally their vehicle 
maintenance is being managed for 
safety, reliability, and efficiency. High-
functioning shops will earn valuable 
permissions from their clients to access 
the full range of vehicle information 
available through telematics. This  
will allow a level of vehicle 
management that exceed the  
highest client expectations.

With these new operational 
standards and procedures definitively 
outlined, the relationship between the 
shop and client also has the potential 
to reach a whole new level, and the 
impact on you and your staff could 
be dramatic. You have the ability 
to become a fully operational parts 
supplier, enjoying a professional 
relationship based on the talents you 
individually bring to the shop client. 
As connected vehicles continue to 
trickle into the aftermarket, any 
existing tensions and animosity 
between the independent sector of 
the aftermarket and OE dealer should 
subside, because both sides will need 
each other more than ever. 

A culture of continuous learning 
is alive and well in other industries, 
and it’s long overdue in the automotive 
aftermarket. Many businesses have 
already embraced the new aftermarket. 
Will you be one of the suppliers that 
truly excels in this new reality? Or will 
you be one of the unfortunate statistics 
that everyone will read about? 

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.
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A
COVER STORY

Millennials make up 23 per cent of the global population, so how do you secure the sale?

By Christine Hogg

A more attractive aftermarket:
How to connect with

millennial shoppers
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Aquick Google image search of the term “millennials” reveals a series of photos that 
all have one thing in common. Besides the stereotypical shots that depict a cluster 
of people who are devoted to their cell phones and have an affinity of working 
at random cafés on their laptops sipping overpriced iced lattes, all of these stock 
images show a generation of young people who appear to be no older than a high 
school senior. The world has its fair share of stereotypes about the millennial—lazy, 
entitled, and selfish, to name a few—and therein lies the first one, which may be 
surprising for some—millennials aren’t actually that young anymore. In fact, the 
term millennial applies to anybody born between 1981 to 1996, which means that 
the oldest millennials are now 40 years of age. Anybody born after 1996 falls into 
the Generation Y category.

According to leading global investment firm MSCI, as of 2020, approximately 
1.8 billion people worldwide or 23 per cent of the global population can be 
considered as belonging to the millennial group. There are now more millennials 
than any other adult cohort on the planet, and in fact, worldwide, there are a 
quarter more millennials than in the preceding generation, which are those 
born from the mid-1960s to the late 1970s (better known as Generation X, or the 
baby boomers). In a recent session held at the 2021 Virtually Vision conference, 
Sara Fraser, creative director at Haas Performance Consulting, and also a 
millennial herself, provided an in-depth analysis of some of the misconceptions 
that automotive professionals have about selling and marketing to a millennial 
audience, who currently dominate 43 per cent of the world’s active workforce. 

Birth year aside, millennials have attributes that set them apart from other 
demographics, and these include social and economic factors. For example, as 
MSCI points out, as of last year, more than half of the world’s millennials possess 
upper secondary education and more than one quarter hold a university or college 
degree. All of these factors influence spending habits and purchasing decisions. 

What millennials want from an automotive shop
As the largest cohort of people on earth, millennials have the potential to both 
disrupt the automotive aftermarket and drive its future forward. According to 
a recent study conducted by Duff and Phelps, despite being an eco-conscious 
generation of people, 75 per cent of millennials (out of a survey of 2,150) currently 
own or lease a car. Of that group, another 83 per cent said that they expect to 
purchase or lease another car in the next five years. In the U.S. and Canada, 77 
per cent of millennials currently lease or own a vehicle and on a global level, 87 
per cent of respondents in the U.S. and Canada agreed that having a vehicle is a 
necessity. This comes as good news for the automotive aftermarket, as it means 
that these consumers will eventually seek out service and repairs or general 
maintenance at some point. When it comes to business relationships, above all else, 
Fraser says, millennials are a compassionate, open-minded group who, if treated 
correctly, will likely be a customer for life. 

A responsive website
At a time of technological disruption and mass digital takeover, millennials 
have the upper hand. As the first users of technology, starting with the launch 
of the internet in 1983, by the time social media rose to popularity, millennials 
were old pros at communicating online. Currently, on the business-to-business 
side of aftermarket distribution channels, parts wholesalers are already relying 
on e-commerce systems and online B2B portals to serve their clients, including 
millennials, who are some of the biggest users of e-commerce. The first order 
of business for most millennials who are considering a company to do business 
with, Fraser says, is to look the company up online and check out their reviews to 

see what kinds of experiences other 
consumers have had. Millennials can 
shop anywhere they want, and they’re 
known for doing extensive research 
prior to making a final decision. 

“If there’s not many reviews, it means 
the shop isn’t liked enough to be talked 
about,” Fraser said. “I don’t expect to see 
only five-star reviews because you cannot 
please every single customer. What I’m 
looking for when I see a bad review 
isn’t necessarily what the person said, 
but I’m looking for how you as a shop 
responded to that review.” Good and 
bad reviews are a normal occurrence for 
every industry, but Fraser says business 
owners should take the time to respond 
to all reviews in a polite and timely 
manner. “It’s not just the customer that 
you’re writing the response to—you are 
writing this response to potential new 
customers, too,” Fraser added. “Ask your 
customers for reviews, but also have your 
employees review the business. That’s 
huge to a potential customer; it shows 
your employees are happy and that you 
take care of your people.”

Options to book online
Another major attractive draw for 
millennials is the option to book 
appointments or purchase parts, 
products, or services online. “A lot of 
millennials have anxiety about being 
on the phone, because you might ask 
me questions that I might not know the 
answer to,” Fraser said. “If I don’t know 
the answer, that makes me feel stupid, 
so I want a way that I can communicate 
on my own terms.” Calling without 
notice, or not respecting a consumer’s 
method of communication, for 
example, claiming that you offer text or 
email services but still resort to calling 
the customer, is a sure way to irritate 
potential millennial clients, Fraser 
noted. “Many people do not answer 
calls from phone numbers they don’t 
know, but if you email me first and 
schedule a time for that appointment 
by phone, I’m more likely to answer.” 
Relaying information over the phone 
also opens up the possibility for critical 
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information to be lost or forgotten. “Sending me an email explaining my 
vehicle diagnosis allows me to go back and revisit that information again 
and again so that I fully understand,” Fraser noted. 

Create an app
Another great option to capture a wider millennial clientele is to create 
an app. “Millennials use apps for a million different things, whether 
it’s to manage a flight or hotel reservation, collect points while grocery 
shopping, or even book a hair appointment,” Fraser said. “If you’re 
having a discount or a special, an app is a great way to alert your 
customers instantly. If you have a loyalty program, or a VIP program at 
your store, an app is also a good place for customers to collect and track 
their points. If, for example, you offer a “buy five, get one free” deal, with 
an app, customers can see when they are getting close to their goal and 
are more likely to come into the store, or purchase something online. 

Start offering subscription-based services
Much like apps, subscription-based services are another attractive 
feature for young shoppers. “Millennials have a lot of subscriptions, 
from food subscriptions to clothing subscriptions, they all come out 
of our account every month,” Fraser explained. From an automotive 
standpoint, a subscription-based service could look something like 
creating a custom monthly package that includes a suite of regular 
maintenance services (think oil changes, filter changes, etc.) for one 
set fee, or bundling a product package each month that aligns with a 

Online comparison shopping increased 12 per cent since 2014, 
with 95 per cent of online automotive aftermarket consumers  
now comparing products and prices before they buy, which makes 
having a user-friendly website that much more important.

A majority (63 per cent) use online coupons and 52 per cent are 
more likely to shop with a retailer if they receive email offers with 
discounts (an app is a great way to alert customers to new deals 
and promotions).

Sixty-three per cent like to receive email or text delivery alerts with 
the approximate time of delivery, up from 47% in 2014—offering 
customers the option for email or text alerts, rather than just a 
phone call, can boost customer satisfaction.

Forty per cent of millennials prefer walking into an actual retailer to 
purchase parts and products, versus older generations (35 per cent).

Forty-seven per cent of millennials will share their experience 
with a retailer on social media, and cross-promote the business 
(customer service is key for this reason).

UPS and comScore via V12 Data

different theme. “When I sign up for a subscription-
based service, I’m already expecting to pay for it 
ahead of time, so the chances of me coming in to 
see you are more likely, and I’ll stay on top of it,” 
Fraser explained. “You can also make this a VIP 
membership for your elite customers, which makes 
them feel important and it’s a good way to earn 
their loyalty.” 

QUICK FACTS
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61.5
per cent

28.2

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

14%

The number of Canadian women who 

said they would move to a different 

industry if they were to start their 

career today, with a lack of diversity, 

equity, and inclusion in the automotive 

industry being among the top three 

reasons to leave. 

8.8 billion

As a result of production pauses  
due to the COVID-19 pandemic, 
shipments for the motor vehicle 
assembly industry dropped 28.2 
percent for the year. For the first 
time since 2010, the industry fell 
below $45 billion. 

After exceeding 40 billion USD in 2019, the global 
online automotive aftermarket size is expected 
to increase at a compound annual growth rate of 
approximately 14 per cent between 2020 and 2026. 

PER CENT

The retained value across every vehicle in Canada 

showed that four-year-old models (2017 model 

year) held 61.5 per cent of original MSRP, industry 

wide. The closest year was 2020, when the industry 

average was 56.6 per cent. Canadian Black Book

317 million
The Global Automotive OEM Telematics Market - 6th Edition

The installed base of embedded OEM telematics systems is predicted  
to reach 317 million units by 2025. 

Canada is home to the fourth most expensive toll road in the 

world, with a toll cost for the Confederation Bridge totalling 

$48.93. The most expensive toll road is the Pennsylvania Turnpike 

in the U.S., which will cost you $112.90 USD to get across. Budget Direct

Three quarters
Prior to the pandemic, personal motor 

vehicles (75 per cent) were the most 

common mode of transportation to 

work, followed by public transit  

(13 per cent) and active 

transportation (seven per cent). 

Statistics Canada

4,700,000
The number of Canadians who normally 
work in an office, who are now working 
from home as a result of the COVID-19 
pandemic. Statistics Canada

45%

Deloitte 2020 Diversity, Equity, and Inclusion in Automotive Study

DesRosiers Automotive Consultants Inc.

The global retread tire sales industry is estimated to 

be valued at US 8.8 billion in 2021. The increase in 

average miles driven and growing vehicles parc will 

drive the tire aftermarket, subsequently fueling the 

demand for retreading tires. Future Market Insights

Statista

140.29 BILLION
The global vehicle electrification market was valued at USD 70.14  
Billion in 2019, and is projected to reach USD 140.29 billion by 2027,  
registering a CAGR of 11.3 per cent. Valuates Reports
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SPECIAL FEATURE

Central Auto Parts
Getting to know Alliance’s Canadian members

SPOTLIGHT

Officially incorporated in 2000, the Aftermarket Auto Parts Alliance now has six members 
in Canada, 13 in Latin America, and 24 in the United States. Composed of a network of 
independent warehouse distributors, it is the premier aftermarket distribution and 
marketing program group and continues to be a leading choice for quality parts and 
service, with thousands of parts stores and professional repair shops across North 
America, Mexico, Honduras, El Salvador, Columbia, Europe, and China.

This is the second installment of a six-part series, featuring the Alliance’s Canadian members.

By Christine Hogg
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CENTRAL AUTO PARTS

On any given day, those who walk into Central Auto Parts 
will find Darrell Scrivens and his three sisters, Gail, Lauren, 
and Janice, working away in the store. Originally opened 
in 1976 in Calgary, Alta. by Dan Scrivens (Darrell’s father), 

Darrell got his start with the family business straight out of high 
school. In 1996, Darrell took over his father’s legacy as CEO, and to 
this day, Darrell, now president of the company, and his siblings are 
all actively involved in the day-to-day operations.

The small family-owned and operated business has grown 
impressively over the years to now include 14 locations across 
Central and Southern Alberta with a 100,000 square foot 
distribution centre. Shortly after taking control of the family 
business, two years later, Darrell and his team decided to join the 
Alliance in 1998.



20   M A R C H   /  A P R I L  2 0 2 1       w w w. a u t o s e r v i c e w o r l d . c o m         

“Our company was experiencing a period of growth, and 
we were starting to expand our reach into more wholesale—
the retail side of our business was also suffering because 
we were competing against the Canadian Tire type of 
retail pricing,” Scrivens explained. “For us to grow and stay 
competitive we needed to buy our parts at a better price. 
Alliance as a buying group had the buying power to offer the 
better pricing, and they also had a good marketing program 
using the name Auto Value Part Stores. It was everything we 
were looking for at the time.”

The Alliance currently offers its members access to several 
marketing programs that have been extremely beneficial 
to business, especially in light of the economic downturn 
brought on by the COVID-19 pandemic. Central Auto 
Parts currently uses the Certified Service Center (CSC) 
program, which grants access to one of the largest networks 
of independent part suppliers in North America. Members 
can easily browse through a collective inventory of parts, 
supplies, accessories, and tools, and also gain entry to 
the MyPlace4Parts e-commerce platform and access free 
marketing, communications, technology, financial and 
customer service programs to support their shops. “We have 
all our accounts on this platform and that helps to get parts 
information fast without the need of a phone call and of 
course it cuts down on calls to the stores,” Scrivens explained. 
“This gives us more time to get the parts out the door fast.”

Central Auto Parts also uses an inventory optimization 
tool which helps to break down complex data segments 
involving years’ worth of transactions from all members on 
things like sales, warranties, and returns. Using the tool, 
the data can be filtered and thus allow Scrivens and his staff 
to re-stock parts that are in high demand, pertaining to the 
area. “The top selling parts in Eastern Canada are not always 
the top seller in the West,” Scrivens explained.

Central Auto Parts also recently designed a business-to-
consumer (B2C) website that promotes online purchasing 
with the option to pick-up in store. The company is also 
working to set up logistics that would allow the parts to be 
shipped to the customer directly.  

Although stock fill levels are sometimes still low as a 
result of the COVID-19 pandemic’s disruption to the supply 
chain, with 14 locations throughout the province of Alberta, 
Scrivens says he’s grateful for the partnership between Central 
Auto Parts and the Alliance. “Alliance has worked hard at 
establishing and keeping relationships with vendors, which 
helps to keep things running with minimal interruptions, 

while enjoying a steady supply of product,” Scrivens said. 
“COVID-19 has been challenging for every vendor, but there 
are signs that things are improving for most vendors.”

As one of just six Canadian members of the Alliance, 
Scrivens says the benefits of being a member truly make 
a world of difference for him and his team. “Aside from 
competitive pricing, IT and Marketing programs Alliance 
gives me confidence that I do not have to worry about 
keeping up with the ever changes in our industry. I can  
focus on my business and trust that they are taking care 
of the latest matters that in the long run could affect my 
business.   They keep me up to date on the current affairs 
of the industry. “If you are looking for a group to join, the 
Alliance should be at the top of your list,” Scrivens continued. 
“There is more to joining a group than getting better pricing; 
today you need a group that supports and has the right tools 
to keep you a head of the curve. Alliance has all that and 
more,” Scrivens concluded. 

Janice Scrivens, sales manager; Lauren White, 
warehouse manager; Gail Pelland, head of 
purchasing; and Darrell Scrivens, president.
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SELLING

This company  
is overhauling  
current ADAS systems  
for a safer tomorrow

By Christine Hogg

Current radar-based ADAS systems  
often fail to detect vulnerable road users
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ADAS diagnostics and the future of autonomous 
driving raise a lot of questions in the aftermarket 
community.

As cars become more and more like 
minicomputers, what do today’s technicians and jobbers need 
to know about the technology?

LeddarTech, a global leader in Level 1-5 advanced driver 
assistance systems (ADAS) and automated driving (AD) sensing 
technology, has been incredibly busy over the course of the last 
few months. In December 2020, the company announced a 
strengthened collaboration with Renesas by joining the R-Car 
Consortium, and with a new collaboration on the development 
and promotion of an automotive ADAS reference platform. One 
month later, LeddarTech and OSRAM, a leader in automotive 
lighting and laser systems, announced that they have entered a 
long-term agreement, in which LeddarTech will provide their 
industry-leading LiDAR hardware and software components 
into Osram’s Percept LiDAR platform.

“One of the limitations of the industry today as we move 
towards more advanced safety features is that if you change the 
camera, or if you change any of the configurations, you have 
to change your entire software suite, as well as the verification 
validation routine,” said Frantz Saintellemy, president and 
COO, LeddarTech. “Current camera and radar-based ADAS 
systems aren’t safe enough and often fail to detect vulnerable 
road users, such as pedestrians, cyclists, and motorists.”

As of July 2022, there will be mandatory vehicle safety 
requirements that will be imposed on all new vehicle 
types.”This new regulation will first be launched in Europe 
under the General Safety Regulation 2019/2144. According 
to Saintellemy, current ADAS solutions do not meet this new 
safety regulation. As a result, LeddarTech is working with 
various OEMs, Tier-1s and Tier-2s to help them integrate 
the company’s components and software solutions to help 
meet and surpass these safety requirements. “Our solutions 
enable customers to leverage existing camera and radar-
based systems by improving their detection, classification, 
and segmentation of obstacles through our unique raw data 
fusion and up-sampling technology,” Saintellemy explained. 
“We enable our customers to create the most robust and 
accurate 3D environmental model that allows our customers 
to develop the most efficient path planning while reducing 
costs and improving performance.”

LeddarTech’s components, sensor fusion and perception 
software are currently being integrated in ADAS and 
AD systems across the globe to improve vehicle safety 
performance. “Our technologies are being used by Tier-
1/2s and OEMs to improve ADAS system performance 
for passenger vehicles that will be launched in the market 
starting in 2024 and beyond,” Saintellemy said. “These 
vehicles will integrate our software solution for camera and 
radar fusion and perception.” 
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BAYWATCH

Socket
Milwaukee Tool’s new Shockwave Impact Duty 6 
Point Socket Lineup is available in ¼”, 3/8”, ½”, 
¾”, and 1” drives. Engineered for use with impact 
wrenches, drivers, and ratchets, this new line of 
sockets features the boldest, longest-lasting markings 
and extreme impact durability to withstand high 
torque applications. 
www.milwaukeetool.com 

Worktable
The Mueller-Kueps Uni-Worktable No. EQ-350 features a 
built in parts dividers and screwdriver, wrench, and prybar 
holders. It has 3” heavy duty swivel casters, two of which 
are locking and two are swivel casters. The top tray has protective 
bumpers to protect the car you’re working on. Height adjustable 
support posts go from 35.4” to 48.4” so you have clearance 
to work on the front end of most vehicles. This table has a 
maximum load capacity of approximately 88 lbs.
www.mueller-kueps.com

Lift guide
The Automotive Lift Institute has released the 2021 edition of  
Vehicle Lifting Points for Frame Engaging Lifts. The new guide 
includes OEM lifting points for cars, SUVs, vans and light-duty 
trucks from model years 2000 through 2021.
www.autolift.org 

Ball joint
Mevotech's newest ball joint, MS25511, has been engineered for 
2012-2007 Dodge Caliber, 2017-2007 Jeep Compass and Patriot 
applications. The front lower ball joint (MS25511) addresses 
retention issues on the OE control arm with an advanced  
fastening method that securely locks the ball joint onto the  
control arm. Built with greaseable sintered metal bearings, this 

innovative ball joint design also delivers increased durability, a longer part service life  
and optimal performance.
www.mevotech.com

Spark plugs
Bosch has released new EVO spark plugs which feature a  
laser-welded iridium alloy pin on the center electrode and a 
platinum-iridium alloy plate on the ground electrode, an improved 
insulator and housing design, and a thermomechanical, mechanical, 
and electrical strength to withstand increased pressure during  
mega knocking.
www.bosch-home.ca 

Ball joint
Dana Incorporated has introduced 
new Spicer Performance ball joint 
kits for the Jeep Wrangler JK, 
Wrangler JL, and Gladiator 
JT. These first-to-
market ball joints 
are designed 
with upgraded 
metal-to-metal 
construction 
for added strength and durability. Each kit 
includes one upper and one lower ball joint, 
plus nuts and cotter pins.
www.SpicerParts.com 

Brake pads
NRS Brakes 
has added new 
SKUs for four 
vehicle models. 
The new models 
include the 
2020 Ram 1500, 
2020 Ford 
Explorer, 2020 Chrysler Voyager and the 
2018, 2017 Kia Soul. The patented mechanical 
attachment and zinc plated steel backing 
plates prevent rust and corrosion caused by 
road salt that plagues other aftermarket brake 
pads, particularly during winter driving.
www.nrsbrakes.com 

Total power steering solution

Plews & Edelmann has launched the 
Edelmann Elite power steering program as a 
one-stop resource for all power steering parts 
requirements. The Edelmann Elite power 
steering program is designed to eliminate a 
wide range of warranty issues and inventory 
headaches, while helping to improve the 
reliability and durability of power steering 
system service and repair.
www.plews-edelmann.com 



BAYWATCH

Rivet tool
Milwaukee’s M18 FUEL 1/4" Blind Rivet Tool w/ ONE-KEY is 
engineered with Milwaukee’s advanced M18 FUEL technology 
and installs rivets up to 50 per cent faster and delivers up to 3X longer 
life versus other cordless rivet tools. The new tool also eliminates the 
hassle and maintenance of pneumatic compressors and hoses and is 
available March 2021.
www.MilwaukeeTool.com 

Electric motors
Dana Incorporated has unveiled an expanded family of Dana TM4 
SUMO HP electric motors and inverters, including the HV1000 and 
HV2500. The TM4 SUMO family is specifically designed for battery-
electric, range-extended, and fuel-cell vehicles. These high-performance 
motors and inverters are engineered to offer maximum flexibility, 
enabling direct-drive, series-hybrid, or parallel-hybrid applications.
www.danatm4.com

Treatment additive
Rislone has launched a new treatment additive. Rislone Gear Repair is 
formulated to revitalize the gear fluid with a proprietary blend of fresh 
additives. The formula includes a seal conditioner, a friction modifier, and 
anti-wear agents that reduce noise and gear temperatures. 
www.rislone.com.ca 

WE’RE SO CLUTCH.
Manufacturing OE-quality clutches and 
components for more than 50 years. Learn more

Seal remover
OTC has released a 6740 crankshaft rear seal 
remover, which is a special three-jaw puller 
designed to grab the inner lip of the seal. The 
forcing screw attached to the centre plate 
is used to react against the 
crankshaft end to pull the 
seal out, eliminating damage 
to the block and crank 
that prying the seal 
can cause. 

Diagnostic tool
TOPDON has 
launched the 
ArtiDiag800BT – 
a diagnostic tool 
capable of OE-
level analysis of 28 
automotive systems. The ArtiDiag800BT can 
pull ECM codes, transmission, ABS, airbag, 
SAS, DPF, EVAP, TPMS, BMS, EPB and 
other onboard systems, and was designed for 
use by professional and home mechanics. 
www.topdon.com 

Belt wrench
Mueller-Kueps has 
recently added the 
551 005 universal 
belt wrench. Made of 
high-quality materials, 
this belt wrench allows the user to tighten the 
strap to the required size without denting the 
filter in the process. The band is crafted from 
nylon, making it suitable for holding pulleys 
or rolls without causing damage. Designed 
for larger trucks and equipment with a filter 
size up to a 7” diameter, the belt wrench also 
features a ½” drive. 
www.mueller-kueps.com

Galvanized brake pads
NRS Brakes has 
released its premium 
galvanized brake 
pads specifically 
engineered for the 
Audi e-tron SUV 
and Sportback, expanding its growing line  
of high-performance pads for electric and 
hybrid vehicles. 
www.nrsbrakes.com 
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Upper ball joint
Mevotech has released a TTX upper ball joint (TXMS50575). 
With the release, Mevotech now offers complete front-end 
coverage for the 2020-2014 GMTK2XX platform within 
the TTX Terrain Tough line. This includes ball joints, 
upper and lower control arms which accommodate for 
the various revisions by OE to component design, as 
well as model variants. Stabilizer bar links and outer 
tie rod ends round out the coverage. 
www.mevotech.com

ADAS calibration 
tool
John Bean has released a new 
ADAS calibration tool. The 
Tru-Point ADAS calibration 
tool is an all-in-one solution 
equipped with software 
technology and allows for 
one-person operation. Tru-
Point fully audits the vehicle’s 
alignment and closely monitors 

each step of the setup procedure, making sure that the process has 
been completed to meet OEM safety specifications before an ADAS 
calibration procedure. 
www.mytru-point.com 

Filter
Walmec has introduced a new filter 
designed to provide clean, dry, compressed 
air. The .01 Micron SuperStar Filter is 
a four-stage filtration system that has a 
.01 micron rating, with flow ranges of 50 
SCFM, 75 SCFM, or 100 SCFM, and can 
handle pressure ratings of up to 250 PSI.  
www.walmecna.com

Scan tool
Bosch has released a new ADS 
625X diagnostic scan tool 
with scanning, live data access 
and complete bi-directional 
functions capabilities. This new 
tool includes the same great 
features as the ADS 525X. In 
addition, it offers a larger screen display, expanded memory, a 
docking station, and is powered by all-new hardware and software 
technology, powered by Android 10+. 
www.boschaftermarket.com
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EyeSpy

FULL STOP
Put the brakes on DIY repair jobs

Major repairs should 
never be put off. 
Salvatore Salaris, owner 
and operator of Precision 
Auto and Truck Repair 
in Mississauga, had a 
customer learn this the 
hard way. “The customers 
waited too long to get 
his front brakes done on 
his 2018 Ford F150 and 
this happened,” Salaris 
explained. “The front 
brake pad fell out of the 
caliper and went into  
his rim!”

See something you’d like to share? Send a high-res image to 
christine@turnkey.media and let us know what you found!

Les Dobos of Les Dobos 
Monterey Park Auto 
Centre in Calgary, Alta. 
had a client come in 
complaining of a “snap” 
sound, despite no  
changes in his driving 
habits. “The metal-to-
metal brake pad wore 
away the inner face of the 
rotor until the cooling fins 
were exposed,” Les  
shared. The customer 
realized something was 
wrong when the caliper 
piston snapped. 

Ken Hau, of Enterprise Rent-a-Car in Etobicoke, Ont. was 
working on a 2019 Ford Transit that arrived with no brake 
fluid, and the brake pedal to the floor when he saw this rusty 
surprise. “The pads were worn down to nothing and wearing 
into the caliper,” Ken shared. “I’m not sure if we will get the 
core back because the caliper is so badly scored.”

Rich Forsey, of Fairview Automotive in Penticton, B.C., 
was working on a 2008 Volkswagen Jetta because the check 
engine light was on. The client had fixed the rear brakes, but 
a noise was coming from the rear. As it turns out, both the 
inner and outer brake pads were installed backwards!



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

All Good Pistons Go To Heaven
Unisex T-Shirt 

Shop Quality Unisex 
Apparel Today!

ASW_apparel_fp.indd   1ASW_apparel_fp.indd   1 2021-01-14   4:38 PM2021-01-14   4:38 PM



THE  I GN I T ION  SPEC IAL IST
TM

Find out more at ngksparkplugs.ca

Launching 
performance  
to new heights.
For the the most advanced, high 
ignitability spark plugs, ask for NGK.
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